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Social Tenant Access to Information Requirements (STAIRs) – Individual Requests
1. Individual information requests
From 1 April 2027, tenants and their designated representatives will be able to request relevant information from White Horse Housing under the STAIRs information request requirements. A tenant does not need to use the words "STAIRs" when making a request. 
Requests must be made in writing which can include emails or on our downloadable form from our website at www.whitehorsehousing.co.uk/STAIRS. The person making the request must be identifiable. 
A request should normally include:
· the requester's name
· contact details
· sufficient information to identify the information being requested
· where applicable, details of an authorised representative
2. Who can make an information request?
The STAIRs information request arrangements apply to:
· current tenants of White Horse Housing
· a designated representative nominated by a tenant
· A shared owner who owns less than 100 per cent of the property
A designated representative may communicate with White Horse Housing on behalf of the tenant once the tenant has identified that person to us.
3. Business-as-usual requests (BAU)
STAIRs does not replace our existing arrangements for providing information to tenants as part of normal housing management and customer service. Where a tenant asks for information that would ordinarily be provided as part of our day-to-day service, the request should be dealt with as a business-as-usual request. Staff should, however, remain alert to requests that may constitute a formal STAIRs information request.
4. Identifying Whether a Request Falls Within STAIRs	
On receipt of a request, we will consider:
· whether the requester is entitled to make a request under STAIRs
· whether the information requested falls within the scope of STAIRs
· whether we hold the information
· whether the information is already publicly available
· whether clarification is required
· whether any legal or other reason prevents or limits disclosure
Where a request could more appropriately be dealt with under another process, the requester will be advised of this and, where appropriate, assisted in using the relevant process. For example, requests for an individual's own personal information will normally be dealt with as a Subject Access Request under data protection legislation.
5. Requests that may be refused
There are circumstances where we may refuse an individual information request. These include where:
· the identity of the applicant cannot be established
· the request is unclear
· the information is not relevant information for the purposes of STAIRs
· the work required would exceed 18 hours of staff time
· the request is repeated
· the request is offensive or abusive
· it is reasonable to withhold the information
When considering whether information should be withheld, we will have regard to relevant legal protections, including data protection legislation. We will not refuse a request simply because of who the tenant is, why they have asked for the information or how they intend to use it.
6. Information that may not be disclosed
STAIRs do not provide an unrestricted right to all information held by us. Information may be withheld, restricted or redacted where permitted or required by law or the STAIRs requirements.
This may include, for example:
· personal information relating to another individual
· information protected by data protection legislation
· legally privileged information
· confidential information where disclosure is not permitted
· commercially sensitive information where the relevant exemption or restriction applies
· information where disclosure could create a risk to an individual or us
· information that is not held by us
· information that is already reasonably available to the requester
· requests that fall within other permitted ground for refusal under the STAIRs requirements
7.Responding to requests
Requests will be acknowledged promptly within three days and responded to within 30 calendar days. In exceptional circumstances, additional time may be required, including where information needs to be obtained from a third party or where it is necessary to consider whether information can reasonably be withheld.
Where information can be provided, we will provide it in the format requested if reasonably practicable.
Where information is already available publicly, we may direct the requester to where it can be accessed rather than providing a duplicate copy.
Where only part of the requested information can be disclosed, we will provide the information that can be disclosed and explain, in clear terms, why the remaining information cannot be provided.
Where information is withheld, we will explain the reason wherever it is lawful and appropriate to do so. We will not withhold information simply because it may be inconvenient, embarrassing or critical of us.
8. Personal Information
We will take care to ensure that disclosure of information under STAIRs does not unlawfully disclose another person's personal information. Where a document contains personal or confidential information that cannot be disclosed, we will consider whether the information can be redacted so that the remainder of the document can be provided.
STAIRs does not replace or override the rights provided under data protection legislation. 
A tenant seeking access to their own personal information will normally be directed to our  Subject Access Request process.
9. Representatives
A tenant may ask another person to act on their behalf where this is permitted. We may require appropriate confirmation that the representative is authorised to make the request or receive the information.

Where a representative is acting for a tenant, we will take reasonable steps to ensure that information is only disclosed in accordance with the tenant's authority and applicable legal requirements.
10. Accessibility
We recognise that not all tenants will be able to access information in the same way. We will make reasonable efforts to provide information in an accessible format where required. This may include:
· large print
· electronic formats
· printed information
· alternative formats
· assistance in understanding information
· reasonable assistance in making an information request
We will consider individual circumstances when responding to requests for accessible information.
11. Information held by contractors and third parties
Some services relating to our social housing are delivered by contractors or other organisations on our behalf. Where relevant information relating to the management of our social housing is held by a body or person responsible for delivering a service on our behalf, we will take reasonable steps to obtain relevant information where required under STAIRs. This may include information held by contractors responsible for repairs, maintenance, estate services or other housing management functions.
12. Complaints and review
If a tenant believes we have failed to publish information that should be available under this Publication Scheme, they should first raise this with us through our STAIRs review process. Similarly, if a tenant is dissatisfied with the handling or outcome of an individual STAIRs information request, they should first ask us to review the matter.
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