
 

 

Community Scheme Protection of Personal Information 

Policy and PAIA Manual 

 

1. Introduction and Purpose 

This document sets out the Community Scheme’s combined Protection of Personal Information Policy (POPIA) 

and Promotion of Access to Information Manual (PAIA). It outlines how the scheme processes, stores, protects, 

and grants access to personal information in accordance with: 

 

• The Protection of Personal Information Act 4 of 2013 (POPIA); and 

• The Promotion of Access to Information Act 2 of 2000 (PAIA). 

 

The purpose of this document is to ensure responsible and lawful handling of personal information, protection 

of data subjects’ rights, and transparency regarding how information may be accessed in accordance with 

legislative requirements. The scheme is committed to maintaining the privacy, integrity, and security of personal 

information under its control. 

 

2. Key Definitions 

• Consent: Voluntary, specific, and informed agreement to process personal information. 

• Information Officer: Appointed person responsible for ensuring compliance with POPIA and PAIA. 

• Personal Information: Any information linked to an individual or juristic person. 

• Processing: Collecting, using, storing, sharing, retaining, and/or destroying personal information. 

• Community Scheme: The specific sectional title scheme, homeowners association, or community 

development for which this document applies. 

• Scheme Executives: Refers to trustees, directors, or committee members responsible for the 

governance of the scheme. 

• Solver: Refers to Solver Property Services, the scheme’s preferred managing agent providing 

administrative and management support, without assuming liability beyond statutory obligations. 

 

3. Applicability 

This policy applies to all personal information processed by the scheme and any access requests under PAIA. 

Where this document conflicts with legislation, the relevant Act shall prevail. The policy is designed for general 

use across schemes and may be customised by each scheme’s executives. 

 

 



4. Disclaimer  

This document has been prepared with the assistance of Solver Property Services as a courtesy to the 

Community Scheme. Solver provides this document as a general, compressed compliance guide. 

 

• Solver does not accept any liability for the scheme’s adoption or application of this manual. 

• The decision to use, rely on, or adopt this document rests solely with the Community Scheme and its 

Scheme Executives. 

• Community Schemes are encouraged to obtain formal legal advice where a more advanced or 

customised policy is required. 

 

Solver remains available to assist with administration and implementation, but does not assume any legal risk 

or accountability for the scheme’s POPIA or PAIA compliance. 

 

5. Information Officer, Deputy Information Officer and Responsibilities  

Scheme Executives will appoint an Information Officer, and may appoint Deputy Information Officers, to oversee 

compliance with POPIA and PAIA. If not formally appointed, the Chairperson will act as Information Officer and 

the Treasurer or another executive as Deputy. Responsibilities include: 

• Ensuring compliance with POPIA and PAIA. 

• Overseeing the processing of access requests. 

• Conducting training and awareness for scheme representatives. 

• Maintaining records of access requests and compliance actions. 

• Coordinating with Solver Property Services in administrative or compliance support functions 

 

6. Processing and Collection of Personal Information 

The scheme may collect personal information when: 

• You provide it directly (or from the deeds office, transferring attorneys, previous/current management 

companies etc) 

• We interact with you during normal scheme operations. 

• You make information publicly available. 

• You access our website, application platform, or Solver’s systems. 

• You register for scheme-related services or facilities. 

• You interact with content or communications. 

• Third parties (e.g., authorities, security providers) supply it. 

 

7. Categories of Personal Information We May Process 

This includes, but is not limited to: 

• Personal Details: Full name, photograph, resident profile, biometrics etc. 

• Demographic Data: Gender, age, nationality, language preference. 



• Identifiers: ID or passport number, bank verification documents, leases, or utility records. 

• Contact Details: Email address, phone number, postal and physical addresses. 

• Instruction & Correspondence Records: Communications with the scheme or Solver. 

• Attendance Records: AGMs, SGMs, or other formal meetings. 

• Consent Records: Proof and method of consent provided. 

• Payment Information: Bank accounts, payment methods, billing details. 

• Technical Data: IP address, device details, website interaction logs. 

• Employment Information: For persons acting in a business capacity. 

• Online Advertising and Content Data: Website interaction and digital engagement logs. 

• And other operational needs. 

 

8. Sensitive Personal Information Where we need to process your sensitive personal information, we will do so 

in the ordinary course of our business, for a legitimate purpose, and in accordance with applicable law. 

 

9. Conditions for Lawful Processing 

1. Accountability: The scheme will process personal information lawfully and transparently. 

2. Processing Limitation: Information will be processed only for specific, lawful purposes. 

3. Purpose Specification: Information will be collected for defined purposes and not retained longer than 

necessary. 

4. Further Processing Limitation: Secondary processing will be compatible with the original purpose. 

5. Information Quality: Information will be accurate, complete, and updated as necessary. 

6. Openness: The scheme will maintain transparency about its information processing practices. 

7. Security Safeguards: Technical and organisational measures will be implemented to protect 

information. 

 

10. Rights of Data Subjects and Access to Information 

Every individual has the right to: 

• Be informed about the collection and use of their personal information. 

• Access records or personal data held by the scheme. 

• Request correction, deletion, or destruction of inaccurate, irrelevant, or outdated information. 

• Object to the processing of their personal information. 

• Withdraw consent for processing or direct marketing. 

• Be notified of any security breaches affecting their personal information. 

 

11. Scheme Executives and Information Officer’s Rights 

(This extends to Solver Property Services who acts on behalf of the community scheme) 

• Processing Without Consent: Certain personal information can be processed without consent for legal 

or contractual reasons. 



• Refusal of Information Transmission: Requests for personal information will be assessed to balance 

privacy rights and the scheme’s management needs. 

• Refusal of Admission: Visitors may be denied entry if they refuse to provide necessary personal 

information. 

 

12. Purposes of Processing and Legal Bases for Processing 

The scheme will process your personal information in the ordinary course of the business of the scheme. We 

will primarily use your personal information only for the purpose for which it was originally or primarily collected. 

We may use your personal information for a secondary purpose only if such purpose constitutes a legitimate 

interest and is closely related to the original or primary purpose for which the personal information was 

collected. We may subject your personal information to processing during the course of various activities, 

including, without limitation, the following: 

• Operating our business. 

• Compliance with the Sectional Titles Schemes Management Act or the Companies Act 

• Compliance with any other applicable law and fraud prevention. 

• Transfer of information to our service providers and other third parties. 

• Relationship management and marketing purposes in relation to our services. 

• Internal management and management reporting purposes. 

• Safety and security purposes. 

• Day-to-day operations. 

 

13. Disclosure of Personal Information to Third Parties 

We may disclose your personal information to our associates and service providers for legitimate business 

purposes, in accordance with applicable law and subject to applicable professional and regulatory requirements 

regarding confidentiality. In addition, we may disclose your personal information: 

• If required by law. 

• To regulatory authorities, upon request, or for the purposes of reporting any actual or suspected breach 

of applicable law or regulation. 

• To third-party operators (including data processors such as providers of data hosting services and 

document review technology and services), located anywhere in the world, subject to certain 

conditions. 

• Where it is necessary for the purposes of, or in connection with, actual or threatened legal proceedings 

or establishment, exercise, or defence of legal rights. 

• To any relevant party for the purposes of the prevention, investigation, detection, or prosecution of 

criminal offenses or the execution of criminal penalties. 

• To any relevant third-party provider, where our website uses third-party advertising, plugins, or 

content. 



14. Operating Controls 

• Information Security Responsibilities: Allocation of information security responsibilities. 

• Incident Reporting and Management: Procedures for reporting and managing incidents. 

• Information Security Training and Education: Regular training and education on information security. 

• Policy Compliance: Any breaches of this policy may result in disciplinary action and possible termination 

of employment or legal action. 

 

15. Operational Considerations 

• Monitoring: The Information Officer is responsible for administering and overseeing the 

implementation of this policy and supporting guidelines, standard operating procedures, notices, 

consents, and appropriate related documents and processes. 

• Training: All employees, residents, representatives, service providers, and individuals directly 

associated with the scheme are to be trained in the regulatory requirements, policies, and guidelines 

that govern the protection of personal information. 

• Reviews and Audits: Periodic reviews and audits will be conducted to ensure compliance with this 

policy and guidelines. 

 

16. Data Accuracy and Minimisation 

The personal information provided to the scheme should be accurate, complete, and up-to-date. Should 

personal information change, the onus is on the provider of such data to notify the scheme of the change and 

provide the scheme with the accurate data. The scheme will restrict its processing of personal information to 

data which is sufficient for the fulfilment of the primary purpose and applicable legitimate purpose for which it 

was collected. 

 

17. Direct Marketing 

We, Solver Property Services, and/or any of our employees/service providers the may process your personal 

information for the purposes of providing you with information regarding services that may be of interest to 

you. You may unsubscribe for free at any time. If you currently receive marketing information from us which you 

would prefer not to receive in the future, please email us at the provided contact details. 

 

18. Dispute Resolution and Information Regulator 

• Complaints: Individuals can submit complaints about personal information breaches. 

• Escalation: Complaints can be escalated to the Information Regulator if internal remedies are 

exhausted. 

 

19. Procedure for Access to Information Requests 

19.1 PAIA Requests 

Individuals may request access to: 



• Their personal information; or 

• Scheme records required for the exercise of a right. 

 

Requests must be submitted in writing using the prescribed PAIA Request Form (Annexure B). Requests can be 

delivered to the appointed Information Officer or the managing agent (Solver Property Services) via email or 

post. The request must include sufficient details to identify the requester and the records sought. Applicable 

fees are charged as per the PAIA Fee Schedule. Access may be refused on grounds permitted under the Act, 

including protection of third-party information, confidentiality, or safety concerns. 

 

19.2 Grounds for Refusal 

The scheme may refuse access where records involve: 

• Confidential third-party information; 

• Safety or security risks; 

• Legally privileged information; 

• Commercially confidential information; 

• Unreasonable, frivolous, or malicious requests. 

• And other grounds permitted under the Act, 

 

20. Amendments and Compliance 

• Amendments: Policies will be updated automatically with changes in legislation or by Scheme 

Executives’ resolution. 

• Compliance: The scheme will ensure compliance with POPIA and PAIA through regular reviews and 

updates. 

 

21. Conclusion  

These policies are enacted to protect personal information and ensure compliance with relevant legislation. The 

scheme is committed to maintaining the privacy and security of all personal information it processes. 

  



Annexure A 

 

 

  



Annexure B 

PAIA Request Form 

Promotion of Access to Information Regulations 2002, Annexure B 

This document can be obtained from: 

https://www.justice.gov.za/forms/forms_list.html 

 

https://www.justice.gov.za/forms/forms_list.html

