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1. Policy Statement
1.1  This policy aims to ensure that customers can access information from
Cottsway. The policy sets out how Cottsway will provide access to
information through a formal publication scheme enabling customers and
their representatives to access information proactively, and to support
customer to make information requests.
2. Definitions
2.1 STAIRs - Social Tenant Access to Information Requirements
3. Policy Scope and Objectives
3.1 This policy sets out how Cottsway will comply with the government’s
policy statement entitled the Social Tenant Access to Information
Requirements (STAIRs), ensuring transparency, openness and customer
empowerment in being able to hold their landlord to account.
3.2 This policy applies to all employees of Cottsway and covers the publication
of information and responding to information requests.
4, Regulatory and Legal Considerations
4.1 Social Tenant Access to Information Requirements (STAIRs) policy
statement.
4.2 Transparency, Influence and Accountability (TI&A) Consumer Standard
4.3 Data Protection Act 2018
4.4 UK General Data Protection Regulation (UK GDPR)
4.5 Data (Use and Access) Act 2025 (DUAA)

Page 1 of 4

This strategy, policy or procedure applies to Cottsway Housing Association Limited and all other
Cottsway Group Companies.




5.1

6.1

6.1.1

6.1.2

6.1.3

6.1.4

6.2

6.2.1

6.2.2

Stakeholder Consultation

This policy has been formulated in consultation with the Corporate
Leadership Team (CLT) and the STAIRs working group.

Policy Details
Principles

STAIRs take a principles-based approach, and its key principles include
transparency, openness, accountability and customer involvement in how
their services are delivered.

Under the publication scheme Cottsway will proactively publish
information which we hold. Depending on the type of information, this
will be as current time or for the latest financial year. In some instances,
information will be published for the two previous financial years. The
approach will begin from October 2026. Information will be reviewed at
least annually.

Cottsway will adhere to STAIRs and from April 2027 ensure Cottsway
customers (or their designated representative) can make a request for
relevant information. Relevant information is defined as information
Cottsway hold relating to the management of our social housing.

Cottsway will respond to information requests within 30 days, unless there
are lawful grounds to withhold the information, including where it is
protected under freedom of information, data protection, or other
applicable legislation, or where disclosure would cause disproportionate
harm.

Cottsway will consider requests for information without regard to the
requester's reasons for making the request or the intended use of the
information following disclosure. Information will normally be provided
unless an exemption applies, disclosure would be contrary to law, or there
are other grounds for refusal permitted under STAIRs.

Requirements

The STAIRs scheme has two key phases: Publication Scheme and
Information Requests.

Publication Scheme - from October 2026

Cottsway has carefully considered what information can reasonably be
published in line with the suggested STAIRs policy statement ‘class of
information’ requirements and will keep a record of what will be published,
where and regularity. Cottsway will publish this information on its website,
and it will be reviewed and updated at least annually.
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6.2.3 Information Requests — from April 2027

Our process for handling information requests is set out in the Access to
Information procedure. Cottsway will maintain a log of all information
requests and timelines for responding to requests for reporting and
accountability purposes.

6.3 Out of Scope/Withheld information

6.3.1 Cottsway is not required to create new information to comply with either
the publication scheme or information requests.

6.3.2 When considering whether the information should be published, Cottsway
will determine if the information falls within the classes of information set
out in STAIRs and it may be necessary to redact documents prior to
publication.

6.3.3 When considering an information request Cottsway will consider whether
any information may need to be withheld or redacted. Cottsway’s Access
to Information Procedure sets out how we will respond to requests for
information and how we will consider ‘reasonableness’ when assessing
whether information should be withheld or redacted.

6.4 Complaints Process

6.4.1 If a Cottsway customer (or their representative) believes we have not
published information or responded to their request for information
appropriately or they are otherwise dissatisfied with the handling of their
request they can make a complaint to the Housing Ombudsman.

6.5 Data Protection & Security

6.5.1 Any requested information which amounts to personally identifiable data
will not be disclosable under STAIRs but may be disclosed under data
protection laws such as a subject access request, where information is
sought by the customer about themselves, please refer to the Data
Subjects Rights Procedure.

7 Monitoring and Reporting

7.1  STAIRs information requests will be monitored by the Corporate Services
team to identify any emerging trends that may inform future updates to
the publication scheme

7.2 The Audit and Risk Committee receive an annual data protection report
which will provide an overview of information requests received.

8 Equality, Diversity and Inclusion

8.1 This policy does not impact groups identified under the Equality Act 2010.
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9 Review

9.1 A full review of this policy will be carried out annually (initially), or sooner
to reflect any regulatory changes.

9.2 Once the policy is embedded, the review period will be assessed,
potentially reverting to 3 yearly as per policy standard.

10 Associated Documents Policies and Procedures
10.1 Customer Feedback and Complaints Policy
10.2 Access to Information Procedure

10.3 Data Subjects Rights Procedure

List of changes

Date Change
July 2026 New Policy created for publication September 2026
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