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Social tenant access to information 

requirements (STAIRs) policy 
 

 

Purpose 

 

This policy sets out how Clarion will comply with the Social Tenant Access to Information Requirements 

(STAIRs). STAIRs gives social housing residents greater access to information about how their homes 

and services are managed. 

 

STAIRs is being introduced in two parts: 

• a Publication Scheme, where landlords have to publish certain information in an accessible way, 

and 

• information requests, where landlords must respond to requests for certain information from 

residents and their designated representatives.  

 

The policy reflects Clarion's commitment to openness, transparency, accountability and resident 

involvement in the delivery of social housing services and supports residents to access information 

about how their homes and services are managed.  

 

Scope 

 

This policy applies to all employees of Clarion and third parties contracted to provide social housing 

management services by Clarion. The policy covers the publication of information, responding to 

information requests, reviews, and complaints. 

 

Regulatory Framework 

 

This policy is based on the Social Tenant Access to Information Requirements introduced under the 

amended Transparency, Influence and Accountability Consumer Standard issued by the Regulator of 

Social Housing. The STAIRs Policy Statement can be found here.  

 

The Publication Scheme requirements take effect from 1 October 2026. 

The Information Request requirements take effect from 1 April 2027. 

 

The Policy 

 

Publication Scheme 

 

Clarion will proactively publish information about the management of its social housing in line with 

STAIRs requirements. 

 

Classes of information that will be published under the Publication Scheme include: 

• Governance and decision-making; 

• Spending and financial information; 

• Housing stock management; 

https://www.gov.uk/government/consultations/social-tenant-access-to-information-requirements-consultation/outcome/social-tenant-access-to-information-requirements-policy-statement
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• Performance information; 

• Housing services; 

• Lists and registers; and 

• Other information relating to the management of social housing. 

 

Information will be published on our website and can be accessed through our STAIRs publication page.  

 

Where information is not available online or residents require information in an alternative format, we will 

take reasonable steps to provide it in an accessible format. 

 

Some information is outside the scope of STAIRs and may not be published, including: 

• Internal business or commercial activities not related to social housing management; 

• Matters which are the responsibility of local authorities; 

• Non-social housing activities; and 

• Information unrelated to Clarion's social housing management functions. 

 

 

Information Requests 

 

Current residents and their designated representatives may request relevant information relating to the 

management of Clarion's social housing.  

 

Information on how requests can be made is available in our explainer guide, on our STAIRs publication 

page. 

 

Clarion will aim to acknowledge receipt of the information request within 5 working days and respond to 

the request within 30 calendar days, unless clarification is required or there are reasonable grounds for 

withholding the information. If additional time is required, including where information must be obtained 

from a third party providing services on Clarion's behalf, we will inform the requester of the reason for 

the delay and the expected response date. 

 

When considering requests for information, Clarion will not take into account: 

• The reason for the request. 

• How the information may be used following disclosure. 

• Any perceived reputational impact arising from disclosure. 

 

Clarion will provide information free of charge and will take reasonable steps to ensure information is 

provided in an accessible format. 

 

Clarion will maintain a record of all information requests and response timescales for monitoring, 

reporting and assurance purposes. 

 

Where the information requested consists solely of the requester's personal data, the request will be 

handled as a Subject Access Request in accordance with Clarion's Data Protection Policy. 

 

Reasonable Assistance 

Clarion is committed to ensuring all residents can exercise their rights under STAIRs. 

https://www.myclarionhousing.com/about-us/understanding-stairs
https://www.myclarionhousing.com/about-us/understanding-stairs
https://www.myclarionhousing.com/about-us/understanding-stairs
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Where a resident needs support to make a request, understand information, or access information in a 

particular format, we will make reasonable adjustments and provide reasonable assistance wherever 

possible. 

 

Where a request is unclear, we will make reasonable efforts to help the requester clarify what 

information they are seeking. If a request is likely to exceed the 18-hour staff time limit for responding, 

we will explain how the resident may be able to narrow the scope of their request so that it falls within 

the permitted threshold.  

 

Out of scope and Withheld information 

Clarion is not required to create new information to comply with STAIRs. 

Information may be withheld or redacted where this is reasonable, lawful and consistent with the 

requirements of the STAIRs Policy Statement. This may include circumstances where: 

• Disclosure would breach data protection legislation; 

• Disclosure could adversely affect health or safety; 

• Disclosure could prejudice an investigation; 

• Disclosure could harm legitimate commercial interests; 

• The information requested falls outside the scope of STAIRs; 

• The request is unclear and clarification has not been provided despite reasonable attempts to 

obtain it; 

• The request is excessive, repetitive or unreasonable; or 

• The work involved in responding would take more than 18 hours of staff time. 

When deciding whether information should be withheld, Clarion will consider: 

• Relevant legal requirements; 

• Factors favouring disclosure; 

• The likelihood and severity of any harm arising from disclosure; and 

• The impact on third parties. 

Where information is withheld or redacted, we will explain the reasons for our decision. Where a 

resident is dissatisfied with a decision to withhold or redact information, they may request a review as 

described below.  

Review Process 

 

In the event a resident considers that Clarion has not complied with the requirements of STAIRs they 

may request a review. Requests for review should be submitted within three months of Clarion's original 

response.  

 

The review will assess whether: 

- Clarion has responded appropriately to the information request and provided relevant 

information; 

- Relevant information has been published in accordance with the Publication Scheme; 
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- Applicable response timescales have been met and, where an extension has been applied, 

whether this was justified; and 

- Information has been reasonably withheld or redacted 

 

Where a review finds that the original request was not handled appropriately, Clarion will take corrective 

action, which may include providing the requested information and/or publishing it where appropriate. 

 

Reviews of how the request has been handled should be responded to within 30 calendar days of 

receipt. It may be necessary in exceptional circumstances to extend the timeline for a response – if this 

is necessary the resident will be informed at the earliest opportunity. Any extension issued will be 

reasonable and kept to a minimum. 

 

Where a resident remains dissatisfied following the completion of the internal review, they may refer the 

matter to the Housing Ombudsman in accordance with the Housing Ombudsman Scheme. Details of the 

Ombudsman's STAIRs complaints process can be found on their website. 

 

Roles & Responsibilities 

 

The Head of Governance has overall responsibility for this policy and for ensuring that appropriate 

arrangements are in place to support compliance with STAIRs and associated regulatory requirements. 

Data Owners are responsible for ensuring that information within their areas of responsibility is 

accurate, up to date and available for publication where required under the Publication Scheme. Data 

Owners are also responsible for supporting the provision of information in response to information 

requests. 

The Data Protection Team is responsible for coordinating and responding to information requests, 

providing advice on disclosure, redaction and withholding of information in response to individual 

information requests, and ensuring compliance with relevant data protection legislation. 

The Marketing Team is responsible for supporting the publication of information required under the 

Publication Scheme, maintaining relevant website content, assisting with gap analysis of published 

information, and working with Data Owners to obtain and publish required information in a timely 

manner.  

The Governance Team is responsible for providing assurance over compliance with STAIRs, 

maintaining oversight of regulatory requirements, monitoring performance against this policy and 

undertaking periodic compliance reviews, handling review requests, and coordinating responses to 

STAIRs-related Housing Ombudsman enquiries and investigations. 

All employees are responsible for familiarising themselves with this policy and associated procedures, 

cooperating with requests for information and supporting Clarion's commitment to transparency, 

openness and accountability. 

 

Monitoring and Compliance 

This policy will be reviewed regularly to ensure it remains accurate, effective and compliant with 

legislative and regulatory requirements. 

Regular assurance and review activity will be undertaken by the Governance Team to ensure Clarion 

fulfils its regulatory obligations.  

 

Associated documents 

Social Tenant Access to Information Requirements: policy statement 

Data Protections Policy  

https://www.gov.uk/government/consultations/social-tenant-access-to-information-requirements-consultation/outcome/social-tenant-access-to-information-requirements-policy-statement
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Social Tenant Access to Information Requirements (STAIRs) Publication Scheme Policy 
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