
 
 
 
 
 
 
 
 
 
PROMOTION OF ACCESS TO INFORMATION ACT (PAIA) MANUAL  

Prepared in accordance with Section 51 of the Promotion of Access to 

Information Act 2 of 2000 (PAIA) and the Protection of Personal Information Act 4 

of 2013 (POPIA) 

1. Introduction  

This manual is compiled to give effect to the constitutional right of access to 

information held by private bodies, as enshrined in PAIA. It also incorporates 

provisions from POPIA, which promotes the protection of personal information 

processed by public and private entities. 

2. Purpose 

PAIA gives individuals the right to access property-related information—such as 
contracts, listings, and transaction records—when needed to protect their rights. 
It promotes transparency and accountability in real estate operations while 
balancing access with the protection of personal and commercial information. 

POPIA complements PAIA by regulating how personal data is collected, stored, 
and shared, ensuring privacy is respected throughout property transactions and 
client interactions. 

3. Information Manual  

In terms of PAIA, Urban Link HQ Pty Ltd is required to compile and maintain an 
Information Manual. This manual outlines the categories of records held by the 
company, the process for requesting access to those records, applicable fees, 
and the contact details of the information Officer. The purpose is to ensure 
transparency and enable individuals to access information necessary to exercise 
or protect their rights, while maintaining compliance with privacy and 
confidentiality obligations. 
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4. Company Details 

 

Company Name: Urban Link HQ Pty Ltd 

Registration Number: 2013/162331/07 

Information Officer: Lynette Grassow 

Physical & Postal Address: The Yard Office, Suite 12, 3 Highbury Road, Hillcrest, 

Durban, KwaZulu-Natal 

Telephone: 031 035 0114 

Email: hq@urbanlink.co.za 

Website: www.urbanlink.co.za 

5. Information Regulator’s Guide 

A comprehensive guide is available from the Information Regulator and the 

South African Human Rights Commission (SAHRC) to assist individuals in 

exercising their rights under PAIA and POPIA. 

SAHRC Website: www.sahrc.org.za 

Information Regulator Website: www.inforegulator.org.za 

Email: PAIAComplaints@inforegulator.org.za / 

POPIAComplaints@inforegulator.org.za 

6. Applicable Legislation 

Records are maintained in accordance with various laws, including: 

- Companies Act 71 of 2008 

- Income Tax Act 58 of 1962 

- Basic Conditions of Employment Act 75 of 1997 

- Employment Equity Act 55 of 1998 

- Labour Relations Act 66 of 1995 

- Occupational Health and Safety Act 85 of 1993 

- Protection of Personal Information Act 4 of 2013 



- Consumer Protection Act 68 of 2008 

- Financial Intelligence Centre Act 38 of 2001 

- Competition Act 89 of 1998 

- Electronic Communications and Transactions Act 25 of 2002 

7. Categories of Records Held 

Company Records 

• Incorporation Documents: Legal documents establishing the company, 
such as the registration certificate and memorandum of incorporation. 

• Shareholder Agreements: Contracts outlining the rights and 
responsibilities of shareholders. 

• Resolutions and Minutes: Official records of decisions made at board 
and shareholder meetings. 

Financial Records 

• Annual Financial Statements: Audited reports detailing the company’s 
financial performance. 

• Tax Records: Documentation of tax returns, payments, and 
correspondence with SARS. 

• Accounting Records: Invoices, receipts, ledgers, and other financial 
transaction records. 

Employee Records 

• Employment Contracts: Agreements outlining terms of employment for 
staff. 

• Payroll and Leave Records: Salary details, leave balances, and payment 
history. 

• Training Materials: Internal resources used for staff development and 
compliance training. 

Client Records 

• Property Listings: Details of properties marketed or managed by the 
company. 

• Lease Agreements: Contracts between landlords and tenants facilitated 
by the company. 

• Correspondence: Emails, letters, and notes related to client interactions 
and transactions. 



Operational Records 

• HR and Operational Policies: Internal policies governing staff conduct, 
operations, and compliance. 

• POPIA Compliance Framework: Documentation of procedures and 
controls for handling personal information. 

• Marketing Materials: Brochures, advertisements, and digital content used 
for promotion. 

Other Party Records 

• Supplier and Contractor Records: Agreements, invoices, and 
performance records of third-party service providers. 

• Third-Party Correspondence: Communications with external entities 
such as legal advisors, auditors, or regulators. 

• Confidential Agreements: NDAs and other contracts involving sensitive 
business arrangements. 

8. Automatically Available Records 

The following are available without a formal PAIA request: 

- Company brochures 

- Website content: www.urbanlink.co.za 

9. Purpose of Processing Personal Information 

Urban Link processes personal data for: 

- Business administration 

- Payroll and HR compliance 

- Client onboarding and service delivery 

- Legal and regulatory compliance 

- Supplier and contractor management 

10. Categories of Data Subjects 

- Employees 

- Clients 

- Contractors 



- Suppliers 

- Service providers 

- Third parties 

11. Recipients of Personal Information 

- Statutory bodies and regulators 

- Courts and commissions 

- SARS 

- Contracted service providers 

- Academic and research institutions 

- Auditors 

- Approved requesters under PAIA 

12. Transborder Flows of Information 

Personal information may be transferred across borders for service 

administration, subject to POPIA compliance. 

13. Security Measures 

Urban Link employs technical and organizational safeguards to ensure 

confidentiality, integrity, and availability of personal data. 

14. Grounds for Refusal of Access 

Access may be refused if disclosure would: 

- Unreasonably disclose third-party personal information 

- Endanger life or safety 

- Prejudice commercial interests or intellectual property 

- Breach confidentiality agreements 

- Be frivolous or vexatious 

- Contravene legal obligations 



15. Access Request Procedure 

Requests must be submitted using Form C and include: 

- Sufficient detail to identify the record 

- Proof of identity 

- Form of access required 

- Payment of applicable fees 

Requests should be directed to the Information Officer at the contact details 

above. 

16. Third Party Notification 

If a record involves third-party information, Urban Link will notify the third party, 

who may object or consent to disclosure within 21 days. 

17. Fees 

Fees include: 

- Request fee: R50.00 (non-personal requester) 

- Reproduction fees (e.g., R1.10 per A4 page) 

- Electronic media fees (e.g., R70.00 per CD) 

- Search and preparation: R30.00/hour 

- Deposit: One-third of access fee if preparation exceeds 6 hours 

- VAT is applicable to all fees 

18. Remedies for Refusal 

Complaints may be lodged with: 

- Information Regulator within 180 days 

- Court application, including Magistrates’ Court 

 

 



19. Availability of the Manual 

This manual is available: 

- At Urban Link HQ offices during business hours 

- On the website: www.urbanlink.co.za 

- From the Information Regulator or SAHRC upon request 


