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STAIRs 
Information Request Procedure
Almshouse Association Model Procedure Template

1. Information for residents
[Name of Charity] wants residents to have clear information about how their homes and services are managed. The Social Tenant Access to Information Requirements (STAIRs) give residents of Registered Providers rights to request information about the management of their homes. This guide explains how to ask us for information.

2. What information can I ask for?
You can ask us for information about the management of your home and our housing services. 
For example, you can ask about:
· repairs and maintenance;
· service charges;
· housing policies;
· how decisions are made;
· complaints;
· health and safety;
· our housing services and performance.
You may not need to make a request if the information is already available. We will tell you where you can find it.

3. How do I ask for information?
You can make a request by:
· Email: [email address]
· Post: [postal address]
· In person: [details, if applicable]
You do not need to use a special form or use the words "STAIRs".
Just tell us what information you would like.
If you need help making your request, please let us know. We will do our best to help you.

4. What happens after I ask?
We will:
· acknowledge your request
· check what information you are asking for
· look for the information we hold
· provide the information where we can
· explain if some information cannot be provided
· respond within the timescale required by STAIRs
· If necessary, contact you to ask you to clarify what you are looking for.

5. Will I always get the information I ask for?
Usually, we will provide information where we can.
There are some circumstances where we may need to remove or withhold information. For example, we may need to protect:
· another resident's personal information
· confidential information
· safeguarding information
· legally protected information
· information that could create a security or safety risk.
If we cannot provide some or all of the information, we will explain why.
Where possible, we will provide the rest of the information.

6. What if the information is already on our website?
If the information is already publicly available, we may tell you where to find it. We will make this as easy as possible and provide a link or clear directions where appropriate. If you cannot access the information online, please tell us, and we will consider another way of providing it.

7. What if I am not happy with the response?
If you think we should have provided more information, you can ask us to review our decision. You can ask for a review by:
· Email: [email address]
· Post: [postal address]
Please explain what you are unhappy about and, if possible, what information you think should have been provided.
There is no special form to complete.
We will explain the outcome of our review to you.

8. Need help?
If you need help making an information request or asking for a review, please contact:
· [Name / role]
· Telephone: [number]
· Email: [email address]
· Address: [address]
We can provide information in an alternative format where reasonably possible, including printed or large-print information.

9. Our promise to residents
We will:
· treat your request fairly
· help you understand how to ask for information
· provide information wherever we reasonably can
· protect other people's personal information
· explain clearly when information cannot be provided
· give you the opportunity to ask us to review our decision.


Signed by [Trustees] ……………………………………………………………………………………………

Date …………………………………………………………………………………………………………………
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