
When Bert and Elizabeth Saunders were faced 
with some life-changing decisions over the 
years, they knew there was only one way to 
deal with them. 

“You’ve just got to get on with it and be grateful 
for what you’ve got,” said Bert, “and we’re very 
grateful for everything.”

What a great motto to have – and what a great 
way to look on life.

Bert and Elizabeth, who are both 
75 this year, have lived in their 
home in Moffat for more than 40 
years. Having brought their three 
children up there, and with many 
happy memories, they didn’t want 
to leave the family home – no 
matter what.

So when Bert became unwell 13 
years ago, it was devastating for 
the family – and they had to make 
some tough decisions about where 
their future lay. 

Bert, who was a long-distance lorry 
driver for 37 years, started to suffer 
from very sore legs. After further 
investigation, and an operation, 
Bert was faced with the worst-case 
scenario and he had to have his leg 
amputated. 

Bert said: “To be honest I managed 
fine. I just got on with it. I managed 
around the house absolutely fine 
and I only needed to use crutches 
when I was out. The doctors 
did everything they could, and I 
couldn’t have asked for anymore 
from them. But amputation was 
the only option and, as my other leg was okay 
at the time, I managed.”

However, 11 years later – in 2014 – Bert found 
himself again in the same position. He started 
suffering the same pain, and pins and needles 
in his other leg, and he knew what the likely 
outcome would be.

“Yes it was hard, but as we always say you’ve 
just got to be grateful. But it did prove a lot 
harder to manage. I could no longer go upstairs 

and get around on my own the same.”

In the immediate months after the second 
amputation Bert had a metal ramp fitted at 
his DGHP property to allow him easier access 
– and a bed was put in place in the couple's 
living/dining-room area.

“It wasn’t easy and certainly not ideal, especially 
when you had people round, it just wasn’t the 
same,” said Elizabeth. 

However, DGHP’s Neighbourhood Manager, 
Crystal Pringle, got in touch with the family and 
everyone tried to look at a solution – including 
the possibility of a move to a bungalow in the 
area. 

Bert added: “It was brilliant that everyone was 
looking at this for us, but nothing was available 
– and the reality was we didn’t really want to 
move. This is our home and we wanted to stay 
here as long as we possibly could. That was very 
important to us.”

So when Crystal told the family there might 
be another option on the cards – an extension 
being built on to the property – they couldn’t 
believe it. 

“I honestly couldn’t believe it. This was life 
changing for us all. We could never have done 
this ourselves and the prospect would have 
been me sleeping in the dining room for the 
rest of my days.”

A lot of work went on behind 
the scenes to get plans, aids 
and adaptations funding and 
contractors in place to make it 
happen – and the first work began 
in early October 2015. 

“Three months later it was 
complete,” said Bert, “It’s amazing. 
The workmen were fantastic 
and we couldn’t have asked for 
anything better.”

Elizabeth added: “I honestly 
can’t praise the workmen from 
Postlethwaite enough – they 
deserve the highest award for the 
way they did the work and how 
they were with us as a family. They 
were truly brilliant.”

Within three months the couple 
were able to get their house back to 
normal and Bert was able to spend 
his first night in his new bedroom, 
with wet room alongside.

“The first night was just amazing. 
It’s a credit to DGHP, DGHP staff 
and the workmen for what they’ve 
done. We couldn’t have done this 
on our own. Thank you.” 

You might remember several years ago we 
featured a purpose-built property we built 
in Langholm for a family of five. Angela and 
James Kay, along with Nicola, James and Dylan, 
moved into their new home in 2014 and 
continue to benefit from the property, which 
was also thanks to funding from the Scottish 
Government and local council. This funding is 
crucial to us being able to help families like this 
across the region.

Making a difference

Bert and Elizabeth Saunders in their home complete with new 
bedroom and wet-room
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We are here to help
If you are struggling to pay your rent, 
contact us on Freephone 0800 011 3447

NOBODY SHOULD 
EVER BE FACED 
WITH CHOOSING 
BETWEEN PAYING 
THEIR RENT 
AND OTHER 
HOUSEHOLD BILLS

Speak to us today to 
make sure you are 
receiving all the benefits 
you are entitled to.

rent first has been in place for nine months 
and we thought it would be good to answer 
some of the questions that tenants have raised 
with us -

I pay my rent regularly so why do I 
need to know about thIs?

rent first aims to ensure all DGHP tenants 
make rent their first priority. That means that 
even if you pay your rent regularly we still 
want to engage with you about it. 

for example - did you know that making 
payments by credit card is the most expensive 
way – for both you and DGHP. Not only do 
you pay high interest rates on these payments 
but DGHP incurs a high charge per transaction.

In contrast, however, paying by monthly 
direct debit is not only cheaper in that there 
are no fees or interest to pay, it is also more 
convenient. Your money will go straight from 
your account to DGHP on a set day ensuring 
your rent is always paid, and on time. 

We would encourage as many tenants as 
possible to set up a direct debit for their rent 
payments. This way it gives you peace of mind 
that the rent is being paid on the correct day 
and you don’t have to worry about going along 
to the shops or to the post office to make your 
payment. 

It is also a great budgeting tool as you can 
arrange for the direct debit to come out the 
day you get paid and you can then relax for 
the rest of the month knowing that your rent 
has been taken care of. 

rent first also ensures we talk to you, our 
customers, to say thank you for paying your 
rent – something which is equally important.

why do I hear that recorded message 
every tIme I phone the customer 
servIce centre?

The message that you hear changes each 
month and is designed to act as a gentle 
reminder about the rent first message and to 
get you thinking in a different way about rent. 

Everyone hears the same message when 
calling up to ensure consistency across the 
organisation and making sure the focus is the 
same for everyone.

Some months the message is designed to 
target those that don’t pay their rent and has 
a fairly hard message about what will happen 
if you do not pay your rent. Other months 
the message is softer and focuses upon some 

of the services and assistance that DGHP can 
offer you in helping with budgeting and paying 
your rent. 

for example, in April, we focussed on our 
housing support service. This entirely free 
service was designed to help people with 
budgeting and other skills that are required to 
sustain your tenancy.  

Some people may feel embarrassed about 
admitting they need help or may feel that 
they are too far in debt to deserve help – this 
shouldn’t be the case. We are here to help you 
no matter what and we would rather you talk 
to us today – don’t leave it until tomorrow. 

DGHP’s housing support team is there for 
anyone who needs them and we can provide 
you with budgeting diaries and make referrals 
to other agencies if you need help dealing with 
other debts apart from your rent. 

I lIke the new posters

We have just printed new rent first posters 
that are in all of our offices. 

These posters are there to act as a reminder 
about the help that is on offer to help tenants 
get their rent paid as well as what we will do 
if you fail to make your 
rent payments. 

Too often tenants call 
to tell us that they can’t 
pay their rent this month 
because they have spent 
it on something else. 
for example, our poster 
message “put rent at the 
top of your shopping list” 
is designed to remind 
people that the most 
important thing to keep 
in their mind is that they 
need a roof over their 
heads before worrying 
about other bills. 

Is rent FIrst makIng 
a dIFFerence?

We believe so as we 
hope that through all our 
efforts that more tenants 
are aware of their rent 
and the need to get it 
paid on time. 

There are still far too 
many tenants who think 
that it is acceptable not 

to prioritise paying their rent and who don’t 
keep their account clear. 

DGHP is getting tough with tenants who don’t 
pay and we are taking more people to court if 
they don’t keep the payments up. 

Ultimately DGHP does not want to evict 
anyone and we would far rather support you 
to make your rent payments and maintain 
your tenancy. However, if you don’t engage 
then we will evict you. 

It’s not fair for on others who do pay their rent 
that they should have to subsidise those who 
choose not to. 

how can I get more Involved wIth 
rent FIrst?

If you have any ideas about what else that 
DGHP can do to make sure all tenants know 
about how to prioritise their rent then please 
get in touch. We are working closely with 
the Dumfries and Galloway federation of 
Tenants and residents and DGHP’s District 
Management Committees on this project. If 
you would like to speak to someone about 
your rent please contact DGHP on freephone 
0800 011 3447.

focus on rent first
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Marjory Yeamans, of Moffat, 
celebrated a very special 
birthday recently.

Marjory celebrated the big 
100 in March and she was 
delighted to spend it having 
a tea party with close family 
and friends. 

With a centenary of 
memories behind her Marjory 
says her fondest are that of 
her children and her love of 
dancing. 

Marjory grew up in the 
Partick area of Glasgow, a 
place she still thinks of fondly 
as home. She grew up in 
the top floor of a tenement 
block, where she spent many 
an hour 'people watching' 
from the view at the top.

Marjory said; “The one thing 
I remember most was that 
you knew everyone. Everyone 
knew who their neighbour 
was and people really cared. 
Things are very different now 
and you hardly know anyone 
round about you.”

Marjory spent several 
years in the Land Army, 
an honour she received 
an award for not so many 
years ago. “I was honoured 

to receive recognition for 
the work we did during the 
war, it was very special. I 
enjoyed meeting the Duke 
of rothesay (Prince Charles) 
when I received my medal.”

Marjory, who moved to 
Moffat several years ago, has 
two sons robert and Stuart, 
five grandchildren and five 
great-grandchildren – all of 
whom keep her busy. The 
youngest of Marjory’s great-
grandchildren is only weeks 
old.

During her younger years 
Marjory enjoyed spending 
time hiking and rambling as 
well as reading – something 
she still does today. 

She has also only recently 
given up dancing, something 
she had a real passion for. 
“I danced right up until my 
90s,” said Marjory, “I really 
enjoyed it.”

After her time with the Land 
Army Marjory went on to 
work in Woolworths for 
many years before retiring 
and enjoying time with her 
family. Marjory also still 
enjoys spending time at the 
local lunch club in Moffat.

Marjory celebrates 
100 happy years

Marjory is pictured here with her birthday card from the 
Queen and also her medal she received in honour of her 
time spent in the Land Army during the Second World War

Good news for tenants with back 
boilers across Dumfries and Galloway 
– plans are in place for £75million 
investment works to our homes over 
the next five years to bring DGHP 
properties up to a new Scottish 
Government standard.

The Energy Efficiency Standard for 
Social Housing – or EESSH - was 
developed to help improve the energy 
efficiency of social housing stock 
across Scotland. This latest investment 
will see thousands of homes updated 
across the region.

Plans for the next five years also 
include new door replacements for 
the majority of our common blocks, 

a large-scale roofing programme, 
window replacement to around 5,000 
properties and an external render 
replacement programme.

Aids and adaptations to help our 
tenants stay in their home for longer 
remain one of our main streams of 
investment works. 

Last year, DGHP successfully delivered 
£1million of aids and adaptations 
work to improve lives of tenants 
across Dumfries and Galloway.

read our aids and adaptations special 
about Mr and Mrs Saunders from 
Moffat on page 1 to see the difference 
investment work made to their lives.

investMent news

NAME ............................................................................................................................................

ADDrESS ......................................................................................................................................

TEL NUMBEr ...............................................................................................................................

DO YOU PrEfEr THIS NEW-LOOK rENT STATEMENT     YES/NO (Please circle)

EXTrA COMMENTS ABOUT THE NEW-LOOK STATEMENT ........................................

................................................................................................................................................

................................................................................................................................................

You will find included with this edition 
of your Open Door newsletter a ‘new-
look’ rent statement.

following a lot of consultation 
and discussion with tenants and 
independent groups DGHP is now 
trialling a different way of presenting 
your rent account information.
Previously you would have been issued 
with a rent statement every quarter 
– we now propose to send this out 
annually (once a year). 

Our tenants told us that they found 
the previous rent statements very 
confusing, and out-of-date by the time 
they received them.

While we can’t prevent a small time 
delay in this information being pulled 
from our systems and it reaching you 
by post – we have tightened this up as 
much as possible and now we tell you 
exactly what day the balance refers to. 

Also we have included a list of any 
other charges that you owe DGHP (if 
applicable). These could include unpaid 

rechargeable repairs, unpaid court fees 
and any historic tenancy debt from a 
previous DGHP property.

When we met with the federation of 
Tenants and residents Association to 
discuss these they felt strongly that 
they also wanted to see some colour-
coding to help people understand these 
better, and quicker.

Therefore if you are in credit or have 
a zero balance (and don’t owe us any 
money on your rent account) your 
balance will show in green writing; if 
you are in arrears at the time this letter 
was produced your balance will show 
in red writing. 

We want to hear what you think of 
this new-look rent statement and tell 
us if you’d like to see anything further 
included. 

remember you can always access 
your up-to-date balance by calling our 
Customer Service Centre on freephone 
0800 011 3447 or by visiting the self-
service portal at www.dghp.org.uk 

new-look rent stateMent 

Please fill in the form below and tell us what you think
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oliphant court – 
wider role project

an update on new-build 
properties across d&g
The final stage of our regeneration project in Dumfries and Stranraer 
has started to take shape as work progresses quickly on 74 homes in 
Dumfries.

At the Lochside extension site in the town, 34 homes will go up for 
low cost sale thanks to the Scottish Government’s New Supply Shared 
Equity scheme. Twenty properties will be available for mid-market rent 
and another 20 will be available for social rent. 

The first phase is due for completion at the end of the summer. In 
Stranraer, work is also set to get started on an additional 20 units 
at Nursery Avenue. Tenants have also all moved in now to our new 
properties at Thornhill.

future projects include recommencing of building works of critical town 
centre housing at the Vennel in Dumfries, due to start this summer. 
In Lochmaben, 26 properties are set to also be started this summer. 
22 houses and four flats will be built at Mill road in the town – all for 
social rent.

Local residents who judged the entries

Some of the entries being judged

Pupils from Lochside Primary 
School in Dumfries have been 
channelling their inner artistic 
skills in the latest part of a project 
at Oliphant Court in the town. 

The garden area at the entrance 
to the street has been the subject 
of consultation since the end of 
2015, when DGHP enlisted the 
help of the community to try 
and make better use of the green 
space.

Since then, a successful 
community barbecue was held, 
fresh paint was applied to the 
fence surrounding the site and 
raised flower beds were also 
installed. The next part of the 
process was left to the creative 
minds of local children as DGHP 
asked the primary school for 
artwork to inspire community to 
be displayed at the site.

More than 100 entries were 
received and a panel of local 
residents judged the entries in 
April, where they made the very 
difficult decision about which 
drawings would be made into 
large boards for the space.

Katy McBride, DGHP’s Wider role 
Co-ordinator, said: “We’d like to 
thank Lochside Primary School 
for taking part and the pupils for 
their creative entries. They were 
all fantastic – it was hard for 
the judges to choose just eight 
winners.”

The winners were - Esme Jardine, 
P1; Callum Watson, P2/3; Salma 
Bendman, P3; Katie Ward, P3; 
Aimee Woodhouse, P3; Isla 
Hammond, P6; Logan Archibald, 
P7 and Kent McDowall, P7.

In addition to the eight winners, 
the judges were very impressed 
by the artwork created by 
Alexis Waller, from P1, and will 
use elements of her design at 
Oliphant Court. The judges also 
decided to award a special prize 
to Kian Taylor, from P7, they loved 
the ethos behind his artwork.

A special event took place at the 
end of May to unveil the winning 
artwork at the site and distribute 
prizes to our very worthy winners.

RIGht to buy
Thinking about buying your home? remember you only have 
until 31 July to submit your application as the right to Buy 
ends in Scotland on 1 August this year.

Contact us to check if you qualify on 

FReePhoNe 0800 011 3447

Houses in Stranraer

Thornhill
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welfare benefit 
advice on-hand

DGHP now has an in-house Welfare Benefit Advisor, 
available to help tenants with various welfare benefit 
issues and maximising their income. 

Steven Kennedy has joined the team and will be able 
to help you maximise your income by advising you of 
other benefits that you may be eligible to claim.

The new post has been thanks to DGHP tenants, who 
are on our District Management Committees (DMCs), 
who used to allocate funding from the Tenant 
Community fund.

The fund was previously used to help community 
projects, however, in recent times it was recognised 
among the tenant members that the fund was not 
fulfilling its’ original purpose and they decided to 
review it. Tenants were very keen that the money be 
better used so that all tenants of DGHP could benefit.

Given the changes to the welfare benefit system and 
the recognition of harder times, it was agreed to put 
the fund towards this post. Steven officially started at 
the end of february and some tenant representatives 
from the DMC were also involved in the interview 
process.

Although there are several external agencies out 
there who can help our tenants, by having our own 
in-house specialist in Steven we feel we can provide a 
much more responsive service. 

If you think that you could be missing out on benefits 
call us on freephone 0800 011 3447 and a member 
of our team can take a referral on your behalf. 

This will then be passed on to Steven who will 
contact you to discuss it further. Steven will also be 
able to assist you with challenging DWP decisions 
and sanctions.

It might seem a long time ago now but the 
severe weather we experienced over the 
winter serves as a timely reminder that we 
are always in the hands of the elements.

Back in December DGHP staff worked 
tirelessly to support tenants across 
the region who were badly affected by 
horrendous flooding.

DGHP’s Technical Inspectors, 
Neighbourhood Managers and support 
staff helped tenants by lending a hand 
during very difficult times.

Some of the worst hit areas were Newton 
Stewart and Kirkton, on the outskirts of 
Dumfries.

DGHP’s Technical Inspectors (TIs) Graeme 
McShane, in the west of the region, 
and Kevin McQueen, of Dumfries, were 
involved in the clean-up of tenants’ 
properties following severe flooding at the 
end of the year.

The TIs also went above and beyond in 
supporting our tenants by helping them 
apply for grant funding made available 
from the local council. 

Graeme said: “It was awful for those 
affected and really heart-breaking to 
see people forced out of their homes, 
especially over the festive period.

“Everyone was so patient and they really 
just ‘got on with things’. 

Kevin added: “We had two families in 
Kirkton who had to be evacuated at the 
height of the flooding, which came from a 

normally small burn. We are still working 
on the properties now, many months 
after the flooding as there was so much 
damage.”

DGHP tenants were extremely lucky 
across the region with very few affected. 
There were some issues in Carsphairn 
and Holywood as well as problems with a 
retaining wall at Sanquhar. 

In addition, floodgates were installed in 
Kirkconnel at St Conal’s Square and this 
prevented similar events of a few years 
ago when the river burst its’ banks flooding 
several properties there.

David McMillan, DGHP’s Chairman said: 
“Our staff worked really hard during the 
flooding to help our tenants. Graeme and 
Kevin, along with our other staff, did a 
great job in helping support people in the 
aftermath. We are very proud of them and 
the whole team.” 

Steven Kennedy who will be able to help tenants 
with various issues relating to welfare benefits

NEWTON STEWArT - Pictured at one of the affected properties in Newton Stewart 
are DGHP’s Technical Inspector Graeme McShane, left, and DGHP Vice Chairman 
robert Higgins

helping tenants in their tiMe 
of need

KIrKTON – Surveying the damage 
inside the properties at Kirkton are 
DGHP’s Chairman David McMillan, left, 
and DGHP’s Technical Inspector Kevin 
McQueen, 
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A fire in one of DGHP’s properties at the end of 
last year resulted in the tragic death of a woman 
in the east of the region.

full investigations were carried out by the 
Scottish fire and rescue Service (SfrS), and it 
was discovered that the smoke detectors in the 
property had been removed and deactivated.

At the time of DGHP’s annual safety checks all 
of the smoke detectors were working properly 
and were in place. DGHP had fulfilled all 
responsibilities required as a landlord. 

After every serious incident of this nature, the 
fire Service set up a case conference involving all 
relevant agencies. This allows all partners to hear 
what’s happened and find out if anything further 
could have been done in terms of prevention.

The smoke detectors in the property were hard-
wired – but the one on the ground floor had 
been removed completely, either by the tenant 
or someone known to the tenant.

According to the SfrS, in this case it was found 
that the likely cause of the fire was the careless 
use of a cooking appliance. The deep fat fryer 
in the kitchen had been tipped over and oil was 
leaking all over the kitchen, with the occupier 
asleep upstairs. 

Jayne Moore, Director of Housing Services with 
DGHP, said: “This has been a tragic case and one 
which we don’t want to happen again.

“We take the safety of all of our tenants very 

seriously and take all necessary steps to prevent 
incidents like this. It is reassuring to know from 
the fire Service that these are the right level of 
precautions to take as a landlord and that we did 
everything we could here.

“However, if a tenant chooses to remove or 
deactivate a smoke detector in their home then 
we can’t be held responsible. Our tenants have 
to take responsibility for their own safety in their 
home.

“If, however, anyone is concerned for a friend, 
family member or neighbour they can contact 
the fire Service direct and ask for a fire safety 
check to be carried out.” 

DGHP carries out annual safety checks in all of 
our properties and the smoke alarms are all fully 
tested at this visit.

Jayne added: “If anyone’s smoke detector stops 
working in between these checks, or if you have 
any concerns, please contact us immediately 
on freephone 0800 011 3447. These smoke 
detectors save lives but they need to be in full 
working order and not removed.”

Some GeNeRal advIce

You should never:
•	 Hang	or	dry	clothing	and	towels	on	or	near	

the cooker
•	 Leave	your	cooker,	grill	or	oven	on	when	you	

go out – even on a timer
•	 Leave	electrical	wires	or	cords	near	the	cooker
•	 Keep	anything	on	top	of	an	eye-level	grill
•	 Put	anything	metal	in	your	microwave	–	even	

tin foil

chIP PaNS aNd deeP-FRyING

Modern electric deep fat fryers are much 
safer than traditional chip pans as they have a 
safety switch that cuts them off to stop them 
overheating and catching fire. Try not to use a 
traditional chip pan if you can because there's 
always a high risk of fire. 

you should never:

•	 Deep	fry	when	you’ve	been	drinking	alcohol	or	
taking drugs or if you are feeling tired

•	 Leave	the	pan	alone	-	It	only	takes	a	second	
for a fire to start

otheR kItcheN aPPlIaNceS

Washing machines, tumble dryers and 
dishwashers have powerful parts that heat up, 
any of which could start a fire if something goes 
wrong. 

Follow our safety advice:

•	 Always	switch	appliances	off	at	the	wall	before	
going to bed or going out

•	 Always	plug	straight	into	a	wall	socket	and	
avoid adaptors for lots of plugs as they can 
result in electricity overloads

•	 Never	leave	them	running	when	going	out	or	
to bed 

If a fire breaks out, the advice is simple: 

•	 Get	out,	stay	out	and	call	999
•	 Property	can	be	replaced,	people	can’t.	

Knowing the basics and having a fire action 
plan – where everyone knows what to do in an 
emergency – could save lives.

•	 In	the	event	of	a	fire,	make	sure	everyone	
leaves immediately - call 999 and ask for the 
fire service. 

•	 Closing	doors	behind	you	as	you	leave	the	
house will slow down the spread of flames and 
help protect both people and your belongings 
from fire.

DGHP’s annual rent increase came in to place at 
the start of April 2016.

following postal and telephone consultation, the 
increase this year is 2.55% - this is based on the 
September rPI figure of 0.8% plus 1.75%. This 
was
previously agreed by tenants in 2008 following a 
long consultation process.

The future rise was agreed to allow DGHP 
to meet its’ legal obligation to bring all the 

properties up to the Scottish Housing Quality 
Standard (SHQS).

The rent increase for new build tenants works 
out at approximately the same amount per 
week.

This year’s consultation, which was carried out 
in January, found that 83.9% of DGHP tenants 
understood the need for the rent increase and 
90.1% said they were satisfied that the rents 
remain value for money.

fire safety is paraMount to avoid tragedy

annual rent increase dghp’s business plan for 2016/17 
onwards has been approved by 

the board of management. we’d 
like to thank all of our tenants 

who took part in the consultation 
process – your input was vital in 
identifying our priorities for the 

next 12 months. 

call us on Freephone 0800 011 3447 
for a copy, or download it from our 

website at www.dghp.org.uk
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DGHP has recently been supporting the bid of one local primary school 
to get their pupils reading more.

Gretna Primary School have been taking part in a 16-week campaign – 
called “Get Gretna reading” - aimed at raising awareness of the benefits 

of reading and staff from DGHP went along to lend support.

The community reading project promotes the positive aspects of 
reading to pupils of all age and local authors, along with representatives 
from local businesses and communities, have been supporting the 
project. 

Those taking part are being challenged to read for 20 minutes, three 
times a week, during the programme.

DGHP’s Executive Support Manager, Joanne Quigley, went along to 
share with the pupils why reading was so important to her.

She said: “It was a great opportunity to share with the pupils why I feel 
reading is so important – and to let them know what the benefits have 
been for me over the years. 

“All of the pupils were really enthusiastic about reading, which was 
really great to see.”

dghp supports coMMunity reading project

DGHP’s Joanne Quigley pictured with the pupils of primary 5/6 
from Gretna Primary School.

Various events were held across 
Dumfries and Galloway getting tenants involved

Tenants were invited to get together with DGHP 
staff across the region recently for our ‘brew and 
blether’ events.

The events were held in four separate areas across 
Dumfries and Galloway in smaller areas where we 

don’t normally hold events. 

The events took place in Minnigaff in the west, 
Sanquhar in upper Nithsdale, Ecclefechan in the 
East and Gatehouse in the Stewartry.

Those who attended enjoyed the chance to be 
able to speak on a one-to-one basis with housing 
staff about any issues they might have had. 

It was a lovely opportunity to meet some new 
tenants in a very informal setting.  

getting together for a 'brew and blether'
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Many thanks to Hazel Porteous, from Moffat, who sent in this recipe for us all to try. If you’d like to send 
us a recipe please write to us free at - recipes for Open Door, Dumfries and Galloway Housing Partnership, 
frEEPOST NAT3109, Dumfries, DG1 4Br

6oz digestive biscuits
3oz butter
8oz cream cheese
2 tbsp caster sugar
2 tbsp lemon juice
1 tsp vanilla essence
8oz mini marshmallows
½ pint double cream, whipped
2oz grated chocolate to decorate

1. Melt butter in a saucepan and crush 
the digestive biscuits. Add the biscuit 
crumbs to the butter and stir.

2. Place in a loose bottom spring form 
cake tin and press down firmly.

3. Place in your fridge to cool.
4. Mix the cream cheese, lemon juice, 

sugar and vanilla essence until well 
blended.

5. Whip the cream and fold gently into 

the cream cheese mixture. Then add 
the mini marshmallows to the mix.

6. Spread the cream cheese and 
marshmallow mix over the biscuit 
base and cover with grated 
chocolate.

7. Leave overnight in the fridge to chill. 
8. The next day, remove from the tin 

and serve.

MARSHMALLOW
CHEESCAKE

saying it with flowers
Staff in DGHP’s Annan office were over the moon to receive a beautiful 
bunch of flowers recently from a new tenant. 

The gentleman received the keys to his new home and was so delighted 
that he brought in some lovely pink carnations for the staff in his local 
office.

upper nithsdale news
DGHP’s office in Sanquhar has closed and tenants in the area should 
now contact our Customer Service Centre on freephone 0800 011 3447 
to arrange to speak to staff. If you’d like to meet with or speak to your 
Neighbourhood Manager, or for anything relating to your property, 
please call us on the number above.

Also if anyone in the Upper Nithsdale area (including Kelloholm and 
Kirkconnel) needs to hand anything in to DGHP - i.e. documents or keys 
– please also contact us on 0800 011 3447 to arrange this first. 

We must ask that you don’t hand anything in to the former offices in 
Kelloholm and Sanquhar, as they are not manned full-time and if items 
and documents need to reach us urgently it’s important you call us to 
arrange in the first instance.

Make sure you have 
hoMe contents insurance 

If your home was flooded or damaged by fire, what would you do?
Although DGHP provides cover for the structure of your home, we do 
not provide cover for the contents. However, in partnership with Thistle 
Tenant risks, we’ve worked to secure a great, low cost deal for all of our 
tenants in Dumfries and Galloway.

Accidents, fire, flooding, thefts and vandalism are horrific things to 
happen to anyone, but in situations like those, home contents insurance 
can be the financial security to help you recover. 

With recent flooding in Dumfries and Galloway as you’ll see from an 
article inside Open Door, more properties are at risk than ever before – 
if the unexpected was to happen, home contents insurance provides you 
peace of mind for your belongings and your money. How realistic would 
it be if you had to replace everything in your home tomorrow?

The special scheme from Thistle Tenants risk means you protect your 
belongings easily for a low cost. for as little as £1.63 per week, you can 
insure contents up to £6,000.

for more information or to request an application, please visit 
www.dghp.org.uk/insurance or alternatively, speak to one of the team 
by calling 0800 011 3447.

Recipes

Julie Drennan, Customer Advisor at Annan, and Ellis Johnstone, 
registration Assistant at Annan with the flowers
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are you doing 
everything you 
can to find a 
new hoMe?
Looking for a new home can be a 
difficult, time consuming task – but 
there are some simple things to do to 
make sure you’re doing all you can to 
find affordable housing in Dumfries and 
Galloway.

Are you registered with 
homes4d&g?
 
Anyone aged 16 or over can apply to 
Dumfries and Galloway’s Common 
Housing register – once you complete 
your application, it’s not long until it’s 
live and you can potentially be matched 
to new properties. 

The beauty of Homes4D&G is that 
you have applied to all four of the big 
landlords in our region – maximising 
your chances of being rehoused, 
without the hassle of four forms.

from time to time, DGHP has empty 
properties that there is no one of any of 
our waiting lists for, which are available 
almost immediately. We advertise 
these properties on our website and 
we update the list every week. flats, 

bungalows and houses have come up 
all over the region. Check for yourself at 
www.dghp.org.uk/homes

If you apply to DGHP and are assessed 
as low priority, mid-market rent can be 
a great option to consider. Novantie, 
DGHP’s commercial arm, has mid-
market rent properties in Dumfries, 
Lockerbie and Stranraer. All vacancies 
are advertised on our website at www.
dghp.org.uk/novantie 

Mutual exchange is an excellent way 
to find a new home which provides a 

mutual benefit to someone else looking 
for somewhere else to live. You can 
add your property to the Homes4D&G 
swap shop, or speak to a member of 
the team in your local office who will 
be happy to help you add your home to 
the online mutual exchange.

If you’re struggling with any part of 
looking for a new  home, contact the 
Homes4D&G team on 0300 123 1230 
for further assistance.

days gone by – storing 
a piece of history

This unique Anderson Shelter has been in-situ at a 
property in Dumfries for many years – and it made its’ 
final journey recently to a very special home. 

The shelter was in great condition in the rear garden 
of one of DGHP properties in the Bloomfield area of 
Dumfries. 

Dumfries Air Museum were delighted to be able to take 
ownership of the shelter and they have now put it on 
display.

The shelter was a structure for protecting people from 
air strikes during World War II. They were very similar 
to bunkers in many regards, although they were not 
designed to defend against ground attack.

from October last year (when 
the last edition of Open Door was 
issued) until the end of March we 
have engaged with a total of 1,310 
people from across Dumfries and 
Galloway.

We always want to put you, our 
tenants, at the forefront of what 
we do and your opinions are 
hugely important to us. We want 
to hear from you and receive your 
feedback and thoughts about 
DGHP as an organisation.

What you tell us helps shape 
future services.

moNthly bReakdowN 

october 
In October we met with a total 
of 107 tenants and residents 
through various events including 
school events, training events and 
Tenants and residents Association 

(TArA) meetings. We also attended 
a number of diversity days with 
our tenants from our District 
Management Committees (DMCS) 
and met with tenants on the 
Scrutiny Panel.

November
In November we met with a total 
of 407 tenants, residents and 
young people at a wide array 
of events. These included major 
school leaver programmes in 
Dumfries and Stranraer as well as 
careers events and TArA meetings 
and AGMs.

december
During the month of December we 
met and engaged with a total 135 
people.  This month was slightly 
quieter but we attended various 
Christmas meetings and events as 
well as a DMC gathering and we 
also held a Silver Surfers session 
for tenants in our Sheltered 

Housing complex in Kirkcudbright.

January 
We engaged with a total of 139 
people during January at events 
which included TArA meetings, 
formal meetings, Scrutiny Panel 
sessions as well as school talks.

February 
In february we met with a higher 
number of people, totalling 296 at 
events such as school talks, careers 
information events, consultation 
with tenants on DGHP’s annual 
rent increase and our leaflets as 
well as fire safety in the home 
training.

march 
During March we engaged with 
a total of 226 people. We held 
and attended a wide variety of 
events including TArA meetings, 
school talks and consultation on 
the future action plans and events 

for the Community Participation 
Team. We also held training events 
as well as the recent Brew and 
Blether events –  as featured 
elsewhere in the newsletter.

from October to March we met 
with a total of 1,310 - 656 of 
those we engaged with were male, 
and 654 were female. We engaged 
with 645 under-25s and 254 were 
between 25 and 60. We engaged 
with 411 over-60s and a total of 
186 of all those we met with were 
disabled.

If you would like to find out more 
about any of our community 
participation events, or if you 
would like the opportunity to 
engage with us, please get in 
touch on freephone 0800 011 
3447 and ask for the Community 
Participation Team.

engaging with our custoMers

The Anderson Shelter, pictured on the left in this photo
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dghP now has a new editorial 
group for the open door 
newsletter and pictured here are 
the six new members.

the group, who got together in 
early April to discuss content for 
this edition, are looking forward 
to working on the newsletter 
over the next year and they are 
looking for your input.

over the coming editions 
members of the group, along 
with dghP staff, will be looking 
at developing some new sections 
in the newsletter, including 
a new letters page as well as 

looking at a slight re-design.

we want to encourage you to 
write in to the newsletter and 
we will feature your letters on 
the letters page. this is your 
newsletter and we want you to 
feature in it.

Also the group are keen that if 
you have a story you’d like to 
see included, please let us know 
– you might have an idea, or 
know someone who has a story 
to tell. if so call us on Freephone 
0800 011 3447 and ask for Lee.

Meet your tenant newsletter representatives

Dear Sir/Madam

I wanted to write in to the newsletter and say a little 

bit about my journey with ‘Open Door’.

I became involved with ‘Open Door’ about four years 

ago, without even knowing what ‘Open Door’ was!

I really enjoy being part of this group. I am also a 

member of various different groups within DGHP.  

This can give me a sense of really being involved and, 

hopefully, as I am a tenant giving DGHP a tenant’s 

point of view. 

Hopefully you will see this letters page in ‘Open Door’ 

as an opportunity for you to do the same.  

We all have different views, have different experiences 

and can learn from them. Hopefully through this page 

you can play a part in DGHP.

Yours sincerely

Dorothy Grant

DGHP tenant

Dear Sir/Madam

I would like to thank Saltire for the speedy service 
I received on New Year’s Day when my boiler broke 

down. 

I didn’t think it was an emergency as I have an electric 

shower and also a fan heater that I could use in the 

living room. I also knew I could boil water for the 
dishes. 

However, family members who were visiting thought 

otherwise and my son phoned DGHP at 5pm on New 

Year’s Day and spoke to Heather. An engineer was 
there at my house before 8pm that night, what a 
great service.

So once again – thank you Saltire and DGHP.Yours sincerely 

S Trimble 
Tenant from Kelloholm

Dear Sir/Madam

I wanted to write in to the Open Door letters page on a 

particular subject I feel strongly about. I feel that there is a lot of undeserved criticism at times 

aimed at both DGHP’s Customer Service Centre and also the 

contractors with regards to repairs to our houses.I have always felt that good service should be recognised as 

well as bad service being condemned. Yesterday I telephoned the Customer Service Centre to 

request a repair and I was given a date and a time. The joiner 

duly arrived this morning as arranged to complete the repair, 

which he did quickly and efficiently. The young man was very pleasant and cheerful and he even 

made friends with my dog.
In the three years that I have been in my house I have always 

been treated with courteous service both by the Customer 

Service Centre staff and by the workers who have come to 

my house.

Yours faithfully

R Carnochan
Tenant from Eaglesfield

Meet the group, pictured from left to right, back row: Dorothy 
Grant, from Troqueer; David Thomson, from Dalry; Mary Muir, 
from Gretna. In the front row: rose Gowan, from Glenluce; robert 
Carnochan, from Eaglesfield and Sybille Trimble, from Kelloholm
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Homes4D&G is Dumfries and Galloway’s 
Common Housing register and you may not 
realise that there is a specialist Occupational 
Therapist on the team. 

Our Occupational Therapist Tina Haddon 
(pictured below) is able to look at housing 
needs from a health perspective. A housing 
occupational therapist looks specifically at 
what people do in their homes when health or 
disability is making it more difficult to manage.  

Sometimes this will mean small changes can 
be made to your home to make it easier to 
carry out simple tasks, like fitting a grab rail 
to help get in and out of the bath safely and 
sometimes bigger changes are required, like 
having a ramp fitted. 

It can even mean moving house to a home 
that is more suitable but there are lots of 
things we can all do to keep ourselves fit and 
well in our homes and when out and about. 

In this edition, Tina will give some advice on 
avoiding trips and falls in your home - 

it cAN hAPPeN to ANyoNe 

Anyone can have a fall at any time of life 
but as people get older, the risk increases 
significantly. The most common place for a fall 
to happen is in the home or the garden. 

A fall can result in a loss of confidence, a fear 
of falling, an injury or even a stay in hospital.  
for people over 65 there is a 1 in 3 chance of 
having a fall. This increases to 1 in 2 if you are 
over the age of 80. 

This is a consequence of getting older but 

there are things you can do to make it less 
likely to happen to you. 

Please understand the following information 
is for general use and should not be taken 
to contradict any specific advice you have 
received from your GP or other health 
professional. If you are in any doubt please ask.  

do’s

keeP actIve: Walking, swimming, gardening 
or whatever you enjoy. Keeping active will 
keep your bones and muscles strong, exercise 
your heart and lungs and retain good balance 
and coordination. 

If you have been given exercises by your 
physiotherapist please do these exercises as 
they will improve your balance and strength. 

walkING aIdS: Use your walking aid indoors 
if this has been advised. 

eyeSIGht: Have regular eyesight checks and 
keep your glasses clean. 

medIcatIoN: Take your medication at regular 
times and use a dosette box as a memory 
aid.  Have your medication reviewed at least 
once a year by your GP or pharmacist or more 
frequently if you take a number of prescribed 
medications.  If you feel dizzy or faint due 
to medication discuss this with your GP or 
Pharmacist as soon as possible. 

dIet: Eat regular meals to maintain blood 
sugar levels and good health. A diet deficiency 
in Vitamin D or calcium can increase your risk 
of bone fractures. fatigue can be caused by a 
diet low in iron or Vitamin B. 

FluId INtake: Drink water, small sips 
throughout the day reduces the risk of urinary 
tract infection and becoming light headed.

doN'ts

Don’t sit for long periods, get up and walk 
around your home at least every hour. This 
helps prevent stiffness and joint pain. 

Don’t get up quickly after sitting or lying 
down.  Pause for a few seconds before standing 
up. This allows your blood pressure to adjust. 

Don’t reduce your fluid intake to avoid having 
to use the WC

Don’t wear poor fitting shoes or slippers. 

Don’t leave the light off if getting up at night. 
If you are worried about disturbing other 
people consider using night lights. 

your home

Keep all areas well lit especially steps and 
stairs. Pause to allow your eyes to adjust if you 
are moving from a well-lit area to a dimly lit 
area or vice versa. 

Ask to have a hand rail fitted if you are finding 
steps and stairs more difficult to manage. 

Ask for a grab rail at the bath if you are finding 
it more difficult to step in and out. 

Ask for a grab rail beside your toilet if you find 
you are using the wash basin or other items in 
the bathroom to get on or off the toilet. 

Make sure the main walkways in your home 
are clutter free. 
remove loose rugs or mats on which you 
could trip.

Keep items you use regularly in an easily 
accessible place rather than bending or 
stretching to get them. 

Further heLP

Tina can respond to any general queries and 
these may be shared anonymously in the next 
newsletter. Contact her on 0800 011 3447.

If you are concerned about falling or know 
someone who may be at risk of falling please 
get in contact with your GP or Social Work 
Occupational Therapy: 030 33 33 3001 

advice froM hoMes4d&g's occupational therapist

DGHP’s heating contractor Saltire have 
drawn their monthly prize winners as 
a thank you to those who took part in 
customer satisfaction surveys.

By sparing only a few minutes of time to 
fill one in, these lucky DGHP tenants have 
won vouchers from Saltire. The surveys 
have been carried out after staff visited a 
property.

As well as giving you the chance to win 
some vouchers to spend locally, this 
greatly helps DGHP get feedback on the 
performance of our contractors. Prizes will 
soon be in the post to the winners.

The lucky winners from the last few 
months are - 

contractor survey winners october miss buntin, 
 139 Empire Way, Gretna
november  mrs little, 
 36 Elizabeth Walk, Dumfries
december mrs ritchie, 
 23 Park Lea Gardens, Stranraer
January  miss murdoch, 
 9 Provost road, Stranraer
February  mrs galloway, 
 26 St Michaels road, Crossmichael
march miss turner, 
 5 Beech Grove, Dalbeattie
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dmc NewS

Our District Management Committee (DMC) 
members have been busy with lots of training 
recently. 

As part of their role with DGHP, all our 
committee members attend regular training 
sessions to ensure they are fully able to 
represent their communities on current 
housing issues.

This month, members delved into a number of 
short courses and learned about the process of 
looking in depth at committee members in the 
event of an investigation.

The training, delivered by DGHP’s in-house 
solicitor Christopher Watt, was followed by a 
mandatory session about new DGHP policies 
for staff and members.

The final training session focussed on the work 
of our grounds maintenance contractor, Land 
Engineering.

Delivered by David McLachlan, our contracts 
manager, and Gary McGeoch, our operations 
manager, the training looked at how we 
monitor grounds maintenance.

Each of the sessions took place once in 
Dumfries for our Nithsdale and Annandale and 
Eskdale members, then once more in Newton 
Stewart for the Stewartry and Wigtown 
committees.

DMC members, along with members of the 
federation, were consulted on the Community 
Participation Strategy and area action plans in 
March. The draft strategy will go back to them 
for further approval later in the year.

dMc training

Diane CurrieDGHP’s District Management Committees (DMC) 
elected their new chairs at their January meeting. 

In Annandale and Eskdale, Diane Currie was re-
elected as Chair for another year. Diane also sits on 
the board of DGHP3 and is an active member of her 
local Tenants and residents Association.

In Nithsdale, members re-elected John McCraw. John 
has been Chair of the committee for three years and 
most recently sat on the interview panel to recruit 
Steven Kennedy, our new Welfare Benefits Advisor.

The joint Wigtown/Stewartry committee elected 
Willie Kirsopp, from Glenluce and Jim Kennedy, from 
Kirkcudbright, as Vice-Chair. 

As well as his work with the DMCs, Willie has also 
spent time working on DGHP’s scrutiny panel. Jim 
enjoys the variety of being a DMC member and looks 
forward to the challenges as Vice-Chair.

new dMc 
chairs elected

Diane Currie

Jim Kennedy

John McCraw

Willie Kirsopp

Wigtown and Stewartry DMC members at a recent meeting
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power of 
attorney 
inforMation
As part of the dementia training, staff 
also learnt about the process involved in 
appointing a Power of Attorney.

While lots of people write wills to gift their 
possessions to loved ones, fewer people 
consider what might happen if they can no 
longer look after their affairs when they grow 
older or become unwell.

As some people develop dementia, their 
mental capacity to deal with their financial 
affairs and welfare lessens and this can prove 
difficult.

If this is something you are concerned about, 
you can take steps now to ensure you are fully 
protected in the future. 

GeNeRal INFoRmatIoN about PoweR 
oF attoRNey (Poa)

*Please note this is for information only and 
we would always advise seeking legal advice 
on any matters such as these:

•	 You	can	grant	a	POA	in	favour	of	someone	
you trust, this could be your children, sibling 
or a close friend

•	 Anyone	who	is	over	16	can	grant	a	POA	as	
long as they understand what it is they are 
doing 

•	 There	are	generally	two	types	of	POA	-	
o Continuing POA – this deals with money 

and/or property and a 
o Welfare POA – this deals with decisions 

around health and/or personal welfare 
matters

•	 The	process	is	straight-forward	and	you	can	
get help about what to do by going to the 
Office of the Public Guardian website at 
www.publicguardian-scotland.gov.uk  

•	 It	should	have	a	minimal	cost	and	will	
ensure your assets and welfare will be 
looked after and your wishes carried out

for further advice on this you should make 
contact with a solicitor.

frontline staff at DGHP have recently 
undergone some very informative training on 
dementia awareness.

DGHP staff took part in the Promoting 
Excellence training sessions, which were 
developed by the NHS Education for Scotland 
and the Scottish Social Services Council 
(SSSC) – and supported by the Chartered 
Institute of Housing (CIH).

All staff who have completed the training will 
now be wearing “Dementia Aware” badges in 
our offices. 

The training framework recognises the 
existence of various sector specific standards 
and frameworks and it’s aimed at staff in 
these sectors receiving the appropriate 
amount of training. 

While DGHP staff always strive to give the 

very best customer service at all times – this 
training has helped our staff focus on the 
things that can make a positive difference 
when dealing with someone living with 
dementia.

We have customers from all walks of life 
and all ages who call us on the phone at our 
Customer Service Centre – and who make 
the trip to one of our local offices – and we 
want to make sure that experience is always 
a good one. 

To allow us to do this the training looked 
in-depth at how small, practical things can 
really affect the way in which we handle a 
situation. Our staff are always reassuring, 
patient and understanding but this will make 
sure we are also acutely aware of all of the 
differing needs of our customers, including 
some of the less obvious signs.

deMentia awareness 
training for dghp staff

Staff at DGHP’s Nith Street office displaying their support for dementia 
awareness. Pictured are Carol Irving, Neighbourhood Manager Team 
Leader and Customer Advisors Johanne Wilson and ryan Muirhead

dghP customer service ceNtre
0800 011 3447 
scottish Power
0845 27 27 999
scottish wAter
0845 601 8855
NAtioNAL gAs emergeNcy service
0800 111 999 
Nhs24 
08454 24 24 24 

PoLice scotLANd
101 
Fire ANd rescue service
01387 252222 
dumFries ANd gALLowAy couNciL
030 33 33 3000 
d&g couNciL ANtisociAL BehAviour 
teAm
0800 027 6567
d&g couNciL Noise teAm
030 33 33 3000 

iLs (iNdePeNdeNt LiviNg suPPort)
01387 261746 
the sAmAritANs
08457 90 90 90 
citizeNs Advice 
0300 303 4321 
weLFAre rights
01387 266888 

useful contacts
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Our focus this time round is on Welfare 
Benefits and making sure that you are 
receiving everything that you are entitled to. 
Billions of pounds go unclaimed every year in 
benefits.  The big question that you need to 
ask yourself is are you missing out?

Do you know that more than £2billion goes 
unclaimed in Pension Credits alone each year 
and £2.7billion goes unclaimed in Working Tax 
Credit? If you think you are eligible for one 
of these benefits then don’t delay and claim 
today.  Contact us today on 0800 011 3447 
and we can refer you to our Welfare Benefit 
Advisor, Steven Kennedy.

There are lots of other benefits out there and 
these are summarised here in this feature.  If 
you think that you should be in receipt of one 
of these benefits but aren’t, contact us today 
on 0800 011 3447 to discuss.

PeNSIoN cRedIt 

Around four million older people are entitled 
to Pension Credit, yet 1 in 3 of those eligible is 
still not claiming Pension Credit.  

It is worth you claiming Pension Credit even 
if you are only entitled to a small amount, 
as it can help you qualify for other benefits 
also. Being in receipt of Pension Credit may 
also help you with the benefit changes ahead, 
namely Universal Credit.

People already in receipt of Pension Credit 
when Universal Credit starts will not be moved 
on to Universal Credit.  Your Pension Credit 
award will continue for as long as you are 
entitled.

Couples, where one person is of Pension 
Credit age and one is not but are already on 
Pension Credit will also remain on Pension 
Credit following the start of Universal Credit.  
However, if you are not on Pension Credit prior 
to the start of Universal Credit and then seek 
extra financial assistance you may have to 
claim Universal Credit instead, which is less 
generous.

cathy aNd JohN’S StoRy

•	 Cathy	is	58	years	old	and	John	is	69.
•	 Cathy	works	part	time	and	earns	£100	per	

week
•	 John	receives	State	Retirement	Pension	of	

£115.95 per week and a Works Pension of 
£20 per week

•	 Cathy	and	John	also	have	£9500	in	savings

Cathy and John apply for Pension Credit and to 
their surprise they are awarded just over £20 
per week Pension Credit.  

As Cathy and John were awarded Pension 
Credit now they will not be subject to claiming 
Universal Credit.  Should Cathy and John not 
apply for anything until after Universal Credit 
starts, then they possibly won’t be entitled to 
any Universal Credit.

Could you be one of the 1.5 million people 
missing out?  Contact us today on 0800 011 
3447 or phone the Pension Credit Helpline on 
0800 99 1234

woRkING tax cRedIt

You may be eligible for Working Tax Credit in 
the following circumstances:

lone parents - If you are a lone parent with 
at least one dependant child, and you are 
working 16 hours or more a week.

couples with children - Couples with at least 
one dependant child, and

•	 One	of	you	is	working	24	hours	or	more	a	
week, or 

•	 Both	of	you	are	working	a	total	of	24	hours	
or more a week, so long as one of you is 
working 16 hours or more a week, or 

•	 One	of	you	is	working	16	hours	or	more	a	
week, and the other is 'incapacitated'* in 
hospital or in prison, or 

•	 At	least	one	of	you	is	working	16	hours	or	
more a week, and either of you are entitled 
to Carers Allowance. 

 *Incapacitated means in receipt of:
•	 Incapacity	Benefit	(or	on	a	'credits	only'	

claim); or
•	 Contributory	Employment	and	Support	

Allowance for 26 weeks or more (or on a 
'credits only' claim); or 

•	 Disability	Living	Allowance;	or	
•	 Personal	Independence	Payment;	or	
•	 Armed	Forces	Independence	Payment;	or	
•	 Attendance	Allowance;	or	
•	 Severe	Disablement	Allowance;	or	
•	 Housing	Benefit	or	Council	Tax	Support	with	

a disability premium.

disabled workers - Couples, where a worker 
is classed as a 'disabled worker' and they work 
16 hours or more a week; or single people who 
are classed as a 'disabled worker', who work 16 
hours or more a week.

age 60 plus - Couples, where one is aged 60 
or over working 16 hours or more a week; or 
a single person aged 60 or over, working 16 
hours or more a week. 

others - Single people aged 25 or over, who 
are working 30 hours or more a week; or 
couples where at least one is aged 25 or over, 
and working 30 hours or more a week. 

who can qualify for childcare costs 
through tax credits?

Lone parents must work 16 hours or more a 
week to claim help with childcare costs.
Couples can only get help with childcare costs 
if the claimant and their partner both work 16 
hours or more a week.

But only one of a couple has to work 16 hours 
or more if the other is:

•	 'incapacitated'	*-	Incapacitated	means:	in	
receipt of Incapacity Benefit (or on a 'credits 
only' claim) or Contributory Employment 
and Support Allowance for 26 weeks or 
more (or on a 'credits only' claim); or 
Disability Living Allowance or Personal 
Independence Payment or Armed forces 
Independence Payment or Attendance 
Allowance; or Severe Disablement 
Allowance; or, Housing Benefit or Council 
Tax Support with a disability premium. 

•	 in	hospital	
•	 in	prison	-	serving	a	custodial	sentence	

or remanded in custody awaiting trial or 
sentence 

•	 entitled	to	Carer's	Allowance	-	even	if	

a focus on welfare benefits
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they don't get any payments because they 
receive other benefits instead. 

further details on working tax credit can be 
found on the HMrC website www.hmrc.gov.
uk/taxcredits 

To claim Tax Credits phone 0345 300 3900. 
Lines are open 8am to 8pm, Monday to friday 
and 8am to 4pm Saturday

PeRSoNal INdePeNdeNce PaymeNtS

Personal Independence Payment (PIP) helps 
with some of the extra costs caused by long-
term ill-health or a disability if you’re aged 16 
to 64. 

You could get between £21.80 and £139.75 a 
week. The rate payable depends on how your 
condition affects you, not the condition itself. 
You’ll need an assessment to work out the 
level of help you get. Your rate will be regularly 
reassessed to make sure you’re getting the 
right support.

Personal Independence Payment (PIP) is 
usually paid every 4 weeks. It’s tax free 
and you can get it whether you’re in or 
out of work.  Being in receipt of Personal 
Independence Payment can also increase the 
amount of Housing Benefit and Council Tax 
reduction that you receive.

disability living allowance for a child

Disability Living Allowance (DLA) for children 
may help with the extra costs of looking after 
a child who:

•	 is	under	16	and
•	 has	difficulties	walking	or	needs	more	

looking after than a child of the same age 
who doesn’t have a disability

The child also has to be:
•	 resident	in	the	UK
•	 the	child	needs	to	have	lived	in	the	UK	for	at	

least 2 of the last 3 years if they are over 3 
years old and

•	 not	be	subject	to	Immigration	Control

•	 a	child	under	6	months	must	have	lived	in	
Great Britain for at least 13 weeks. 

•	 a	child	aged	between	6	months	and	3	years	
must have lived in Great Britain for at least 
26 of the last 156 weeks. 

In addition to this:
•	 the	child	has	got	to	have	been	having	

difficulties for the last 3 months and its 
expected to last for at least 6 months.

•	 disability	Living	Allowance	can	be	paid	
for a child up to the age of 16.  After this, 
an application for Personal Independence 
Payment would need to be made.

As with PIP this is paid every 4 weeks and 
could also increase any entitlement you may 
have to Housing Benefit and Council Tax 
reduction.

atteNdaNce allowaNce

You can get Attendance Allowance if you’re 65 
or over and the following apply:

•	 you	have	a	physical	disability	(including	
sensory disability, such as blindness), 
a mental disability (including learning 
difficulties), or both 

•	 your	disability	is	severe	enough	for	you	to	
need help caring for yourself or someone 
to supervise you, for your own or someone 
else’s safety 

You must also: 

•	 be	in	Great	Britain	when	you	claim	-	there	
are some exceptions, e.g members and 
family members of the Armed forces

•	 have	been	in	Great	Britain	for	at	least	2	of	
the last 3 years 

•	 be	habitually	resident	in	the	UK,	Ireland,	Isle	
of Man or the Channel Islands

•	 not	be	subject	to	Immigration	Control	
(unless you’re a sponsored immigrant)

 Being awarded Attendance Allowance may 
also increase the amount of Pension Credit, 
Housing Benefit or Council Tax reduction 
that you are entitled to

caReRS allowaNce

In order to receive this you must be:-
•	 over	16
•	 spend	35	hours	plus	per	week	caring	for	

someone.  The person does not need to live 
in the same property as you.

•	 not	be	in	full	time	education
•	 earn	less	than	£110	per	week
•	 the	person	you	are	claiming	the	Carers	

Allowance for must be in receipt of either:-
•	 the	Daily	Living	Component	of	Personal	

Independence Payment
•	 the	Care	Component	of	Disability	Living	

Allowance paid at the middle or high rate
•	 attendance	Allowance
•	 armed	Forces	Independence	Payment

Being awarded Carers Allowance could affect 
other benefits or tax credits that you receive.

caReRS cRedIt

Carer’s Credit is a National Insurance credit 
that helps with gaps in your National 
Insurance record. Your State Pension is based 
on your National Insurance record.  This means 
you can take on caring responsibilities without 
affecting your ability to qualify for the State 
Pension.

Your income, savings or investments won’t 
affect eligibility for Carer’s Credit.

To get Carer’s Credit you must be:

•	 aged	16	or	over
•	 under	State	Pension	age	
•	 looking	after	one	or	more	people	for	at	least	

20 hours a week 

The person you’re looking after must get one 
of the following:

•	 disability	Living	Allowance	care	component	
at the middle or highest rate

•	 attendance	Allowance
•	 constant	Attendance	Allowance
•	 personal	Independence	Payment	-	daily	

living component, at the standard or 
enhanced rate 

•	 armed	Forces	Independence	Payment	

If the person you’re caring for doesn’t get one 
of these benefits, you may still be able to get 
Carer’s Credit.
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BAckdAtiNg oF housiNg BeNeFit 

from April 1st the rules on backdating Housing 
Benefit for those of working age have changed.  

Housing Benefit can only be backdated 
a maximum of 1 month.  It is therefore 
important that when applying for Housing 
Benefit and you would like to have it paid from 
an earlier date, you will need to make sure you 
request your backdate as soon as you apply.  

The month backdate period will be one month 
from when you hand in your request for a 
backdate and not one month from when your 
claim actually started.

for those of pensionable age, the backdate 
period will continue to be 3 months.

removAL oF A FAmiLy Premium iN the 
AssessmeNt oF housiNg BeNeFit

 Any new claim for Housing Benefit made from 
1st May 2016, where there is a child in the 
property will be assessed slightly differently.  
At the moment for every Housing Benefit 
claim where there is a child in the property, 
a family Premium of £17.45 is used in the 
assessment.

uNiversAL credit

Changes to Universal Credit started in April 
2016.  Currently anyone on Universal Credit 
has the first £111 of their monthly earnings 
disregarded in their calculation of Universal 
Credit.  from April, this will no longer be the 
case.  This will therefore decrease the amount 
of Universal Credit a person will receive when 
they are in work.

If you are currently in receipt of Universal 
Credit and are working, then you will start to 
see a change in your Universal Credit from 
your May payment.

At present it is still only single people who 
become new jobseekers that can claim 
Universal Credit in Dumfries and Galloway.

Are you in receipt of Universal Credit and have 
your circumstances changed? - It is important 
that if your circumstances change in any way, 
you must report it to Universal Credit.  You can 
do this by phoning them on 0345 600 0723.

It is important that you tell them of all 
changes as soon as they happen, otherwise 
you may end up being paid too much 
Universal Credit and they will look to take this 
back.

You should ensure that you definitely advise 
them of any changes to your rent charge, 
when you start or stop work, any changes in 
your income (increases and decreases) and if 
anyone moves in our out of your property.

PeNsioN credit chANges

People who reach the State Pension age on or 
after April 2016 will not be eligible to make a 
new claim for the savings element of Pension 
Credit.

who wIll be able to make a claIm FoR 
SavINGS PeNSIoN cRedIt FRom 6th 
aPRIl 2016?

A single person who has reached State Pension 
age on or before 6 April 2016 will continue to 
have access to the Savings element of Pension 
Credit and can claim at any time in the future.

for couples, both people must have reached 
State Pension age before 6 April 2016 in order 
to be able to make a new claim for the Savings 
Pension Credit.

If a couple and only one of you has reached 
State Pension age then you will not be able to 
make a new claim for Savings Pension Credit 
on or after 6 April 2016.

If you already have an existing entitlement 
to Savings Pension Credit before 6 April 2016 
they you will continue to receive this until 
your award comes to an end.

chANges to PeNsioN credit Assessed 
iNcome Periods

There will be no more Assessed Income 
Periods from 6 April 2016.  Assessed Income 
Periods were a period during which those 
in receipt of Pension Credit did not need to 
report any changes in their pensions, savings 
or investments and their entitlement would 
only be reassessed once the Assessed Income 
Period had ended. 

It is believed that many of the Assessed 
Income Periods currently in place will be ended 
earlier. The Pension Service should notify you 
of any changes to your award.

This means that those currently in receipt 
of Pension Credit will be expected to report 
all changes in their circumstances that could 
affect their entitlement to Pension Credit 
straight away. 
  

changes to housing benefit
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DGHP always wants to deliver the best 
possible service to you, our tenants, at all 
times - and repeatedly you tell us that the 
repairs service is hugely important to you. 

We believe that our repairs service is good 
but we always want to improve.

As you may have read in an earlier edition 
of Open Door we have now introduced a 
dedicated Customer resolutions Co-
ordinator to deal with any situations that 
arise.

Gemma Green has been in the role for a 
while now and tenants often tell us they 
think it’s made a huge difference – in 
particular in relation to communication 
and appointment issues. Being able to 
speak to a dedicated person when they 
have issues around repairs means so much 
to people.

Since the start of the year a total of 100 
cases have been dealt with and closed 
down. 

A breakdown of the content of those cases 

Gemma said: “Issues around 
communication, whether that’s lack of 
communication or problems with text 
messages, is still the biggest problem I see. 

“Being able to deal with the issues as soon 
as they arise when people contact me 
seems to be really making a difference. It 
allows me to deal with things first hand 

and hear from our tenants and others 
what’s actually happened to allow me to 
resolve the issues.

Gemma explains here some examples of 
more recent issues and her role in resolving 
the matters that came from them.

caSe 1 – an issue arose when a tenant 
had an inspection appointment made 
but no-one attended. It turned out the 
operative had been off sick but the tenant 
hadn’t been advised. Gemma was able to 
put steps in place to get the work carried 
out as soon as possible at the tenants 
convenience.

caSe 2 – a window renewal had been 
outstanding for some months and it 
turned out the wrong size had been 
ordered but there was an open-ended 
date for the arrival of the correct size. By 
Gemma getting involved it saved a lot of 
going back and forward for our tenant. An 
appointment had been made and not kept 
as it wasn’t ever booked in. Gemma was 
able to re-arrange other jobs and ensure 
this one was carried out as soon as possible 
due to the mis-communication. The tenant, 
although unhappy at the beginning, was 
delighted with the end result.

caSe 3 – a tenant in Dumfries had been 
unhappy when she called to check what 
was happening with her roof repair. A 
tradesman had attended at the end of 
December and nobody had been back and 
the roof was still leaking. On inspection 
Gemma discovered that the job had been 
closed in error so the return visit had been 
missed. 

If you do have any issues specifically 
relating to repairs, and would like to 
speak to Gemma, please contact DGHP’s 
Customer Service Centre as normal on 
freephone 0800 011 3447 or by emailing 
customerservice@dghp.org.uk 

coMpliMents received 
As well as dealing with complaints in relation to 
repairs there are often some nice compliments 
that are received by the team. 

Here is a snapshot of some from the last few 
months in relation to repairs matters – 

Mr forsyth from the Lochans called in to thank 
Morgan Sindall plumber Danny Walker. Mr forsyth 
said Danny was very pleasant and helpful and he 
“wishes everyone was like that”

Mrs Joyce, of Dumfries, called to say that 
she wanted to pass on her thanks to DGHP’s 
contractor for works carried out to her home – she 
said: “I want to thank everyone for their help.”

Mrs Coupland, of Lochmaben, called in to thank 
everyone for their help in getting her heating back 
up and running in her home. She said: “A credit to 
the young gentleman from Saltire, especially when 
it is so cold.”

Mr Hillyard, a DGHP tenant from Moffat, called 
in to our Customer Service Centre to say “Thank 
you for the super job done by MSPS on fixing my 
shower. The contractor was quick, polite and there 
was no mess left.”

Mrs Kerr, of Moffat, wanted to say a big thank you 
to the plumber who attended her property – Tony 
Lamont. She said: “He did a great job and arrived 
when he said he would. I was very happy. Thank 
you.”

Over in Annan Mr Davies called in to initially 
report that operatives from Morgan Sindall hadn’t 
turned up for an appointment. rachel Blackwood, 
from DGHP’s Customer Service Centre contacted 
Morgan Sindall and was able to sort out the 
matter. Within an hour the operatives from Morgan 
Sindall attended and the job was completed. Mr 
Davies called back in to say he was very grateful 
and thanked rachel for resolving the problem.

In Kirkcudbright a lady called in to thank our 
Technical Inspector Ian Simpson very much. Ian, 
and our grounds maintenance contractor, felled a 
tree in Castledykes road recently that had been 
giving some cause for concern. The lady who called 
in didn’t leave her name but said: “Thank you so 
much for all your help, please pass it on to Mr 
Simpson. It is very much appreciated.”

In Glenluce, one lady wanted to say thank you 
recently following some work she had done to 
the bathroom in her property. Our tenant said: “I 
wanted to thank Danny Walker for the very nice 
job he did in our property. He was very polite and 
very clean and as my husband has Alzheimers and 
Parkinsons disease Danny made all the difference. 
The work has made things a lot easier for us.”

If you do have any issues or compliments 
specifically relating to repairs, and would like to 
speak to Gemma, please contact DGHP’s Customer 
Service Centre as normal on freephone 0800 011 
3447 or by emailing customerservice@dghp.org.uk 

custoMer resolutions co-ordinator – 
soMe findings

RelatING to aNd ISSueS lay 
wIth…

NumbeR 
oF caSeS

Morgan Sindall Property Services 
(MSPS)

54

Land Engineering 1

Saltire 15

DGHP 19

Nobody at fault 10

Both DGHP & MSPS 1

bReakdowN oF cauSe:

Communication - various 31

Quality of work 7

Nobody at fault 10

Sub-contractors 12

Other (void, wrong priority, 
scheduling, investment)

39

Escalated to a formal complaint 1

aRea No. oF 
comPlaINtS

Central 52

East 21

Stewartry 12

West 15
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facebook update
Late last year DGHP launched its’ own facebook page.  We don’t want our readers who don’t have access to facebook to miss out on the updates 
we post there so we take a look back at the last few months online.

November 2015: Our Supporting People team received another 
fantastic report from the Care Inspectorate – well done to all of them! 

January 2016: We were joined by the federation of Tenants and 
residents Associations who gave us some fantastic guidance and 
feedback on various issues – including our priorities for the year ahead, 
the rent increase and a review of some DGHP leaflets

December 2015: Our Nith Street office in Dumfries was battered by 
Storm frank, resulting in a huge clean-up over New Year. Cleared out, 
cleaned up and back to normal for business as usual for reopening in 2016

January 2016: Lucky George Sawden was our 1,000 facebook fan and 
picked up this great James Martin food processor as his prize! 

April 2016: The sun was shining in Dumfries and was a truly beautiful 
day to admire how quickly works are progressing on 74 homes in 
Lochside, Dumfries.

Members of Gretna Tenants and residents 
Association (TArA) raised money for a local cause 
recently.

The members – made up of tenants and residents 
from Gretna - held a coffee morning and raised a 
total of £200 – and everyone agreed they wanted 
the money to go to the local Macmillan nurses.

Members handed over the cheque recently to the 
local centre at Dumfries and Galloway Infirmary. 

gretna tara donate to local cause

Pictured here, from left to 
right, are: Mary Muir, Chair of 
Gretna TArA; Keith rhodes, 
Vice Chair of Gretna TArA; 
Claire Drummond, manager of 
the local Macmillan Centre at 
Dumfries and Galloway royal 
Infirmary; Catherine McAlpine, 
treasurer of Gretna TArA and 
Mary McCartney, secretary of 
Gretna TArA.
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A Tenants and residents Association, or TArA, 
is a group of people living in a specific area 
who come together to provide one voice for 
local people.

Groups are usually a mixture of tenants from 
local housing associations, home owners 
and other residents. They can form for lots 
of different reasons, many start because a 
specific issues needs addressed where they 
live. 

TArA groups can do loads of different things 
to improve the area they live in. They can 
develop services for communities or provide 
additional facilities for people who live in their 
area. They can also hold events and ask for 
views and feedback to bring positive changes 
to their neighbourhood in their role as a 
collective voice.

If you’ve read the story about Cresswell TArA 
above and think a Tenants and

residents Association is missing from your 
community, let us know. 

We can help you get set up and started 
with the help of our expert staff. for more 
information and assistance to get started, 
call 0800 011 3447 and ask for Community 
Participation.

These groups are not run by DGHP, but we can 
offer support and advice in the early stages.

what is a tara?

what's happening at cresswell tara?

Since 2010, people living in Cresswell have 
come together to form a new Tenants and 
residents Association (TArA).

Chairman, Mark Shaw, said: “Cresswell is a 
really popular area of Dumfries to live. Like any 
area with lots of people in it, we needed an 
easy way for people to bring concerns forward. 
“A TArA is the perfect way to solve the 
problems and do additional good for our 
community at the same time.”

The group work with DGHP, Home Scotland, 
Dumfries and Galloway Council and Police 

Scotland to bring improvements to their 
community. Past successes include the 
resurfacing of roads in the area, installing grit 
bins for well used paths and pavements in cold 
weather and clearing up litter issues in the 
neighbourhood.

TArAs are set up to help everyone who lives 
in a specific area, but taking the first step to 
become involved can often be a daunting one. 

Miranda Cloy, who is the group’s treasurer, 
said: “I came along to my first meeting with 
reservations. But it felt like a really good 

thing that people could come and share their 
concerns, problems and ideas.

“The aim was to make Cresswell as good a 
place to live as possible. I’ve never looked 
back!”

Judy Williamson is vice-chair and raised her 
family in the Cresswell area. She said: “We 
weren’t happy with the way some things were 
in our community. It’s fantastic that there 
is a simple way for the people who live here 
to work together and with other agencies to 
make Cresswell a great place to live.”

The group have high aspirations to keep 
Cresswell a great place to live and are even 
going back in time for a special one off event 
to celebrate the rich history of the area. 

Mark added: “We’re keen to add a bit of 
variety to the usual events we hold. As well 
as our upcoming annual general meeting and 
a fundraising table top sale, we’ve got plans 
in the pipeline for an information day to help 
local people with local issues and our history 
of Cresswell day.

“Everything we do helps us to raise awareness 
of things we can help with – whether it be 
with your landlord, roads, the council, the 
police or anything else. If we can’t help, we’ll 
know who can.”

The group meet once every two months, on 
the second Wednesday of the month. Their 
next meeting is the second Wednesday in June. 
for more information, visit 
www.dgtenantsandresidents.co.uk 

Pictured after a recent TArA meeting are Judy Williamson, Cresswell 
TArA vice-chair; Mark Shaw, chairman and Miranda Cloy, treasurer

federation and tara news
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a closer look at coMplaints and service iMproveMents 

Here at DGHP we always aim to provide the 
best service to you, our customers. However, we 
know we don’t always get things right and that’s 
why we value your complaints and use them 
to improve. We want you to tell us if we get it 
wrong to allow us to put it right.

If you’d like to make a complaint you can do so 
by speaking to any member of DGHP staff who 
will take details of your complaint* and the 
outcome that you hope to achieve. 

If you use the self-service portal on DGHP’s 
website, you may have noticed complaints 
logged against your address.  These will be 
linked to calls that you have made to DGHP in 
relation to a dissatisfaction highlighted by you 
and resolved by the operator during the call.  
DGHP monitor these and recommend service 
improvements to prevent or reduce the number 
of complaints received.

If you have any questions in relation to this 
process please contact the Service Improvement 
Team on freephone 0800 011 3447.

*A complaint - as defined by the Scottish Public 
Services Ombudsman - is an expression of 
dissatisfaction.  To ensure that we capture all 
expressions of dissatisfaction we review all calls 
received to the organisation and log these as 
complaints to allow us to learn from these.

Stage 1 (front line resolution) –  is a complaint 
that can be easily resolved and requires little or 
no investigation. 

Stage 2 (investigation) –  is carried out when a 
complaint is complicated and complex in nature, 
or requires a detailed examination of processed 
and actions before we can state a position.

takING a cloSeR look

The following information highlights the number 
of complaints in each of the four areas of our 
region – from April 2015-March 2016.
 

As you can see from this the most complaints 
were received in the central area with 327; the 
lowest number came from the Stewartry with 
128.

service imProvemeNts ideNtiFied

As a result of the complaints received during 
the period, a number of service improvements 
have been identified and are being considered 

for implementation - 

•	 All	reports	received	in	relation	to	structural	
works, or surveys on the properties, should be 
attached to the documents tab on DGHP’s 
housing management system.

•	 The	decant	procedure	(when	someone	has	to	
be moved out of a property) is to be reviewed 
– this is to give consideration to a payment 
schedule for tenants who are decanted from 
their property.  Consideration should also be 
given to the testing of electrical equipment, 
cost of kennels/catteries and provisions for 
disabled tenants.

•	 As	a	result	of	complaints	received	regarding	
the factoring service provided by DGHP 
a new major works procedure is being 
developed by the factoring manager, 
company solicitor and service improvement 
manager.  further to this the ‘Written 
Statement of Services’ that is currently 
provided by DGHP to all owners is being 
reviewed to ensure that it complies with the 
Code of Conduct for factors.

•	 New	guidance	has	been	issued	to	staff	in	
relation to how to deal with lock changes at 
DGHP properties.  This was in relation to two 
complaints being received following forced 
entries being carried out at properties when 
the tenant was not present.  Safeguards have 
now been put in place and have been rolled 
out to the relevant staff to prevent this from 
happening in the future.

•	 Work	continues	with	the	approved	
contractors’ process and this is almost 
complete.  following an anonymous 
complaint a full review of the approved 
contractors list was carried out and new 
measures have been developed to ensure 
that when staff need to use an approved 
contractor that the process is fair and 
transparent.

•	 The	procedure	for	rechargeable	repairs	is	
to be reviewed, some small changes have 
already been made and this should see the 
number of complaints in relation to this 
reduce.  

scottish PuBLic services 
omBudsmAN (sPso)

If a customer remains dissatisfied after 
exhausting DGHP’s Complaints Handling 
Procedure they can request a further review 
from the office of the Scottish Public Services 
Ombudsman (SPSO).

During the reporting period the SPSO requested 
information on four cases.  After receiving the 
information they decided -

case 1: A customer was unhappy with a charge 
that had been applied to their account.  The 
SPSO did not investigate this case as they could 

see from the evidence provided that the process 
had been followed.

case 2: A customer felt that DGHP had 
unreasonably delayed carrying out repairs 
to their kitchen and that they had failed to 
properly repair their bedroom.  The SPSO did 
not uphold these complaints and no action was 
required from DGHP.

case 3: A customer was unhappy that they 
had been charged for repairs after terminating 
their tenancy –  information has been provided 
to the SPSO, however, the decision was not 
received in the reporting period.

If you have any questions in relation to DGHP’s 
complaints process, or if you’d like to speak to 
us about an issue, please contact the Service 
Improvement Team on freephone 0800 011 3447. 

Area
Number of 
complaints

Central 327

East 201

Stewartry 128

West 155

Total: 811

comPLAiNt AreA No. oF 
comPLAiNts 

DGHP-Common Housing 
register 

14

DGHP-Corporate 9
DGHP-Customer Service Centre 19
DGHP-finance 6
DGHP-Housing Management 
Allocations

24

DGHP-Housing Management-
Antisocial behaviour

13

DGHP-Housing Management-
Estate Management

53

DGHP-Housing Management-
Income Management

8

DGHP-Housing Management-
Supporting People

3

DGHP-Investment-factoring 13
DGHP-Investment-Planned works 23

DGHP-Investment-
regeneration

15

DGHP-Morgan Sindall Property 
Services-Customer 
Service Centre

171

DGHP-recharge invoice-repairs 85
DGHP-repairs and Maintenance 166
Land Engineering-repairs and 
Maintenance

27

Morgan Sindall Property 
Services-repairs 
and Maintenance

101

Saltire-Air Source 1
Saltire-repairs and Maintenance 60

The following table highlights the 
department sections and the number of 
complaints received. These can be for a 
variety of reasons, including communication 
issues, staff attitude, standard of works, 
appointment issues and time taken etc.
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Staff at DGHP have recently been 
supporting the Marie Curie Daffodil 
Appeal. 

In support of the cause staff, from across 
the region, donated to wear yellow to 
work on a day in March.

Staff across the offices raised more than 
£200 for the appeal.

George Dickson, Marie Curie Community 
fundraiser for the region, said: “Thank you 
very much to everyone at DGHP for your 
workplace fundraising to support our 
Great Daffodil Appeal 2016.

All of the monies raised by staff will go 
to Marie Cure, who support people living 
with a terminal illness, and their families. 

dghp staff raise funds for Marie curie daffodil appeal

Pictured here are some of the staff 
taking part in the fundraising for the 
charity.

You could soon be part of a 
team shaping the future of 
DGHP as elections to recruit 
independent and tenant Board 
members take place in the next 
few months.

Every year, the two longest 
serving independent and 
tenant board members stand 
down and elections are held. 
This year, we also have an 
additional opening for a tenant 
board member to join us.

Joining DGHP’s Board is a 
fantastic opportunity to have 
your say at the very top of 
our organisation – and play 
an important part in major 
decision making. It’s open to 
anyone – whether you are a 
tenant or not – as long as you 
are passionate about creating 
great places to live and 
providing excellent customer 
service, there is a potential role 
for you to play.

When you join our Board, we 
will:

•	 Give	you	all	the	support	
and help you need, every 
step of the way

•	 ‘Buddy’	you	up	with	
another Board member for 
the first few months as you 
settle in

•	 Cover	your	expenses	
and any childcare costs 
(if required during your 
attendance at Board 
meetings)

Applications will be invited 
from the end of the month – 
we would encourage anyone 
who is interested in the future 
of housing in Dumfries and 
Galloway to apply. 

In the meantime, if you’d 
like to find out more about 
becoming a member of our 
Board, please call us on 0800 
011 3447 and ask for Brian 
Scott.

would you like to becoMe 
a board MeMber of dghp?

We were delighted to be re-accredited 
with the Institute of Customer Service 
(ICS) this month as one of around 30 
approved centres in the entire UK.

DGHP has been a member of  the 
ICS and delivering ICS qualifications 
to our staff in-house for more than 
eight years. ICS members include 
a whole host of household names 
including Volkswagen, BT, Sky, Scottish 
Water, Primark and Macmillan Cancer 
Support. As well as being able to 
deliver ICS approved training, DGHP 
can assess and award qualifications 
with independence of the Institute.

Hugh Carr, Director of finance, 
Hr and IT at DGHP said: “DGHP is 
passionate about delivering excellent 
customer service and this re-
accreditation is fantastic recognition 
that the Institute of Customer Service 
agrees that we are making sure our 
staff are trained to their standard.”

Shirley McNabney, from the institute, 
said: “DGHP is committed to making 
sure their staff are well trained and 

fully able to deliver a great quality 
of service to their customers. Not 
only by being an approved centre 
for training but the corporate 
membership means that customer 
service is engrained across the 
business.”

Maintaining excellent custoMer 
service standards at dghp

Michael Shrimpton, DGHP Hr Advisor; 
Lindsey roan, DGHP Hr Admin Assistant; 
James Shirazi, Director of Investment 
and regeneration;  Hugh Carr, Director 
of finance, Hr and IT; rae McHardy, 
Senior Hr/Training Officer and Shirley 
McNabney, from ICS
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what haPPeNS wheN we Go to couRt 
aSkING FoR aN aSbo?

This month’s focus on antisocial behaviour 
takes a look in a bit more detail about what 
happens when we go to court to ask the 
sheriff to grant an Antisocial Behaviour Order 
(ASBO) against someone.

The process starts with DGHP’s solicitor 
preparing a document called a writ. This is 
a long document that starts by asking the 
sheriff to grant an ASBO – to seek to prevent 
someone from doing certain things and gives 
the reasons behind why we are asking. 

All incidents that have been reported to DGHP 
or the police need to be recorded in the writ. 
We then have to go on to evidence the effect 
that the persons behaviour has had on the 
community.

This is generally done by getting statements 
from victims telling us how they have suffered 
as a result of the offenders’ behaviour. 

Sometimes people don’t want to come 
forward because they are either afraid or 
they don’t want the person to realise what an 
impact they have had on their lives. In these 
cases we anonymise the victim statements or 
we get our antisocial behaviour team to speak 
on their behalf. 

The document is then lodged with the court 
and a copy served on the offender.

A court hearing will follow, usually a week 
after the papers are lodged. This allows the 
sheriff to see if the offender is going to 
challenge the case and to find out if there 
is enough information to allow the granting 

of a temporary order – this gives immediate 
protection to victims whilst the court process 
is underway.

Temporary orders can often be in place for 
around three months to monitor the defenders 
behaviour.

When everything is complete there will be 
a final court hearing, where the sheriff will 
decide what happens next.

Depending on whether or not the offender 
is challenging the case, DGHP may have to 
lead witnesses to prove what is in the initial 
documents.

DGHP’s solicitor, Christopher Watt, added: 
“When you tell people that  they are going 
to court to give evidence they get quite 
apprehensive about it. TV programmes often 
show lawyers screaming at witnesses and 
banging their hands on desks. 

“fortunately, this doesn’t happen in real 
life and the process of giving evidence is 
straightforward. As long as people tell the 
truth then there is no problem.”  

Once all the evidence is presented, the sheriff 
will make a final decision about whether 
an ASBO should be granted. The sheriff 
will consider certain things as set down in 
legislation, for example -

•	 He	must	check	that	the	individual	is	over	
the age of 12; 

•	 He	must	check	that	they	have	committed	
actual acts of antisocial behaviour and not 
just domestic noise disturbances; 

•	 And	he	must	check	that	the	order	is	
necessary to protect the victims from 
further alarm and distress.

Once the order is granted it is then served on 
the police and on the offender so that they 
know what they must not do in the future. 

If the offender breaches this, the police can 
arrest them and keep them in custody until 
they go back before the sheriff to face criminal 
charges. 

Getting an ASBO is a serious matter - and it 
can ultimately lead to a prison sentence and 
eviction from your home. 

DGHP never applies for these things lightly 
and always ensures that people have been 
given the chance to mend their ways prior 
to going to court. Currently we have three 
temporary orders and six full ASBO’s in force, 
which are protecting tenants from problem 
neighbours. 

if you are experiencing any antisocial 
behaviour then you must report it to us. 
Please call dghP’s customer service centre 
on Freephone 0800 011 3447 to discuss 
your concerns with someone. 

focus on antisocial behaviour
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housing choir for charity

Garden Competition
It’s that time of year again when we are on the 
lookout for DGHP’s budding gardeners for our 
annual competition.

Do you know of a nice DGHP garden in your 
neighbourhood? Or do you perhaps enjoy 
making your own garden picture perfect?

If so we are looking for you to either enter 
someone’s garden into the competition or 
enter your own.

We know that many of our tenants take great 
pride in making their garden look nice all year 
round, no matter how large or small – and this 
is a chance to show off what you do.
The competition is open to all DGHP tenants 
and a trophy and some garden vouchers will 
be awarded to the winners. There will be 
two categories – best garden and best plot/
allotment.

All entries received will be photographed 

and judged by an independent judge and the 
winners publicised in a future edition of Open 
Door as well as on our website at 
www.dghp.org.uk and on our facebook page.

The closing date for entries is friday 5 August 
2016.

So to make sure you don’t miss out, complete 
the entry form here. You can return this form 
to us at -

Garden Competition, Community Participation 
Team, DGHP, freepost NAT3109
Dumfries, DG1 4Br (No stamp needed)

Alternatively you can email us your entry to us 
at DGHP along with the details to:

customerservice@dghp.org.uk 
clearly marking your email Community 
Participation Garden Competition

Name ..............................................................................

Address of garden being entered ...........................

..........................................................................................

..........................................................................................

..........................................................................................

Telephone ......................................................................

Email ...............................................................................

Cut out and send to the address above

dghp garden competItIon 
entry Form

DGHP, and partners Home4D&G, are again entering the Choir for 
Charity fundraiser, after they won the overall title last year.

This is the third year the choir have taken part in the event, which is 
held at the Easterbrook Hall in Dumfries in October. 

Everyone who took part last year had a great time and were delighted 
when they won.

Christopher Watt, the musical director and DGHP’s company solicitor, 
said: “It was brilliant when everyone’s hard work came together and 
delivered the winning performance. As this was our second year 
in the competition we knew that the standard would be high, but 
Homes4D&G rose to the challenge brilliantly!” 

Overall, the competition raised in excess of £20,000 for local charities. 
recently members of the choir were able to present their share of the 
winnings with their chosen charity and are pictured delivering a cheque 
for £3000 to Welfare rights.

This year, as the show is taking place close to remembrance Sunday, the 
choir have decided to perform songs linked to that theme, marking the 
first World War, right up to modern day conflict. 

Christopher added: “What could be more appropriate than marking this 
important day through music. There won’t be a dry eye in the entire 
auditorium.” 

Everyone here at DGHP wishes them all the very best of luck for the 
show later in the year.

Members of the choir handing over their cheque

do you uSe ouR SelF-SeRvIce PoRtal? 
would you like to see more services available at your fingertips? need help getting online? 

we waNt to heaR FRom you. 
look out for our upcoming digital survey on our website, Facebook and twitter pages soon.
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please send us your answers on this form in an envelope, or on the back of a postcard, to:  open 
door competition, dumfries and galloway housing partnership, Freepost nat3109, dumfries, 
dg1 4br. return your form to us by Friday July 1st.  we will contact the winners after this date to 
arrange to hand over the vouchers. the winners may be required to have a photograph taken for a 
future edition of open door.

➊

➋

➌

➍

➎

Name

Address   

    Postcode

telephone

eNtRy FoRm

Answer the following 5 simple questions and 
send your entries to us by friday July 1st to be 
in with the chance to win a voucher worth up 
to £40. first prize will win £40, second prize will 
win £25 and third prize will win £10.
All the answers are within articles in this edition 
of Open Door.

coMpetition - win soMe vouchers

all the answers are within articles in this edition of open door.

QueStIoNS -

➊	 DGHP raises awareness in this edition of the importance of _______ 
in relation to fire in your property?

➋	 DGHP now has its’ own Welfare Benefits Advisor to help tenants. Tell 
us one thing he can help you with?

➌	 There’s an article in this edition about tenants into Board 
membership.  Tell us one thing we will do to support you if you join 
our Board.

➍	 In our rent first article inside can you tell us what is “rent first”?

➎	 Our staff have been receiving training on dementia recently. How 
will you know if a member of staff has received this training?

win!

Our autumn/winter Open Door 
competition winners have been 
announced. 

Elaine Hare, from Dumfries, 
picked up first prize of £40 worth 
of shopping vouchers. Elaine 
said: “What a great surprise. I’m 
delighted to have won – I can’t wait 
to enter the next competition!”

Second prize winner, Joyce Candlish 
from Sanquhar, received £25 in 
vouchers and Alllana Henderson, 
from Moffat, bagged the £10 third 
prize.

The correct answers from the last 
edition were as follows:

1.  rent first was introduced as a reinforcement on the 
responsibility on tenants and the importance of rent being paid. 
It was also to make all of our tenants aware of the extensive help 
and support we can offer.

2. 220 tenants attended DGHP’s tenant conference this year – 
along with 25 housing applicants for the first time

3. DGHP joined facebook in September
4. Garages can now be used for more than just your car thanks to a 

policy change
5. DGHP’s vice chairman is robert Higgins

coMpetition winners

iF you PreFer to coNtAct us viA 
emAiL you cAN do so At

customerservice@dghp.org.uk

Elaine Hare was the lucky winner 
of the vouchers in the autumn 
edition
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alternative forMats 
This publication is also available on tape,  
in Braille, large print and community languages. 

For information contact DGHP’s Customer Service Centre 
on:

0345 606 3447

frEEPHONE 0800 011 3447

EMAIL customerservice@dghp.org.uk

for further inforMation, please contact:
dghP customer service centre 
Grierson House, The Crichton,  
Bankend Road, Dumfries DG1 4ZS 
0800 011 3447 (freephone) 
0345 606 3447 
email us: customerservice@dghp.org.uk   
or visit our website: www.dghp.org.uk

This material is environmentally friendly from FSC sources 
A registered Scottish Charity - SC039896

This publication is available on tape, in Braille, large print and community languages. For 
more information contact DGHP’s Customer Service Centre on Freephone 0800 011 
3447, email customerservice@dghp.org.uk or visit the website at www.dghp.org.uk  
 
CANTONESE  
 

 DGHP  0800 011 3447 
customerservice@dghp.org.uk 

POLISH 

Niniejsza publikacja jest dost pna w formie nagrania magnetofonowego, w alfabecie 
Braille’a, w formacie du ym drukiem oraz w ró nych wersjach j zykowych. Aby 
uzyska  dalsze informacje, prosimy o kontakt z centrum obs ugi klienta DGHP pod 
numerem telefonu 0800 011 3447 lub adresem e-mail: customerservice@dghp.org.uk 
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URDU 

                  DGHP   
        customerservice@dghp.org.uk     

 


