STAIRs 
Internal Review Procedure
Almshouse Association Model Procedure Template

1. Purpose
The Social Tenant Access to Information Requirements (STAIRs) give residents of Registered Providers a right to access information about the management of their homes. The Charity is committed to being open and transparent. Where a resident is dissatisfied with a decision about their request for information, they may ask the Charity to review that decision. This procedure explains how an internal review will be carried out. It should be read alongside the Charity's:
· STAIRs Policy and Publication Scheme
· STAIRs Information Request Procedure
· STAIRs Withholding and Redaction of Information Policy.

2. When can a resident request a review?
A resident may request an internal review if they are dissatisfied with:
· a decision to withhold information
· information that has been partially disclosed or redacted
· the way their information request has been handled
· a decision that their request is outside the scope of STAIRs
· a decision that the Charity does not hold the requested information
· the application of an exemption or other reason for withholding information
· another aspect of the Charity's response to their STAIRs request.
A resident does not need to use particular wording to ask for a review.

3. Who can request a review?
A review may be requested by:
· the resident who made the original request;
· a person acting on the resident's behalf, where the Charity is satisfied that they are authorised to do so; or
· a designated representative, where applicable.
The Charity will make reasonable adjustments where a resident needs help to make a review request.

4. How to request a review
A review request should normally be made in writing by:
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· 
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· email
· letter
· another accessible method agreed with the resident.

The resident should explain, where possible, what they are unhappy with and what information they believe should have been provided. A resident should normally request a review within 30 working days of the Charity's response to their information request. The Charity may accept a later request where there is a reasonable explanation for the delay.

5. Acknowledging the review request
The Charity will acknowledge a review request promptly.
The acknowledgement will:
· confirm receipt
· identify the person responsible for the review
· explain the expected timescale
· explain how the resident can provide any further information they wish the reviewer to consider.

6. Who carries out the review?
The review should be carried out by someone who was not involved in the original decision, wherever reasonably practicable. For a small almshouse charity, this may normally be:
· the Chair of Trustees
· another trustee
· another suitably senior person appointed by the Board.
The reviewer should be impartial and should not have a conflict of interest.
Where the original decision was made by the Chair, another trustee should undertake the review. Where the Charity does not have an appropriate independent person available, the Board should consider obtaining external assistance.


7. What will the reviewer consider?
The reviewer will consider whether the original decision was reasonable and whether the request was handled properly. 
· The reviewer will consider whether:
· the requested information falls within the scope of STAIRs
· the Charity holds the information
· the correct procedure was followed
· the reason for withholding or redacting information was appropriate
· information could be provided in full
· information could be provided in part, with appropriate redactions
· information could be anonymised
· the original decision was reasonable and proportionate.
· The reviewer may consider:
· the original information request
· the Charity's response
· any information provided by the resident
· the information held by the Charity
· the STAIRs requirements
· the Charity's Publication Scheme
· the Charity's Withholding and Redaction Policy
· relevant data protection requirements
· any other relevant legal or regulatory requirements.

8. Further information
The reviewer may contact the resident if clarification is needed.
The reviewer may also ask the person who dealt with the original request to explain how the decision was reached.
The reviewer must consider the matter afresh and should not simply confirm the original decision without considering the resident's concerns.


9. Review timescale
The Charity will complete the internal review and provide the resident with the outcome within 30 calendar days of receiving the review request, wherever reasonably practicable. If the review cannot be completed within this period, the Charity will explain the reason for the delay and provide an expected completion date.
The Charity will keep the resident informed where a significant delay occurs.

10. Possible outcomes
The review may result in the original decision being:
A. Upheld - The reviewer agrees that the original decision was reasonable and the information does not need to be disclosed.
B. Partially upheld - The reviewer agrees that some information should remain withheld but identifies additional information that can be disclosed.
C. Overturned - The reviewer decides that the information should have been disclosed and instructs the Charity to provide it.
D. Reconsidered -The reviewer identifies that the original request was not dealt with appropriately and requires it to be reconsidered.

11. Providing additional information
Where the review concludes that further information should be disclosed, the Charity will provide it as soon as reasonably practicable.
Where appropriate, the Charity may:
· provide the information directly
· provide an amended or redacted document
· provide an accessible version
· explain where the information can be found on the Charity's website.

12. Review outcome
The Charity will provide the resident with a written outcome. The outcome will normally include:
· the date of the review
· who carried out the review
· the decision reached
· the reasons for the decision
· details of any information that will now be disclosed
· details of any information that remains withheld and the reason
· information about the resident's further options if they remain dissatisfied.
The explanation will be clear and understandable.

13. If the resident remains dissatisfied
If a resident remains dissatisfied after the Charity's internal review, they may be able to seek further assistance from the Housing Ombudsman.
The Charity will provide appropriate information about the Housing Ombudsman's role and how the resident can contact them.
The internal review does not prevent a resident from exercising any other legal or regulatory rights available to them.

14. Records of reviews
The Charity will maintain a record of internal reviews.
The record should include:
· 
· date of original request
· date of original response
· date the review was requested
· reason for the review
· name/role of reviewer
· outcome
· information disclosed following the review
· information that remained withheld
· reasons for the decision
· date the review outcome was issued.

Records will be retained in accordance with the Charity's records management arrangements and data protection requirements.
15. Confidentiality and data protection
Information obtained during an internal review will be handled confidentially and in accordance with applicable data protection legislation. The reviewer must take care not to disclose personal information about other residents, staff, trustees or third parties.

16. Conflicts of interest
Anyone involved in an internal review must declare any actual or potential conflict of interest. A person should not undertake a review where their involvement could reasonably call their impartiality into question.

17. Monitoring
The Clerk or other person responsible for STAIRs will maintain a record of information requests and internal reviews. The Board of Trustees should periodically review:
· the number of STAIRs requests;
· the number of reviews;
· reasons for requests being refused or information being withheld;
· outcomes of reviews;
· any recurring issues;
· opportunities to publish information proactively.
The Charity may use this information to improve its Publication Scheme and reduce the need for residents to make individual requests.

18. Review of this procedure
This procedure will be reviewed at least every three years, or sooner if there are significant changes to STAIRs requirements, housing regulation, data protection law or relevant guidance.





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

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


Annex 1 – Internal Review Checklist
The reviewer should consider:
☐ Was the request within the scope of STAIRs?
☐ Does the Charity hold the requested information?
☐ Was the request dealt with within the required timescale?
☐ Was the resident given reasonable assistance where necessary?
☐ Was the correct reason given for withholding information?
☐ Was any relevant exemption or restriction applied correctly?
☐ Could the information have been anonymised?
☐ Could some information have been disclosed?
☐ Were redactions reasonable and proportionate?
☐ Were data protection requirements properly considered?
☐ Was the original decision made impartially?
☐ Has the resident's argument been properly considered?
☐ Should the original decision be upheld, partially upheld or overturned?
☐ Has the decision and reasoning been recorded?
☐ Has the resident been given a clear written outcome?
☐ Has the resident been signposted to the Housing Ombudsman where appropriate?



Annex 2 – Internal Review Outcome Template
Dear [Resident's name],
Thank you for your request for an internal review of our response to your STAIRs information request dated [date].
Your review has been carried out by [name/role], who was not involved in the original decision.
Having reviewed your request, our original response and the information held by the Charity, we have decided to:
[uphold / partially uphold / overturn] the original decision.
Our decision
[Explain the decision in clear language.]
Information to be provided
[Set out any additional information being disclosed and how/when it will be provided.]
Information that remains withheld
[Explain what information remains withheld and the reason.]
If you remain dissatisfied
If you remain dissatisfied with our response, you may wish to contact the Housing Ombudsman for further information about your options.
Yours sincerely,
[Name]
[Role]
[Charity]
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