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1 Introduction 

1.1 
 
 
 
1.2 
 
 
 
 
 
1.3 
 
 
 
 
 
 
 
 
 
1.4 
 
1.4.1 
 
 
 
1.4.2 
 
 
 
 
 

PCHA aims to provide the highest standards of housing management. As part of this aim, PCHA 
staff will respect the rights of all customers to enjoy privacy in their homes and in all dealings 
with PCHA. 
 
PCHA realise that particular needs to be taken into account to respect customers’ rights to 
privacy in situations where there are shared services and facilities, such as those found in 
properties where independent living services are delivered. Whilst the general principals of 
respecting customers’ rights to privacy apply to all PCHA customers, this Policy is particularly is 
relevant to customers living in and staff providing services to independent living housing. 
 
The application of this Policy ensures compliance with the outcomes of the Regulatory 
Framework for Social Housing in England, adopted by the Regulator for Social Housing (RSH), 
as outlined below: 
 

• Registered providers must treat tenants1 and prospective tenants with fairness and 
respect 

• In relation to the housing and landlord services they provide, registered providers must 
take action to deliver fair and equitable outcomes for tenants and, where relevant, 
prospective tenants 

 
Access and Communication 
 
PCHA is committed to ensuring that our services are accessible to everyone. We will seek 
alternative methods of access and service delivery where barriers, perceived or real may exist, 
that may make it difficult for people to work for us or use our services. 
 
Working with our customers we have established a Vulnerable Persons and Reasonable 
Adjustments Policy to ensure we make best use of every customer interaction to meet 
customers’ needs in our service delivery and ensure this information is kept up to date. 
 
 
 



 

 

 

1.5 
 
1.5.1 
 
1.5.2 
 
 
 
 
 
1.5.3 
 
 
 
1.5.4 
 
 
 
 
 
 
 
 
 
 
 
 
1.5.5 
 
 
 
1.5.6 
 
 
1.6 

Equality, Diversity and Human Rights 
 
PCHA is committed to fairness and equality for all customers, colleagues, and stakeholders. 
 
PCHA’s approach to Equality, Diversity, and Inclusion (EDI) goes beyond legal or statutory 
obligations, however, PCHA will meet or exceed its legal requirements as outlined in the 
Equality Act 2010 and the Human Rights Act 1998. This policy also demonstrates how PCHA 
will meet the requirements of Public Sector Equality Duties, which it has chosen to adopt and 
implement as a matter of good practice rather than as a legal obligation. 
 
PCHA is fully committed to eliminating unfair and unlawful discrimination. Hate Crime, 
Harassment, and Bullying will also not be tolerated, and take proactive steps to prevent such 
behaviours. 
 
It is unlawful to discriminate directly or indirectly based on the following protected 
characteristics: 
 

• Disability 
• Gender 
• Gender identity, or gender reassignment status 
• Race, racial group, ethnic or national origin, or nationality 
• Religion or belief 
• Sexual orientation 
• Age 
• Marriage or civil partnership status 
• Pregnancy or maternity 

 
PCHA are also committed to ensuring that individuals are not treated less favourably due to 
their social, economic, or cultural backgrounds, as well as specific medical conditions as 
defined in the Equality Act. 
 
PCHA regularly review policies and practices to ensure they reflect its commitment to equality 
and diversity. 
 
This Policy has links to and should be read in conjunction with the following PCHA Policies: 
 

• PCHA Safeguarding Adults Policy 

• PCHA Safeguarding Children Policy 

• General Data Protection Regulation (GDPR) 

• PCHA Data Protection Policy  

• PCHA Information Management Policy 

• PCHA Visitors and Guest Room Policy 

2 Statement of intent 

2.1 
 
 
2.2 
 
 
 
 

PCHA will comply with all relevant legislation, regulation and contractual obligations in 
determining and confirming the right of customers to privacy in the delivery of services. 
 
PCHA will take all reasonable and practical steps to ensure customers are able to discuss 
confidential matters and enjoy their tenancy rights in a way that ensures privacy, 
confidentiality and dignity are maintained at all times. 
 



 

 

 

2.3 
 
 
 
 
 
 
 
 
 
 
2.4 
 
 
 
2.5 
 
 
 
2.6 
 
 
 
2.7 
 
 
 
 
 
 
2.8 

PCHA will maintain confidentiality in all information relating to individuals and their visitors 
and will only share information according to: 
 

• The provisions set out in the PCHA Information Management Policy in line with the 

General Data Protection Regulation (GDPR) and Data Protection Act 2018 

• Any joint working or information sharing protocols developed as part of effective 

assessment and support provision 

• When information comes to light that indicates the safety of individuals or 

communities may be at risk 

 
PCHA staff will not initiate discussions that could take place in private in front of other 
customers or visitors including family unless the customer has clearly identified that they are 
happy for this to happen. 
 
Staff will ensure discussions on housing action plans and other related incidents are carried 
out in a place where privacy and confidentiality is possible subject to customers’ right to 
request a meeting or activities be carried out in a more public place. 
 
Where activities are carried out in public e.g. accompanying a customer to a meeting then 
staff will take all possible precautions to ensure personal matters are not discussed in a way 
that breaches confidentiality or risks removing customers’ dignity or right to privacy. 
 
PCHA respects the rights of individuals to make their own decisions and will empower them to 
do so as part of its approach to encouraging independent living. In all situations there will be 
an assumption of capacity unless circumstances or information indicate otherwise (defined by 
the Mental Capacity Act 2005 as being unable to make a decision for him/herself because of an 
impairment of or a functioning of the mind or brain). When this situation occurs, professional 
advice will be sought and an advocate used as appropriate.  
 
If PCHA staff become aware of any safeguarding concerns during the conduct of their duties, 
they will make referrals in line with the provisions set out in the PCHA Safeguarding Policies. 
 

3 Policy 

3.1 
 
 
 
 
3.2 
 
 
 
 
3.3 
 
 
3.4 
 
 
 

For all customers that choose to live in its properties, PCHA issues a tenancy agreement that 
outlines their rights and responsibilities for themselves or visitors to the self-contained 
elements of accommodation, any communal or shared areas and associated grounds or 
outside spaces. 
 
PCHA will advise all staff who work in purpose-built retirement living accommodation or visit 
independent living customers in accommodation with shared parts, to take extra care when 
having confidential conversations with customers and to ensure their right to privacy is 
protected. 
 
PCHA will also ensure the right to privacy relates to the facilities available in the self-contained 
parts of accommodation and the areas with shared facilities as set out below. 
 
Within the self-contained parts of accommodation, PCHA will provide facilities to ensure 
customers, and their visitors can carry out personal activities and bodily functions in private 
and will only have to share facilities for sleeping, bathing, cooking or toileting where they 
choose to do so. 



 

 

 

 
3.5 
 
 
 
 
3.6 
 
 
 
 

 
In Retirement Living accommodation where guest rooms are provided, the same facilities for 
sleeping, bathing and toileting will be provided, however, guests would be expected to use the 
facilities of the person they are visiting for cooking / eating (see the PCHA Guest Room Policy 
for further details). 
 
Within Retirement living accommodation PCHA will also provide shared cooking facilities with 
the intention of increasing socialisation and enhancing the community spirit within schemes, 
although, this along with communal W.C.s are not intended to replace the facilities within the 
self-contained areas of accommodation. 
 

4 Implementation 

4.1 
 
 
4.2 

All staff have a responsibility to respect the privacy of customers they may be dealing with 
during the course of their duties. 
 
The scope of the Privacy Policy is, however, largely aimed at PCHA staff who have 
responsibilities for delivering services to customers in independent living housing. This is due 
to the vulnerable nature of this client group and the sensitive and personal information that is 
held about these customers, for example personalised housing action plans. 

5 Performance 

5.1 There is currently no performance measure linked directly to privacy. Any complaints or 
reports of behaviour or actions that breach people’s right to or expectations or privacy will be 
recorded through usual channels and relevant performance monitored accordingly. 

6 Consultation 

6.1 
 
6.2 

All staff have been consulted about the development of this Policy. 
 
The Customer Empowerment Panel have been consulted in the development of this Policy. 
 
 

7 Review 

7.1 The Policy will be reviewed every three years (from the date of Operations Director’s approval) 
or more frequently in response to changes in legislation or regulation that affects the privacy 
issues in independent living or as a result of system audits. 

8 Equality Impact Assessment 

8.1 Was a full Equality Impact Assessment (EIA) 
required?  

No 

8.2 When was EIA conducted and by who?   An Equality Impact Assessment Relevance Test 
was conducted by the Strategic Regulatory 
Compliance Manager and the Policy and 
Strategy Administrator in March 2025 

8.3 Results of EIA   The EIA did not reveal any differential impact 
on any of the protected characteristics.  



 

 

 

9 Scheme of delegation 

9.1 Responsible committee for approving and 
monitoring implementation of the Policy 
and any amendments to it 

PCHA DMT 

9.2 Responsible officer for formulating Policy 
and reporting to committee on its effective 
implementation 

Operations Director-PCHA 

9.3 Responsible officer for formulating, 
reviewing and monitoring implementation 
of procedures 

Operations Director-PCHA 

10 Amendment log 

Date of revision:  Reason for revision: Consultation record: Record of amendments: 

26 February 2019 In line with Review 
Schedule 

See Section 6 above • The term ‘tenant’ has 
been changed to 
‘customer’ throughout the 
Policy 

• The whole Policy has been 
amended in line with 
current PCHA business 
practices 

12th April 2022 In line with Review 
Schedule 

See Section 6 above • Reference to ‘Supported 
Housing’ replaced by 
‘Independent Living’ 
Throughout 

• EIA Relevance Test 
updated 

17th June 2025 In line with Review 
Schedule 

See Section 6 above • EIA information updated in 
Section 8 

• Equality, Diversity and 
Human Rights statement 
updated 

• Team names updated 
throughout 

 
 


