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TENANTS VOTE IN SUPPORT 
OF PARTNERSHIP

DGHP tenants have overwhelmingly 
supported the partnership with 
Wheatley Group following the recent 
ballot which closed in November.

We wrote to you last month to let you 
know the full result of the ballot – which 
saw 8,885 tenants vote.

Of those who voted, 95.5% voted in 
favour of DGHP joining the Wheatley 
Group. 

The incredible support for the partnership 

has been really encouraging, for what 
has been the most important decision 
that DGHP has taken since it was formed 
in 2003.

As we told you in communications 
throughout the last few months the 
partnership will bring improved services, 
additional investment, affordable rents 
and more jobs. 

Tenants will very soon begin to see the 
benefits of the partnership, including 
lower rent increases, greater investment 

in homes, a new in-house repairs service 
and many training and apprentice 
opportunities for Dumfries and Galloway.

We have more information inside 
this Open Door newsletter on the 
investment, the new repairs service as 
well as plans for a handy-man service.

A little more about Wheatley Group...

Wheatley    is    widely    recognised    as    
Scotland’s  leading  housing,  care  and  
property-management     group     and     
currently   has   six   Registered   Social   
Landlords  (RSLs)  –  Glasgow  Housing  
Association,  Dunedin  Canmore,  Cube,  
West    Lothian    Housing    Partnership,    
Loretto  and  Barony  –  all,  like  DGHP,  
are  regulated  by  the  Scottish  Housing  
Regulator. 

Wheatley    Group    doesn’t    own    any    
homes   -   each   RSL   both   owns   and   
manages the properties. They are firmly 
rooted    in    their    local    communities    
and   focused   on   delivering   excellent   
customer  services  –  with  an  emphasis  
on local needs. DGHP, like   the   other   
landlords   in   Wheatley, will keep 
its brand, Board and governance   
arrangements   and   will continue  to  be  
your  landlord.  However, through the    
partnership we will be  able  to  keep  
rents  more  affordable  and  deliver  all  
the  benefits  described above.
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Merry Christmas! 
and a Happy New Year 
to all of our readers
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STRIP LIGHTING IN KITCHENS
We know from speaking 
with tenants, and through 
feedback gathered through 
our tenant satisfaction 
surveys, that DGHP’s Repairs 
and Maintenance service is 
of upmost importance to 
our tenants. 

While we believe the repairs 
service is good, we are 
always striving to make it 
better. As such, members 
of the Tenant Scrutiny Panel 
have taken a closer look at 
various aspects of this service 
to see where and how we 
can make our offering even 
better including taking a 

look at ‘who pays for what’ when it comes to repairs (see more on the group 
below).

Following their review, they recommended a change to our repairs policy 
to make strip lights part of the kitchen fixtures of a property - as such, it 
would be DGHP’s responsibility to obtain and fit new fluorescent tubes and 
starters when required.  Previously this was a ‘rechargeable’ repair meaning 
we could carry out the work but the tenant would be billed for the work.

Following Board approval of their recommendations, DGHP will now be 
replacing all parts within kitchen strip lights as part of the repairs service. 

Many other exciting changes are planned for our Repairs service – you can 
read more about these elsewhere in this Open Door and we will provide 
updates on all of these in future issues. 

More on the Tenant Scrutiny Panel…

The panel consists of tenants from across the region with the aim to carry 
out a formal and transparent assessment of housing services and functions 
and make recommendations as a result of their findings with the aim of 
improving performance and tenant satisfaction. 

The panel take an independent view of the function under scrutiny and 
report to DGHP’s Board of Management on both positive and negative 
aspects of their findings.

If you would like to find out more about the work of the Scrutiny Panel, please 
contact Debbie Smith at debbie.smith@dghp.org.uk or call Freephone 0800 
011 3447.

In the last several editions of Open 
Door, we have highlighted changes to 
legislation leading to major changes to 
your rights affecting successions, joint 
tenancies, assignations and sublets/
lodgers. 

These changes came into effect on 
November 1 (2019). 

What does it mean for me?

• You (the tenant) need to have lived 
in the property for 12 months with 
this information recorded in DGHP’s 
household details before you can 
apply to add a joint tenant to your 
tenancy – or to assign your tenancy 
to someone else.

• In all cases – except lodgers – the 
property must have been applicant’s 
main and principal home for 12 
months prior to applying.

• Anyone you wish to add as a joint 
tenant or assign your tenancy to 
must have also lived at the property 
as their main home for at least 12 
months. (Similar rules apply for 
succession rights.)

This 12-month ‘qualifying period’ cannot 
start until we have been notified. DGHP 
cannot backdate any information so 
you must let us know of any changes as 
soon as they happen. 

To ensure that your tenancy rights 
are protected it is very important 
to ensure that you advise us of any 
changes to your household.

This includes telling us about:

• Anyone who has previously moved 
in with you who you haven’t already 
told us.

• Anyone moves into or out of your 
home in the future at the time they 
do so.

If you are unsure about whether you 
have informed DGHP about changes 
to your household, please let us know 
now by calling us on 0800 011 3447.

CHANGES TO YOUR TENANCY RIGHTS  

FREEDOM OF 
INFORMATION IS HERE
Changes to the way you can access 
information – and how DGHP must respond 
– have recently come into effect as Residential 
Social Landlords (RSLs) became subject to the 
Freedom of Information (Scotland) Act 2002 
in November.  

What does this mean for me? 

RSLs, such as DGHP, are now subject to 
Freedom of Information (FoI) requests. This 
means DGHP will have three main duties 
under the act: 

1.  A duty to respond to requests within 20 
working days; 

2. A duty to publish the information about 
services we provide, facts that inform 
our decision-making and reasons for the 
decisions we take; and 

3.  A duty to provide advice and assistance. 

DGHP has been busy preparing for this 
change over the last few months establishing 
an action plan to ensure we can respond to 
the requirements of the legislation. More 
information on FoI – including advice on how 
to make an FoI request, a publication scheme 
containing a guide to the information 
that we publish, and more information on 
Environmental Information Requests (EIRs) 
are all available on our website at 
www.dghp.org.uk/freedom-of-information/. 

Tell me more......

If you would like more information on this, 
or if you have questions or concerns, please 
contact us on 0800 011 3447 
or email foi@dghp.org.uk.
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A multi-million improvement programme for DGHP properties 
will take place over the next five years – as part of planned 
investment works.

Over the next five years DGHP tenants will benefit from 
new heating systems, roofs, windows, doors, kitchens and 
bathrooms as part of the £52 million improvement programme.

In total, over the next 30 years, a massive £282 million will be 
spent on DGHP properties – this works out at around £27,500 
for each home.

We told you recently in Open Door that we were carrying out a 
Stock Condition Survey (SCS) and we’ve completed surveys on 
84% of our properties (8,500 homes). Savills UK carried out the 
work and we are currently working through the results, which 
will help us identify the priorities where investment work is 
required and in what timescale.

The survey gives DGHP an 
independent assessment 
of which properties meet 
the Scottish Housing 
Quality Standards (SHQS) 
as well as the Energy 
Efficiency Standards 
for Social Housing 
(EESSH) and tells us 
what work is required. 
These standards are set 
by Scottish Government 

and all of our homes must meet this.

Over the next five years DGHP will programme spend up to 
£15million on windows and doors and £12.75m on kitchens. 
Many kitchens are coming to the end of their 20-year cycle 
since stock transfer. In addition, £8.5million will be spent 
on new heating systems and £4.5million on roofs. We are 
confident this will make a huge difference to your homes.

Additional works as a result of the Wheatley partnership

In addition to all of this, an extra £125million of investment 
has also been identified  as part of the proposed partnership 
with Wheatley Group. This will enable DGHP to accelerate 
investment works, in particular improving homes, making 
them modern, warmer and more energy-efficient. 

It will also  allow us to build 1000 new homes for social rent, 
including bungalows, by 2025; it will allow improvement 

works to be carried out to older flats including refurbishments 
to flooring, walls, security and the appeal of the surrounding 
community. 

In addition, upgrade programmes for new internal doors, 
skirting boards, rendering, fencing and insulation – in 
consultation with tenants – will take place to deliver what’s 
important to you.

Compliance work continues

Compliance works will continue across the region to complete  
five-year electrical safety checks,  as well as upgrade and 
install additional smoke and heat detectors in our properties. 
This follows changes in legislation on fire safety which must be 
implemented by 2021. The standard now requires – 

• One smoke alarm to be installed in the room most 
frequently used for general daytime living purposes;

• One smoke alarm in every circulation space on each storey, 
such as hallways and landings;

• One heat alarm installed in every kitchen; and 

• All alarms should be ceiling mounted and interlinked.

There is also a requirement for carbon-monoxide detectors to 
be fitted where there is a carbon-fuelled appliance (such as 
boilers, fires – including open fires – heaters and stoves) and 
or a flue.

A five-year cyclical painting programme for external areas of 
properties and internals of communal areas is also planned to 
come in 2020.

Additional news

• DGHP is also currently carrying out a review of lock-up 
garage sites across the region, with a number of them 
already being recommended for demolition to turn them 
into off-street car parking. 

• Funds of around £100,000 will be made available through 
the Tenants Voice to go towards helping to improve 
neighbourhoods and homes.

• Consultation will be taking place on priorities with tenant 
groups over the next few months.

• Aids and adaptations works will continue – this will help 
improve mobility and will be in the region of £2.5million 
over the next five years. 

New build news

Planning applications 
have been approved for 
two sites in Dumfries 
and Galloway with 
work starting early next 
year. Planning has been 
approved for 32 new 
homes at Lincluden as 
well as five properties 
at Monreith.

MULTI-MILLION POUND INVESTMENT 
PLANNED FOR DGHP HOMES



Plans are progressing for bringing 
DGHP repairs service in-house. 

This will mean existing operatives (from 
our contractors Morgan Sindall and 
Saltire) will become directly employed 
by DGHP.

Along with forming the in-house team, 
money will be spent on investment on 
I.T. systems, meaning staff will be more 
equipped to bring the right materials 
to the job and be more flexible about 
the time spent in tenants’ homes to get 
the work completed.

Why is the repairs service being 
brought in-house? 

The current repairs and maintenance 
contracts were up for renewal (and had 
already been extended) and all options 
were considered for moving forward.  
Bringing the service in-house offers 
many, many benefits. 

What are the benefits of bringing the 
service in-house? 

DGHP has had a really successful 
partnership with our contractors 
Morgan Sindall and Saltire over the 
years and this has been very much 
valued by DGHP and our tenants. The 
move to bring the repair service in-
house has a number of benefits for 
everyone, which include –  

• Modernising services; 

• Staff being directly employed by 
DGHP, providing long-term job 
security for operatives and remove 
uncertainty around future contract 
arrangements;  

• Additional investment in I.T 
technology to support the services, 
including dynamic scheduling which 
will allow operatives to have more 
flexibility around the time they spend 
in tenants’ homes;

• DGHP having more control over the 
type of service being delivered – 
whilst always demonstrating value 
for money the new focus will shift to 
improving the customer experience, 
away from a requirement to make 
profit;

• Not paying VAT on labour charges, 
meaning significant savings will go 
back into the repairs service; 

• More opportunities for an increased 
number of apprentices. 

How will the new service be different? 

DGHP will bring improvements in 
scheduling work by introducing new 
technology that will allow operatives 
to receive jobs tailored to agree 
geographic via mobile devices. Stock 
of materials in the vehicles will also be 
linked electronically.

When is the repairs service due to be 
brought in-house? 

It is likely the responsive repairs service, 
currently operated by Morgan Sindall, 
will be brought in-house from April 1, 
2020. The gas servicing and heating 
contract, currently operated by Saltire 
Heating Services, will follow in June/
July 2020. 

REPAIRS SERVICE UPDATE

CHRISTMAS OPENING TIMES
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Everyone at DGHP would like to wish all our tenants and 
readers of Open Door a very Merry Christmas and a Happy 
New Year.  

We’ve included a reminder here of our opening times and 
arrangements over the Christmas period

DGHP will close on Tuesday December 24th and re-open 
at 8am on Friday January 3. During this time our telephone 
number will be available for emergencies only on 0800 011 
3447 – any calls will be transferred to our emergency repair 
staff. Please note that during this time our social media will 
not be manned. Below we have included contact method 
information for you.

How to contact us 

By phone - outwith holidays, our Customer Service Centre 
is open Monday – Friday from 8am to 7pm and can be 
reached on Freephone 0800 011 3447. You can also email to 
customerservice@dghp.org.uk.

By LiveChat – choose the option for ‘Livechat’ on the DGHP 
website (it’s located in the top right-hand corner of the page).

By social media – follow DGHP on Facebook (search 
‘teamdghp’) and Twitter (search @DGHP_hq) and send us a 
private/direct message.

New addition to DGHP’s 
Executive Management Team
Andy Ashcroft (Interim Director for 
Repairs)

Andy joined 
DGHP earlier 
this year and 
has worked in 
housing and 
repairs for over 
35 years. He 
has extensive 
experience of 

managing change, providing high 
quality services and delivering service 
improvement in top performing 
organisations. Andy describes himself 
as a ‘Think Yes’ leader and is passionate 
about delivering high quality 
personalised services for customers.

CUT-OUT AND KEEP FESTIVE OPENING HOURS  

Monday  December 23 -  normal opening times 8am-7pm 
Tuesday  December 24 -  opening times 8am-5pm
Wednesday  December 25 -  
Thursday  December 26 -   
Friday  December 27 -   
Saturday  December 28 -   
Sunday  December 29 -   
Monday  December 30 -  
Tuesday  December 31 -   
Wednesday  January 1 -  
Thursday  January 2 -   
Friday  January 3 -  normal opening times 8am-7pm

Emergencies
Only



FREEPHONE 0800 011 3447
www.dghp.org.uk

OPEN DOOR WINTER 2019 5

A new community laundry service has recently been launched 
by Aberlour Services with the support of a grant from DGHP. 

A Scottish Children’s Charity, Aberlour has supported 
communities in North West Dumfries for 10 years.  In August 
2019, Aberlour moved into part of the North West Resource 
Centre (NWRC) in Lincluden which they took over from the 
local authority, renaming it Communities2gether -Lincluden 
House. 

As part of the new service from the Lincluden House, DGHP 

funded a community laundry service to allow those living 
in Dumfries (such as disadvantaged families, lone parents 
and homeless), free access to this facility.  There is no referral 
required to use the service.

Amanda McAllister, Service Manager with  Aberlour  Intensive 
Family Support Service,  said: “We are delighted to be working 
in partnership with DGHP and, thanks to them, we have a fully 
functional laundry service with washing machines and dryers”

Aberlour’s newly refurbished community premises are open 
to all, providing a range of benefits from the communities of 
Dumfries including:

• Community laundry 

• Community clothing 

• Food support through FareShare/Community Fridges 

• Lending library 

• Bookbug sessions 

• Garden space 

• Family rooms 

• Meeting rooms

Based at NWRC, Dumfries, the centre is open Monday, 
Wednesday and Friday 9am – 5pm, Tuesday/Thursday 9am – 
7pm and Sunday 10am-2pm.

SUPPORTING A NEW COMMUNITY LAUNDRY 
SERVICE AT ABERLOUR

DGHP continues to work with partners and 
community groups to promote the Fare Share 
initiative throughout the region.

We recently attended the SHAP forum in 
Lockerbie and helped Kate’s Kitchen deliver a 
talk about expanding the service in Annandale.

Groups in Nithsdale who take part in Fare Share 
continue to be busy and use the food to support 
a variety of food projects including Lochside 
Community Association’s very successful Grub 
Club that they ran through the school holidays. 

In Upper Nithsdale a new partnership of 
Kirkconnel and Kelloholm Development 
Trust, Building Healthy Communities, Brown 
Brothers, Kelloholm Primary School and A’ the 
Airts café are looking to deliver a service from 
the Miners Memorial Hall and interviews to 
appoint a project co-ordinator/cook were held 
in November.

DGHP are happy to talk to any group who are 
interested in this initiative, please contact us 
via 0800 011 3447 and ask for the Communities 
and Communications team or email 
customerservice@dghp.org.uk. 

FARE SHARE INITIATIVE 
EXPANDS

DECK THE HALLS – FIRE SAFETY 
AT CHRISTMAS

The festive period is meant to be a time of 
celebration – family and friends coming to 
visit and extra decorations adding a touch 
of joy and sparkle around your house. 

We want to make sure you are equipped 
to make your home fire safe this winter; 
the Scottish Fire and Rescue Service 
(SFRS) has published a few top tips to 
ensure your festive plans stay safe and 
we’ve included these below.

Fairy Lights/Christmas Lights 
• Check lights are in good working order 
and replace any bulbs that may have 
blown.

• Unplug lights or other electrical Christmas decorations when you 
leave the house or go to bed.

• Bulbs can get very hot – don’t let them touch material that can scorch 
or burn easily (e.g. paper or fabrics).

• Make sure the fuse in the plug is the correct rating.

Decorations

Some decorations – especially those homemade – can be made from 
light tissue paper or cardboard which is highly flammable.  

Remember to:
• Avoid attaching these to lights/heaters.
• Not to put them immediately above or around the fireplace.
• Keep them away from candles.

Emergencies
Only
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YOU SAID AND WE ARE LISTENING

During the recent visits by DGHP staff 
regarding the proposed partnership, 
tenants gave feedback on your 
newsletter Open Door.

Some tenants mentioned that they 
would like to receive an email or online 
copy of the magazine, as it would be 
better for the environment.

We, as a tenant editorial group, will 
look in to this and keep you up-to-date 
on this – for example, we will look in to 
things like ensuring you can sign up 
online to receive a copy. However, we 
would be grateful to hear your views 
on this. Please email us as a group to 
opendoor@dghp.org.uk or write to us 
at the address below.

Also, we would like your feedback 
about what kind of articles you’d like to 

see in Open Door – in particular from 
your local areas.

If you know of any events that are 
happening in your area, please let us 
know. Open Door is only published 
three times a year – around May, 
August and December – however 
please remember that DGHP is on 
social media as well and we can pop 
information there as well throughout 
the year if you’ve got events or news 
from your area.

Please email us at opendoor@dghp.
org.uk or write to us at DGHP Open 
Door tenant editorial group, Freepost, 
NAT 3109, Dumfries, DG1 4BR

We will be entering everyone who 
sends a letter or email to us about open 
Door into a draw to win one of three 
Amazon Fire tablets.

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

Address .............................................................................................................................

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

Tel ..........................................................................................................................................

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

Comments about Open Door



A DGHP tenant is looking forward to 
benefitting from her new windows, 
installed in her home recently.  

Verity Humfryes, who lives in 
Dalbeattie, recently welcomed 
representatives of DGHP and 
contractors to celebrate being the 
1000th home to receive new windows 
through the ongoing window 
replacement programme.   

Verity said: “The new windows are 
fantastic.  They’ve made my home 
much quieter and I have already 
noticed a difference in the warmth! I’m 
looking forward to seeing a difference 
in heating over the winter months – 
and doing a bit of redecorating now 
that the windows are in!”

Verity said she would highly 
recommend anyone who receives 
notice they are due to receive new 
windows to take advantage of the 

investment works.

“The team were great. They were 
here by 8am and packed up and 
away by 12.30pm. They cleaned up 
for themselves, laid down blankets to 
protect my floors and were jolly and 
cheerful too! There was no mess and 
the process could not have been any 
better.”

The programme continues across the 
region with homes in Stranraer, Annan, 
Lockerbie, Gretna and Dumfries due 
to receive windows in the next three 
months. 

Jim Preston, DGHP’s Interim Director 
of Investment and Regeneration, said: 
“I am delighted to celebrate with our 
tenants the 1000th home that has 
had new windows installed in the past 
12 months. We are still programming 
another 1000 to complete before 
September 2020. 

“It was really good to hear from Mrs 
Humfreys about the benefits and I'd 
like to thank her for letting us into her 
home,”

Following DGHP’s recent stock 
condition survey, we are now pulling 
together a 5-year programme to 
replace the majority of windows in our 
tenants’ homes.

1000TH WINDOW MILESTONE ACHIEVED

A LETTER FROM YOUR TENANT EDITORIAL 
GROUP AND A CHANCE TO WIN

Pictured here with the prizes are 
members of the volunteer group – left to 
right – Dorothy Grant, of Dumfries; David 
Wilson, of Lochmaben; Jim Kennedy, of 
Kirkcudbright; Mary Muir, of Gretna; John 
McCraw, of Dumfries and Russell McKie, 
of Creetown.
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DGHP were in Wigtownshire for a pilot community 
gathering event, held in mid-August, in partnership with 
local stakeholders and our own Investment team. The event 
was held at the County Buildings in Wigtown. 

A small group of tenants were involved, along with the 
Communities and Communications team, in putting the 
event together.

More than 20 tenants and residents joined us on the day to 
find out what was going on in their community and raise any 
questions, concerns or views they had about their home and 
community.   

DGHP’s Investment Team answered questions about 
planned investment works for the area including the 
replacement windows programme and the ongoing Stock 
Condition Survey which ended in late September.

Tenants were also able to meet their Neighbourhood 
Manager, Technical Inspector, Tenant Liaison Officer and 
members of the Communities and Communications team.

Agencies attending included Dumfries and Galloway Council 
who brought along examples of the proposed kerbside 
recycling programme, Anglian Windows who brought 
samples of the new windows being used in the ongoing 
replacement programme, and Police Scotland who shared 
tips and advice on how to identify scams in the community 
and how to stay safe. 

Anglian Windows generously donated a prize for the event 
worth £100 which was raffled off at the end of the event – 
congratulations go to Ruth and Stuart Brown of Wigtown 
who were the lucky winners!

We are planning more of these community gatherings in the 
future working with our Investment team and local agencies 
so make sure to keep an eye open for more information on 
our website, social media and in future editions of Open Door. 

MEETING DGHP IN WIGTOWN



IMPROVING SERVICES
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.

DGHP defines a complaint as an 
expression of dissatisfaction by one or 
more members of the public about our 
action or lack of action, or about the 
standard of service provided by or on our 
behalf.

If you’d like to make a complaint you can 
do so by speaking to any member of staff, 
or by contacting our Customer Service 
Centre on Freephone 0800 011 3447, by 
email to customerservice@dghp.org.uk 
or via live chat on our website at   
www.dghp.org.uk or via our facebook 
page at www.facebook.com/teamdghp

What do we mean by a “complaint 
being upheld?”–  an explanation 

If a complaint is upheld it means that 
the customer highlighted a failure that 

could have been prevented. If a 
complaint is not upheld this means that 
although the customer is unhappy the 
correct processes were followed.  

Here are some examples -

• A customer was  unhappy with 
the time taken to issue works and 
have these carried out following an 
inspection at the property.  It was 
found that although works had been 
correctly identified at the time of the 
inspection these were not issued to 
the contractor until the customer 
contacted to find out what was 
happening.

• A customer was unhappy with 
damage caused to their property and 
their belongings by various contractors 
carrying out works on behalf of DGHP.

• A customer was unhappy with the 
time taken for contractors to source 
parts to carry out repairs.

Complaints that were not upheld

It’s important to note that not all 
complaints are upheld. Of those not 
upheld it was found that staff were

following policies and procedures. 

Examples of these are - 

• A customer was unhappy that DGHP 
are not addressing garden issues 
in the area.  On review it was found 
that the Neighbourhood Manager 
was aware of the issues and that the 
correct processes were being followed 
with the tenant.

• A customer was unhappy with the 
length of time between reporting 
a repair and being offered an 
appointment, on review it was 
found that works were completed in 
the timescales outlined within the 
contract.

Scottish Public Services Ombudsman 
(SPSO)

When a customer has exhausted 
the complaints process and remain 
dissatisfied, they can request an 
independent review by the office of 
the SPSO.  During the reporting period 
of 1st July – 29th September the SPSO 
have not made any decisions on DGHP 
cases.  This is a positive reflection of the 
investigations carried out by DGHP staff. 

Compliments

We also love to hear from you when 
we do things well too, we have found 
that customers are sharing their good 
experiences on a regular basis. Some 
recent examples of compliments we’ve 
received are – 

• A customer called to thank contractors 
and staff for their great service and 
hard work.

• Compliments have been received 
regarding the new windows.

Complaints 2019/20 Quarter 
1 April – 
July 2019

Quarter 2
July – 
29th Sept 
2019

Quarter 3
Oct- Dec

Quarter 4
Jan - 
March

Total 
2019/20

Number of complaints 
received

171 178 349

Number of complaints 
responded to in full stage 1

168 157 325

Number of complaints 
responded to in full stage 2

10 21 31

Number of stage 1 
complaints upheld/partially 
upheld

86 69 155

Number of stage 2 
complaints upheld/partially 
upheld

6 16 22
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DGHP tenants are benefitting from a new 
project aimed at saving money off fuel bills 
and making homes warmer.

As a result of funding secured by Warmworks 
Scotland from Scottish Power Energy 
Networks’ Green Economy Fund, an 
innovative battery storage project has been 
launched. This will reduce energy costs for up 
to 150 homes in Dumfries and Galloway. 

The £1.25million project, which is running for 
12 months, provides a unique opportunity to 
reduce energy bills and make homes more 
resilient in the event of a power outage.

Warmworks has partnered with DGHP to 
carry out the project. Each eligible customer 
will have a free Tesla Powerwall battery 
installed in their home and will also receive 

independent advice on tariff switching to 
make sure they are on the right tariff to save 
money. It is estimated that households may 
be able to save up to 30% off the cost of their 
electricity bills.

Jim Preston, DGHP’s Interim Director of 
Investment and Regeneration said: “The pilot 
project prioritises around 150 properties 
in Dumfries and Galloway where we have 
identified electric heating is the only option". 

"This project will demonstrate the benefit 
of this new technology in reducing fuel bills 
for our tenants.  The success of this project 
will influence the use of renewable energy 
in the future, ensuring DGHP tenants are at 
the forefront when it comes to the use of 
innovative technology in their homes.”

PROJECT AIMS TO SAVE CUSTOMERS MONEY OFF 
THEIR FUEL BILLS



COMMUNITY WORK 
UPDATE 

Lots of great community activity has taken 
place around a Dumfries initiative called ‘Nana’s 
Project’. 

The NANA’s (nature and nurture areas) are 
giving young people a chance to get their hands 
dirty and grow plants and vegetables as well as 
observe wildlife in purpose built “bug hotels”.

If you have an idea for a community project 
please get in touch with DGHP via 0800 011 
3447 or email customerservice@dghp.org.uk 
and we will happily discuss your idea. 

GARDEN COMPETITION
Once again DGHP tenants have excelled themselves 
with the standard of gardens submitted to our annual 
garden competition.

It’s a real pleasure to look at all the fabulous entries 
and it’s great that we are able to call on professional 
gardener Felix Waterhouse to take time out of his busy 
schedule to judge the entries.

Without further ado……here are the lucky winners of the 
2019 DGHP Garden Competition - 

First place goes to Mrs Armstrong, of Birtwhistle Gardens 
in Gatehouse of Fleet. The garden was described by Felix 
as: ”A garden where people meet nature”. 

Second place was a tie between Mrs Robinson at McKie 
Avenue, Dumfries and Mr & Mrs Halliday, of Osborne 
Drive, Dumfries.

Felix said, “Both of these gardens have made the most of 
their particular spaces, the fuller the garden the better 
in my opinion, and it was impossible to separate them.”

Thanks very much for all entries and we look forward to 
another bumper entry next year! 
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CHANGES TO DGHP DOOR ENTRY 
SYSTEMS TRIALLED

Recently, four blocks of flats - in 
Langholm, Dumfries, Castle Douglas 
and Stranraer - took part in a trial to 
test out a new door entry system.  

The new system is wireless and 
handset-free using landlines or 
digital devices, such as mobiles 
or tablets, to alert tenants to 
any visitors requesting access to 
the building as well as key fobs 
replacing traditional keys to control 
access to the building. 

The four trial blocks received 
the new system the first week of 
October along with new digital 
noticeboards which supports the 

new system. These boards can be updated quickly with the latest 
information from DGHP, such as details on upcoming events which 
may be of interest to those living there. 

Feedback from the trial is currently being collected by the teams and, 
if successful, a provisional plan would see new systems installed in 
blocks across the region. 

John Walker, DGHP’s Asset 
Management Officer leading 
on the project, said: “This new 
technology replaces the need for 
wall-mounted phones, embracing 
mobiles and helping to improve 
the east of access and providing 
greater security and control for 
residents.  The new screens will 
also help improve communication 
with those living in the blocks.”



Warm Home Discount Scheme  

You could get £140 off your electricity 
bill for winter 2019 to 2020 under the 
Warm Home Discount Scheme.  The 
money is not paid to you - it’s a one-
off discount on your electricity bill, 
between September and March.

You may be able to get the discount 
on your gas bill instead if your supplier 
provides you with both gas and 
electricity. Contact your supplier direct 
to find out more.

It doesn’t matter how you pay for your 
electricity or if you have a pre-pay or a 
pay as you go meter – you may still be 
eligible. There are 2 ways to qualify for 
the Warm Home Discount Scheme: 

If you get the Guarantee Credit 
element of Pension Credit 

You qualify for the discount if on 7 July 

2019 all the following applied:

• your energy supplier was part of the 
scheme; 

• your name (or your partner’s) was on 
the bill;

• you were getting the Guarantee 
Credit element of Pension Credit 
(even if you get Savings Credit as well).

You should receive a letter between 
October and December 2019 telling 
you how to get the discount if you 
qualify.  Your letter will say if you need 
to call a helpline by 28 February 2020 
to confirm your details.

Your electricity supplier will apply the 
discount to your bill by 31 March 2020.

If you’re on a low income 

You may be able to apply directly 
to your electricity supplier for help if 

you do not get the Guarantee Credit 
element of Pension Credit but:

• your energy supplier is part of the 
scheme; 

• you’re on a low income;

• you get certain means-tested benefits.

To get the discount you’ll need to stay 
with your supplier until the Warm 
Homes Discount is paid.  

Your electricity supplier decides who 
can get the discount - check with your 
supplier to see if you’re eligible and 
how to apply.  Remember to check 
with your supplier as early as possible 
as the number of discounts suppliers 
can give are limited.

Your electricity supplier will apply the 
discount to your bill by 31 March 2020.

HELP WITH KEEPING YOU WARM THIS WINTER
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LONELINESS AT CHRISTMAS
Winter is here – and as we head towards the 
festive period, the days quickly becoming 
noticeably shorter. It is easy to stay inside 
to avoid the dark nights and cold winds, 
drizzle and slippery pavements.  

If the weather turns particularly bad it is 
always a good idea to check on elderly 
or vulnerable neighbours to see if they 
are managing to stay warm, need any 
supplies (e.g. groceries) or would like a bit 
of company. 

Winter can be a particularly lonely and isolating time for anyone 
with limited contact with friends, family or neighbours as well 
as those who struggle to move about in the chillier or slippery 
conditions that the season can bring. They may find themselves 
‘trapped’ indoors as snowy roads conditions stop them driving 
or avoiding icy pavements due to the risk of slipping. 

Reaching out to our more vulnerable neighbours can make a 
big difference at this time of year.  Elderly friends and family 
may appreciate an offer of fetching the weekly shopping, an 
invitation to dinner or simply a visit throughout the winter 
months. 

If you know of neighbours or anyone with mobility or health 
issues, checking in on them on a regular basis to ensure they 
have food and other essentials at home could be lifesaving – 
and would be very much appreciated. 

The Christmas period can be very difficult for those without 
family or friends nearby, making them feel even more isolated 
and alone due to the ‘busy bustle’ of the festive season. Any 
help and kindness – even a kind word – goes a long way to 
helping to combat loneliness at this time of year.

If you have concerns about any elderly neighbour or friend, 
help is to hand.  Contact Age UK’s helpline on 0800 678 1174 
(8am – 7pm daily) or the local council on 030 3333 3000 for 
help and advice.

MAKE A MEAL, 
MAKE A DIFFERENCE
Do you enjoy cooking? Could you make one extra portion 
of dinner for an older neighbour who would appreciate 
a home-cooked meal?

Meal Makers is a local neighbourhood food-sharing 
project that connects volunteers who have a passion for 
cooking – known as ‘cooks’ – with older neighbours (over 
the age of 55) who would appreciate a home-cooked 
meal (the ‘diners’). 

Once a Cook and 
Diner have been 
matched, the Cook 
will prepare an extra 
portion/meal in their 
home and deliver 
it to the Diner at a 
time that suits them 
both. Meal share 
can be as often as 
the Cook and Diner 
would like – it might 

be weekly, fortnightly or even just now and again. 

If you think you could cook an extra portion for an older 
neighbour, sign up today online at www.mealmakers.
org.uk or call 0800 783 7770.

If you know anyone over the age of 55 who has difficulty 
cooking for themselves – or would really appreciate a bit 
of company, please email hello@mealmakers.org.uk or 
call 0800 783 7770.



The festive season is full of bright, eye-catching adverts and 
enticements designed to get us to open wallets.  

Unfortunately, it is also a time popular with fraudsters who 
are looking to take advantage of those open wallets, making 
it important to keep an eye open for those deals which are 
too good to be true. 

Counterfeit goods - Be 
wary of counterfeit items 
which can range from 
poorly made to dangerous 
(e.g. electronics that break). 
Legitimate goods will not 
vary widely in price – a price 
listed far below the retail 
price from other shops is a 
certain red flag. 

Charity scams - It’s 
commonplace at this time 
of year to hear the jingle 
of bells and see volunteers 
standing next to a collection 
box asking for donations.  
During this ‘season of giving’, 
many people do donate 
to charities they might not 
choose to support at other 
time of the year – creating a 
new opportunity for those 
looking to gain from others’ 
generosity.

To make sure your donation 

reaches a genuine charity, do: 

• Check that the charity is registered with the Charities 
Commission.

• Ask to see official charity identification if you’re at all 
uneasy – volunteers are required to carry this.

Number spoofing - This occurs when scammers ‘copy’ 
a number and make it look like the call is coming from a 
real organisation, either on caller ID or the message sender, 
including high street banks. 

Tech support scams - Often appearing with an email, pop-
up message or unexpected call about your computer, these 
scams claim something is wrong with your computer or 
internet connection which needs fixing immediately.  

I m p e r s o n a t i o n /
courier fraud - 
Scams of this nature 
have become more 
frequent as fraudsters 
impersonate officials 
from the police, 
banks, government 
agencies such as 
HMRC or utilities 
promising refunds or 

threatening legal action.  Remember that no company or 
agency will request that you send vouchers, money, personal 
or financial details to them via another individual.  

The flu jag remains the best protection 
available against this unpredictable 
virus which is so common in the winter 
months. 

Although receiving the jag won’t prevent 
you from catching the flu, it can help 
make it shorter and less severe than 
without it. 

Certain groups are recommended to 
receive the vaccination each year and 

can receive this free of charge including – 

• Those 65 and over (born on or before 
March 31, 1954), or 

• If you have certain serious long-term 
health conditions including chronic 
respiratory or heart conditions or a 
weakened immune system.

Your GP is best placed to advise further 
and can assess if the flu jab is right for 
you.

PROTECTING AGAINST FLU
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SCAMS OF CHRISTMAS PAST – WHAT TO WATCH OUT FOR
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DGHP tenants who are online can follow our social media 
channels to keep up to date with the latest news. However, 
we don’t want those of you who are not online to miss out. 

Not yet following DGHP online? If you have access to social 
media and you’d like to follow us, please visit us at:  

Facebook: www.facebook.com/teamdghp 

Twitter: www.twitter.com/DGHP_hq

AUGUST

In August we held a drop-
in community gathering in 
Wigtown and let you know 
about upcoming door-
to-door visits by our staff 
who would be speaking 
to tenants about the 
proposed partnership with 
Wheatley Group.  

SEPTEMBER

Warmworks held drop-
in events on the new 
battery storage projects 
(elsewhere in Open Door). 
DGHP attended Pride 
in the Park in Dumfries 
and shared some top tips 
on how to start thinking 
about budgeting for 
Christmas 2019.

OCTOBER

October saw round 
two of visiting tenants 
around the region 
began ahead of 
the ballot on the 
proposed partnership 
with Wheatley Group 
took place in October. 
We also shared some 
exciting news about a 
new telephone system 
that was launched in 
our Customer Service 
Centre.

NOVEMBER

We shared details on the ballot on the proposed Wheatley 
partnership as well as updates on Christmas hours

DECEMBER

We are getting into the festive spirit throughout December 
with our campaign ’The 12 Days of Christmas’ – check it out 
as there are some great prizes for tenants to be won! It’s all 
wrapping up in mid-December to make sure we can get 
those prizes out to the lucky winners in time for Christmas!

A LOOK AT WHAT’S BEEN ON DGHP’S SOCIAL MEDIA

HANDYPERSON SERVICE SET TO 
HELP TENANTS

With the partnership with Wheatley Group going ahead, one 
of the promises made is the introduction of a Handyperson 
Service.

This service will be FREE for older and disabled DGHP tenants 
and is aimed at offering practical help with odd jobs and 
small tasks around the house, such as – 

• Putting up shelves

• Changing light bulbs

• Hanging pictures

• Help with tuning televisions

• Re-organising furniture and cleaning windows and

• Much more.

We have already started speaking to tenants about their 
priorities for this type of service and we would very much 
welcome your thoughts and feedback on this. If you have any 
comments or thoughts on how this service would benefit 
DGHP tenants who are over 60 or disabled please contact us 
on 0800 011 3447 or email customerservice@dghp.org.uk or 
through social media – please mention ‘handyperson service’ 
when you contact us.

Please note – this service is not up and running yet – we are 
only looking for feedback and comments at this stage. We 
will keep you informed on plans going forward.
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Lots of hard work and green thumbs have paid off for a village 
in Wigtownshire as New Luce won this year’s ‘Best Wee Village’ 
and were Gold award winners at the Beautiful Scotland Awards 
2019 held in September at Easterbrook Hall, Dumfries.

More than just looking at shrubs, flowers and trees, judging 
for the Beautiful Scotland competition considers the efforts of 
local gardeners year-round to keep the area looking good by 
considering the impact of litter and graffiti and each garden’s 
work to support local sustainability such as planting for wildlife 
and recycling.  

A true team effort, the New Luce Gardening Group dug in after 
receiving the Silver Gilt award at the 2018 awards ceremony. 
Delighted by the efforts, these gardeners then cultivated plans 
for the 2019 competition choosing wildflowers as the theme. 

DGHP’s landscape contractor, idVerde, and DGHP also got 
into the spirit of the competition by ensuring the grass cutting 
around the village was timed to make sure the gardens and 
village looked its best on judging day.

The hard work paid off for the New Luce Gardening Group as 
they were awarded a Gold award and the award for the Best 
Wee Village at the 2019 Beautiful Scotland Awards.  No time to 
put their feet up for these gardeners – plans for the New Luce 
entry for the 2020 competition are already underway!

FREEPHONE 0800 011 3447
www.dghp.org.uk

HETLAND HALL COMPETITION 
WIN TRIBUTE TICKETS FOR 4! 

We are back this edition of Open Door with a special treat 
from Hetland Hall for our Open Door readers.   

Hetland Hall is a grand country house, located just east of 
Dumfries, set in 18 acres of parkland. Recently renovated, 
Hetland has sweeping views over the Solway Firth and 
the mountains of the Lake District, offering spectacular 
views from the grounds and hotel.  It’s location, just a few 
minutes outside Dumfries and 15 minutes from Gretna 
Green, makes Hetland Hall an ideal base for exploring the 
east of the region with spectactular scenery, history and 
more right on its doorstep.  

A special treat is in store for one lucky Open Door reader 
this edition.You and three guests will be treated to a 
fantastic night at the stunning Hetland Hall Hotel for the 
“Men of Motown tribute” on Friday January 31 – this prize 
is worth £120.

To be in with a chance of winning this delicious prize, 
simply answer the following question –  

Please send us your entries using our freepost address 
(no stamp required) to:  

Hetland Hall Competition, Dumfries and Galloway 
Housing Partnership (DGHP), FREEPOST NAT3109, 
Dumfries, DG1 4BR no later than Friday January 17th 
2020.  

You can also enter online at 
www.dghp.org.uk/hetland-hall-competition/. 

Q:  WHEN WILL THE ‘MEN OF MOTOWN’   
      TRIBUTE NIGHT TAKE PLACE?

Answer:  ...............................................................................................................

Name:  ..................................................................................................................

Address:  ..............................................................................................................

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

Telephone:  ........................................................................................................

THE ‘GOLDEN LUCE’ - GARDENING 
TO THE BEST WEE VILLAGE
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IMPROVING THE ‘BARRACKS’ - WORK CONTINUES
As regular readers are aware, DGHP 
is working in conjunction with local 
tenants and residents to improve 
the historic police headquarters 
building in Gretna, known locally as 
the “Barracks”.

Following discussions, the group has 
agreed to work with local artist Kirsty 
Turpie, from The Stove Network, 
and she will be bringing her own 
individual artistic vision to the project.

Work is progressing steadily, the 
area at the rear has now been turfed 
and we are in discussion with local 
authority planners about next steps.

Some of the community members 
who are involved also recently 
attended an event at the Devil’s 
Porridge Museum where they heard 
more about the history of “The 
Barracks”.

Further updates on this exciting 
project in the new year.

WIGTOWN BOOK FESTIVAL 
VISIT FOR SHELTERED HOUSING 
RESIDENTS

In September, five DGHP sheltered housing residents from 
Daar Lodge in Kirkcudbright storytelling group were part of 
an outing to the Wigtown Book Festival. This was all funded 
by the Open Book project.

One resident, Bill Thompson, said: “This was a great day out 
with lunch and afternoon tea provided – I really enjoyed the 
event ‘Journey with a Stick’ that we all attended.”

STORYTELLING CONTINUES 
TO BE A SUCCESS WITH OUR 
SHELTERED RESIDENTS

Storyteller Jean Edmiston held sessions in October for 
our Sheltered Residents at Daar Lodge, Kirkcudbright 
and at Catherinefied Court, Dumfries.  A total of 17 
residents attended.  

Residents heard stories about wild geese as well as 
exchanged ghost stories.   Jean, who is funded through 
the Wigtown Book Festival and Open Book, will deliver 
further sessions and she said: “I really enjoy delivering 
these sessions and the residents seem to get a lot from 
it.”
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Are you prepared for winter?

BE PREPARED THIS WINTER! 
LOCATE YOUR STOP VALVE TODAY 

and help prevent an emergency in your home

Winter can bring with it many problems but by being prepared 
you can prevent damage to your home and contents. Knowing 
where your stop valve is located in your home is a simple – but 

very effective step to preventing catastrophic damage.

DGHP Customer Service Centre
0800 011 3447 (freephone)

email us: customerservice@dghp.org.uk
or visit our website: www.dghp.org.uk

Do you know where to find your 
STOP VALVE in your home?

Locating your stop valve -

• Your stop valve controls the water supply entering your home. 
It is often under your kitchen sink - or sometimes it can be lo-
cated elsewhere depending on where the water point enters 
your property. It is nearly always in a room where water will 
be used on the ground floor (i.e. bathroom/kitchen)

• To turn it off, rotate it clockwise until it’s completely closed. 
Do not force your stop valve if it’s difficult to turn. Seized-up 
valves can break

• Check valves every few months to ensure that they can be 
opened and closed easily

• Sometimes - when work is carried out - stop valves end up 
behind cupboards, under floorboards or boxed into unusual 
places. If this is the case please make sure you know where it 
is located before any problems arise

Prevention - simple steps to take 

If a pipe in your home leaks and water comes gushing through 
the ceiling, it can cause real damage. You can avoid this kind 
of damage by preventing burst pipes and leaks in the first 
place. As frozen pipes often burst, care through the winter is 
crucial. 

• If possible, keep your heating on constantly – at a lower tem-
perature

• Open the loft hatch door on cold days to let heat in
• If you’re away from home during the winter ask a friend or 

neighbour to check on your property and make sure the 
pipes haven’t burst or frozen]

Burst pipes

If a pipe in your home bursts – 
• Locate your stop valve and turn it off immediately
• Switch off your immersion heater and central heating boiler
• Open all hot and cold taps to drain them of any remaining 

water AFTER the stop valve has been turned off. This will mi-
nimise damage

• Switch off your electricity supply at the mains if there’s any 
chance that water could come into contact with wiring or fit-
tings.

• Call DGHP on 0800 011 3447
• You can make a temporary repair to a burst pipe by binding it 

tightly with a cloth or tape
• Place a bucket or basin under the leak to collect the water. If 

you don’t have either a plastic bag would do in an emergency

Frozen pipes

If a pipe in your home freezes -
• Locate and turn off the stop valve immediately
• Switch off your immersion heater and central heating boiler
• Open all COLD taps to drain the system
• Call DGHP on 0800 011 3447

Thawing out frozen pipes 

• NEVER attempt to thaw them by putting the immersion 
heater or central heating boiler on

• Instead check for leaking joints or bursts in the pipes. Then 
gently heat any frozen sections with a hairdryer or heated 
cloth wrapped around the pipe

• NEVER apply a direct flame



Bill Robertson (Chairman) 
Tenant member, Bill, is from New Abbey 
and spent much of his career working as an 
engineer in central and northern Scotland. 
He has been involved in local housing for 
the past 20 years in various locations. He 
was elected vice-chair in October 2017 and 
is now Chairman.

John Henderson (Vice Chairman) 
John Henderson joined DGHP’s Board in 
September 2018 and is an independent 
member on the Board. John is a retired 
solicitor who specialised in commercial 
and domestic conveyancing and has a 
continuing interest in housing matters.

Maureen Dowden (Independent Member)
Maureen comes from the central belt and 
is a very experienced housing professional. 
She retired earlier this year from her 
post as Director of Governance with the 
Wheatley Group after 35 years in social 
housing. Maureen sits on the board of two 
Housing Associations, including DGHP, 
and hopes to use her extensive experience 
of governance in her role on the Board 
and in her role as Chair of DGHP’s Audit 
Committee.

Heather Macnaughton (Independent Member)
Heather originally trained as an 
accountant before moving into the field 
of economic development, with a focus 
on entrepreneurship and new business 
creation. She became the Director of 
Business Development at Edinburgh 
Chamber of Commerce in 2002 and, in 
2018, completed 11 years with Castle Rock 
Edinvar Housing Association, as Head of 
Neighbourhood Regeneration where she 
has developed her housing and place 
making knowledge. 

Michael Greaves Mackintosh (Tenant Member)
Michael Greaves Mackintosh was elected 
in September 2017. He has trained as a 
youth volunteer, created a radio station 
for young people and has a regular slot 
as a DJ at a local nightclub in Dumfries. 
He is passionate about equalities and 
is committed to ensuring that DGHP 
supports all disabilities, physical and 
mental, addictions and the homeless.

John McCraw (Tenant Member)
John McCraw has been a tenant of DGHP 
for many years and has recently been 
Chair of Nithsdale District Management 
Committee and DGHP3. He joins the 
Board with enthusiasm and passion to 
challenge any decisions that will affect 
tenants and is committed to ensuring 
that DGHP continues to deliver excellent 
services to our tenants and improves our 
communities.

Irene Clark (Independent Member)
Irene is a very experienced professional who, 
as well as having core financial professional 
qualifications, also has many years’ 
experience of organisational governance 
and change management at a senior level 
within high profile industries including the 
housing sector. Irene joined the Board in 
2019 and hopes to use her skills to ensure 
that tenants receive an excellent level of 
service and value for money.

George Thorley (Independent Member)
George Thorley (OBE) is a highly regarded 
former Local Authority Chief Executive 
who has advised and supported 
national government in Scotland and 
Ireland. George also has experience in 
management consultancy and has been 
responsible for the delivery of major capital 
investment programmes. 

MEET THE BOARD OF DGHP

OPEN DOOR WINTER 201916

FREEPHONE 0800 011 3447
www.dghp.org.uk

DGHP’s Board is made up of a mixture of tenants and 
independent members from across Dumfries and 
Galloway and beyond. 

Our Board’s main responsibilities are:

• To provide leadership to DGHP and decide its strategy;

• To exercise control over DGHP’s affairs and make sure 
it meets all of its legal and other obligations; and

• To ensure that DGHP achieves its overall purpose on 
behalf of tenants, other service users and the wider 
community.

Following the Annual General Meeting (AGM) which 
took place in September, we thought it might be useful 
to give you updates on our Board. 



WORKING WITH OUR 
TENANTS 
As you are all aware DGHP staff have been very busy in the 
last few months carrying out consultations on the doorstep 
with tenants throughout the length and breadth of the 
region. This has been really important as we speak to tenants 
about the decision on the partnership. 

Apart from this large consultation exercise, DGHP has 
carried out its normal programme and here are some of the 
highlights.

JULY

In July we engaged with 128 people around the region. 
The District Management Committees met to discuss the 
future role of tenant committees in the organisation, they 
also attended briefings about proposed in-house repairs 
service and had the opportunity, along with members of the 
independent tenant movement, to meet senior staff officials 
from the Wheatley Group. July also saw an EGM held at the 
Arden House in Kirkcudbright where company members 
were given an opportunity to vote on proposed changes to 
the governance of DGHP. 

There were also the usual round of TARA meetings, scrutiny 
panels and the Open Door editorial group where tenants get 
together and help put together the newsletter.

AUGUST

August saw the start of DGHP’s door-to-door visits as well 
as discussions with tenants around the partnership proposal 
and tenants met with senior staff to discuss DGHP’s 
report card as well as having the opportunity to talk with 
independent advisors on the partnership proposal. We also 
attended Summerhill gala day. In total for the month 57 
people were engaged with.

SEPTEMBER

In September, after the summer holiday break, all the TARA 
groups met individually and all received a presentation 
around the proposed partnership. We arranged to take 
some tenants to Wigtown Book Festival and the popular 
storytelling continued. We also continue to involve tenants 
in scrutiny panels, focus groups and discussions around 
the proposed partnership. September 17 saw the AGM take 
place and DGHP was also proud to support the Pride event 
held in Dumfries involving many members of the local LGBT 
community. This was a busy period of consultation and 199 
people took the opportunity to speak to us at the various 
events.

OCTOBER

We engaged with 109 community members during the 
month of October. Work continued on the consultation 
process and the tenant ballot was issued mid October. 
Meetings were held around scrutiny, Open Door editorial 
group and normal TARA meetings.

As always, DGHP would love to involve you in DGHP, if you 
want to help shape our services just contact the service 
centre and ask for the Communities and Communications 
team .

We have teamed up with the Holiday Inn Dumfries to 
treat Open Door readers to an early start to the festive 
season. 

Up for grabs in this edition is a night’s stay for two people 
at the Holiday Inn, Dumfries – enjoy a relaxing night away 
followed by a delicious breakfast the following morning. 

The Holiday Inn hotel offers 71 modern rooms surrounded 
by the stunning grounds and gardens of the Crichton 
Estate. The events' venue Easterbrook Hall is located just 
next door and the market town of Dumfries is less than 
10 minutes away.

To enter the competition, you must be a DGHP tenant 
and answer the question below returning your form 
back to us no later than Friday January 17th, 2020. 

Simply answer the following question:

Q: How many rooms does the Holiday Inn have?

Please send us your entries using our freepost address 
(no stamp required) to: 

Holiday Inn Competition, Dumfries and Galloway 
Housing Partnership (DGHP), FREEPOST NAT3109, 
Dumfries, DG1 4BR no later than Friday January 17th, 
2020. 

You can also enter online at www.dghp.org.uk/
holiday-inn-competition/.

WIN A BED & BREAKFAST 
FOR 2
Answer: .........................................................................................................

Name: ............................................................................................................

Address: ........................................................................................................

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

Telephone: ..................................................................................................

WIN!

TOP PRIZE - WIN BED & 
BREAKFAST FOR 2 AT THE 
HOLIDAY INN
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HOW DID WE DO?

DGHP’s Report Card and Annual Report, which details all 
of our performance from the last year, is now available
on request. 

This year’s Report Card was produced and made 
available at DGHP’s Annual General Meeting (AGM) in 
September. We’ve printed two of the key indicators on 
our performance from the last year for you, however, if 
you would like the full version please contact us. There 
are 19 indicators in the full Report Card and each show 
our target (where applicable), how we’ve performed 
this year and last year as well as comparisons with the 
Scottish average.

Chairman Bill Robertson said: “Here we show you some 
highlights of tenant satisfaction with the overall service 
provided by DGHP and the percentage of tenants who 
feel their rent is good value for money.”

Please contact DGHP on 0800 011 3447 or email 
customerservice@dghp.org.uk if you’d like a copy of the 
full Report Card.

This indicator tells us how satisfied our tenants are with the overall service 

provided to them by DGHP. This result is based on a survey that is carried 

out on a three-year cycle, meaning the performance is the same as last 

year. Next year will be based on new survey results.

The Scottish average for 2018/19 is 90.1% and we are pleased that we 

remain above that, as well as just above our own target of 94%. 

This indicator on the overall satisfaction is hugely important to DGHP and 

our tenants as it tells us how you view our services overall. We will continue 

to strive for further improvement on this figure as we always want to deliver 

the very best services to our tenants.

90.1%

DGHP TARGET 94%

The percentage of tenants who are satisfied 

with the overall service provided by DGHP

95.2%

DGHP
2018/19

DGHP
2017/18

SCOTTISH
NATIONAL
AVERAGE

2018/19

95.2%

95.2%

70%
100%

This indicator lets us know whether our tenants feel their property and 

services are value for money. This figure remains at 83.3% as it’s taken from 

the three-yearly survey.

 
This is an important figure, and it’s disappointing that we are below target on 

this one.

The Scottish average for 2018/19 for this is ever so slightly lower than DGHP at 

83.2%. This is an area we are keen to improve on and hopefully all of the work 

we are carrying out to improve going forward, as explained in your Report Card, 

will help us achieve an improved figure on this indicator.

 

Finally...
We hope that you have been able to see from reading through this Report 

Card where DGHP is performing well, and where improvements are required.

We now turn to focusing on maintaining the performance where it’s good and 

improving where we need to. We are absolutely committed to delivering the 

very best services to you, all of the time, at good value for money. 

The percentage of tenants who feel that the rent 

for their property represents good value for money
83.3%

83.2%

DGHP
2018/19

DGHP
2017/18

SCOTTISH
NATIONAL
AVERAGE

2018/19

83.3%

83.3%

DGHP TARGET 84%
70%

100%

The Report Card is now available for download on our website at:

www.dghp.org.uk/dghps-annual-report-2018-19-now-available/ 
or by calling our Customer Service Centre on Freephone 0800 011 3447.

QUALITY & MAINTENANCE OF HOMES

07

88.1%

DGHP TARGET 95%

The percentage of existing tenants satisfied with the quality of their home
94.2%

5

DGHP
2018/19

DGHP
2017/18

SCOTTISH
NATIONAL
AVERAGE
2018/19

94.2%

94.2%

This is another indicator based on the survey carried out every three 

years. The percentage of existing tenants satisfied with the quality of 

their home remains at 94.2%, which is just below our target. This year 

the Scottish average is 88.1% and we are pleased to be above this; 

however, we want to improve. 
In the financial year 2018/19 we installed 40 standard bathrooms; 185 

aids and adaptation works; including bathrooms (including wet-floor 

bathrooms) and ramps; 80 kitchens, and 34 roofing and electrical 

works.

We also carried out 680 heating replacements, including energy 

efficiency works and carried out 429 window replacements. It is worth 

noting that the current kitchen and bathroom contract is coming to 

the end of the programme and the aids and adaptation programme is 

demand-led. We have recently introduced four Tenant Liaison Officers 

to work closely with tenants – in particular those who either don’t 

want investment works done, or those who have reservations and 

need some support with preparing for the work in their home.

 

We always want our tenants to be satisfied with the quality of their 

home when they move in. 
This is a question we now ask our tenants throughout the year when 

houses are allocated – this is carried out by an independent survey 

company (Research Resource) and helps us monitor this continually. 

During the last year we re-let 917 properties and carried out 

independent surveys on more than half of those. We are disappointed in the drop in the levels of satisfaction - and also 

that we are below the Scottish average, which is 90.8%. Although we 

remain above our target for this, it is clear there is work to do around 

the standard of our empty homes when we let them and this will be a 

priority moving forward. 
We will be listening to our tenants and working to review the standard 

of homes when they are re-let. 
90.8%

DGHP TARGET 85%

The percentage of tenants satisfied with the 
standard of their home when moving in

86.1% 

6

DGHP
2018/19

DGHP
2017/18

SCOTTISH
NATIONAL
AVERAGE
2018/19

86.1%

91.5%

DGHP Annual Report 2018/2019

07

70%

100%

70%

100%

www.dghp.org.uk
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DGHP                                  &                                    COMPETITION WINNERS

You may remember in our last Open Door, our tenant editorial group put out a call for all budding artists and writers to 
send in drawings, painting, artwork and short pieces about their homes and communities. The group were delighted with 
all the entries they received and winners were chosen after much debate!

We are have included the winning entries here – prizes will be with our winners soon with photos to follow in the next 
edition!

DGHP STORY – EWART DRIVEBY ANDREW DORANSAGED 12, FROM NEWTON STEWARTOne cold winters day, in a place called Ewart Drive, there were 
two good friends from two families of five.  They put on their 
shoes, and walked down the hill, a whole day of fun was their 
mission to fulfil.
“Let’s go for an adventure,” said Andrew with a smile.  “We 
haven’t been on an adventure in such a long while.” Andrew’s 
friend agreed and joined him for some fun. “I wonder what we’ll 
have found once our journey is done.”They hustled and bustled and pushed through the trees, their 
filthy hands chilled by the cold winter breeze.  A rickety old bench was where they say, taking a second to 
munch on a snack. 
Once their legs had charged up, they were ready and up they 
stood, they rambled and stumbled through the old woods.  They 
saw bluebells growing and green grass galore, baby birds flying, 
they wanted to see more.They went out the road and walked along the path, however it’s 
Scotland so it started to rain, they felt the weather’s wrath. 
The two boys wished they hadn’t walked as their legs began to 
tire, they walked all the way to the end of the path and back, 
longing to get home to the warm cosy fire. After push and pull, day and night, the journey ended at a gate, 
they pushed it open and walked on through, this new place was 
great. They snapped some photos, they saw some bulls, cows and 
sheep everywhere, they’d finally got out of their rooms, and 
breathed some fresh air.  So, they went home, laid on their beds, finally time to rest, they 
tucked themselves in, fell asleep; Ewart Drive adventures are 
best.

Drawing  
C O M P E T I T I O N 

Writing  
C O M P E T I T I O N

Gemma, aged 4, from Annan

Jayden, aged 7, from Annan

McKenzie, aged 9, from Stranraer
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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 January 17th 2020. 
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 
by Friday January 17, 2020 to be in with 
the chance to win a voucher worth up 
to £50. First prize will win £50, second 
prize will win £25 and third prize will 
win £10. 

OPEN DOOR 
COMPETITION TIME

All answers are within articles in this edition of Open Door.

Questions –
1. Name one award won by New Luce in August 2019. 
2. When does DGHP reopen after the Christmas/New Year 

holidays? 
3. What is the new service being run by Aberlour in 

Dumfries?
4. Name one way you can qualify for the Warm Homes 

Discount. 
5. What percentage of homes were surveyed in the recent 

Stock Condition Survey? 

You can also enter online at 
www.dghp.org.uk/open-door-competition/

The winners of the competitions from the last edition 
of Open Door have been announced. There were lots of 
entries again and the winners were chosen at random by 
our tenant editorial group.

Congratulations go to John Smith of Stranraer who 
picked up the top prize of £50, Fiona Vivers of Moffat took 
second prize of £25, and well done to Mandy Rodriguez 
of Dumfries who claimed third prize of £10. 

The correct answers were:
1. 44,000

2. Between August 12th and August 31st

3. Wednesday August 21st

4. Mountain Warehouse

5. November 11, 2019

We also had several other prizes to be won.  The lucky 
winner of the Hetland Hall prosecco afternoon tea was 
Margaret McVinnie of Dumfries and the winner of the 
Holiday Inn Christmas Party for 4 was Jane Mercer of 
Kelloholm.

Congratulations and well done to all – make sure to look 
out for your chance to win this Open Door!

COMPETITION WINNERS

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:

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) 
 
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 dostępna w formie nagrania magnetofonowego, w alfabecie 
Braille’a, w formacie dużym drukiem oraz w różnych wersjach językowych. Aby 
uzyskać dalsze informacje, prosimy o kontakt z centrum obsługi klienta DGHP pod 
numerem telefonu 0800 011 3447 lub adresem e-mail: customerservice@dghp.org.uk 
 
ARABIC 

التواصل والطباعة الكبيرة. للحصول على المزيد من المعلومات، اتصل تتوفر هذه النشرة على شريط، بطريقة بريل، لغات 
 customerservice@dghp.org.ukأو بالبريد اإللكتروني:  0800 110 3447على الرقم DGHPبمركز خدمة عمالء 

BENGALI 

এই ��া��া� ��েপ, ��ইেল, বড় ছাপার ��ের এবং ��ম����র ভাষায় পাওয়া যায়। 
আেরা �ে��র ��� DGHP -এর �া�� ��বা ��ে� �যা�ােযা� ��� 0800 011 3447 
��ের বা ইেমল ��� এই ��া�ায়: customerservice@dghp.org.uk 

URDU 

کے کسٹمر  DGHP۔ مزيد معلومات کے لئے ہے دستياب ميں زبانوں کی کميونٹی اور پرنٹ بڑے، بريلٹيپ ،  اشاعت يہ
 پر ای ميل کريں۔ customerservice@dghp.org.ukپر رابطہ کريں يا  34470 011 800سروس سنٹر سے 

 

Do you struggle to read letters and 
information sent to you in the post?

If so, we have large magnifying 
sheets available that might help

Ask at the desk for one 
or call us on

Freephone 
0800 011 3447

and we'll post you one out

WIN!


