
4. 
Data Protection and access 
to personal information

We need to hold information about our customers to work 
effectively as a business.

This leaflet explains how we protect the personal and financial 
information that we hold about our customers. It also sets out 
your rights to inspect the information that we hold about you.

What types of personal information do we hold?

Our computer systems store information about who lives in each 
property along with management information relating to each residency 
such as rent payments made. 

We use paper-based files to hold copies of lease agreements and any 
correspondence that we receive from our residents along with copies of 
our response to correspondence. 

We also use computer databases to record and monitor complaints 
about our services, responses to surveys or involvement initiatives and 
all allegations of anti social behaviour.



Privacy and confidentiality

We make sure any information on our computer system is secure, 
accurate, relevant and necessary. We keep all computers secure 
through a password system and staff are fully trained on the use of  
our system. 

We aim to ensure that staff and our Board Members do not misuse  
any confidential information, or pass this information improperly to a 
third party.

How we protect your personal information

Complaints

If someone contacts us to raise a complaint on your behalf we will 
always seek your permission for them to do this first. This is because 
in responding to the complaint, the person claiming to represent you 
might view some of your personal data.

Rent Enquiries

If you want to make an enquiry about your rent; your payment history 
or the balance of your account for example; we will ask you to quote to 
us your “tenancy number.”

Every resident has his or her own unique Tenancy Number.

You can find your Tenancy Number on the rent statements that we send 
you regularly.

If you do not know your Tenancy Number we will ask for your full name 
and date of birth before giving you any details about your rent account. 

Access to personal information

We are committed to allowing our customers access to information we 
hold about them.

You have the right to access files or other records containing 
information relating to your present, past or any proposed homes.  



The type of information you have access to includes your:

• �File about your current property
• �Personal rent account
• �Files about past homes you have owned

We may make a nominal charge if you ask us to photocopy any 
documents, we will let you know beforehand if we need to make this 
charge. 

You have the right to ask us to delete or change any inaccurate 
information held on our files.

Because we also need to respect the rights of others, we cannot make 
the following available to you:

• �Information relating to, or identifying a third party, unless that person 
has given their written permission

• �Information from other agencies such as Social Services, doctors 
or lawyers which could reasonably be expected to be treated as 
confidential

• �Information that could cause physical or mental harm

We promise to be as helpful as possible, and aim to respond to you 
within the 40-day statutory requirement.

If you feel we have not acted reasonably, or if you are not allowed to 
change information you feel is not right you have the right to appeal 
through our Complaints and Appeals procedure.
Please see the Complaints, Appeals and Compensation leaflet.

Lifeline emergency system

Some properties are fitted with a lifeline emergency system so that if 
help is required the resident can pull the cord and speak to someone 
at a central control centre. All residents with this facility are asked to 
complete a contact sheet giving information of their next of kin and their 
doctor. This information is kept safety on file and only disclosed to the 
providers of the emergency call system.
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Other:

Head office: 01942 608715
Turner House, 56 King Street, 
Leigh WN7 4LJ

West office: 01942 263630
82 Railway Road, 
Leigh WN7 4AN


