
We collect data about you to deliver services, this 
data may include:

•	�Personal data. For example, your name, address, 
date of birth and contact details.

•	�Demographic data. Such as your ethnicity, 
gender, sex, religion and sexual orientation. 

•	�Financial information. Including your bank 
details, rent payment history and benefits 
information.  

•	�Housing needs information. Such as details of 
your household size and any additional needs.  

•	�Communication records. For example, copies 
of emails and letters, and notes from telephone 
calls with our staff. 

•	�Legal information. Including copies of your 
tenancy agreement.

•	�Sensitive information. Such as health 
information or details of a criminal record. This 
information is only collected where necessary 
and with your consent.

We collect this information to provide the best 
service to you and to understand the different 
groups of people who use our services. If we don’t 
need this information to give you a basic service, 
you can choose ‘prefer not to say’ when we  
ask you.

How is our service organised?
We check the data we hold to make sure it is 
correct, fill in any missing details and check if our 
services still meet your needs. We may ask you to:

•	Fill in a form (on paper or online).

•	�Answer questions when we speak to you on the 
phone or in person, including in surveys.

•	Check your details through our online portal.

 
For example, when reporting a repair to our 
Customer Service team, the Advisor will:

1. �Check your telephone number so we can send 
a text message confirming your appointment.

2. �Check if you or anyone you live with has any 
additional needs that we need to be aware of.

3. �Check your communication needs and 
preferences to provide updates in the best way 
for you. 

This helps us to provide the right service for you 
without delays. Sometimes, we may need extra 
information/documentation to update your 
details, like a marriage certificate to change  
your last name.

How will we make sure we are doing what 
we say?
• �We have clear guidelines to help staff view and 

update customer data.  

•	�We make sure staff know how to keep personal 
data safe through data protection training.

How can you help us?
• �Let us know if any of your data changes; this 

helps us provide better services to you.  

•	�If you would prefer not to disclose specific 
information about yourself, select or tell us that 
you ‘prefer not to say’ so that we know. 

Customer data.
The standard you can expect from us.
We are committed to managing your data responsibly. This includes how we collect, store, 
and use your information to provide the best possible services. 
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