
Merry ChristMas

The roll-out of Full Service Universal 
Credit (UC) has been put back to – at 
the earliest – May 2018. This follows 
an announcement from the recent 
budget.

It was originally planned to roll out the 
changes - the biggest in the history 
of welfare reforms - in Dumfries and 
Galloway in February.  

When UC comes into force next year 
no new claims will be accepted for the 
following benefits – Housing Benefit, 
Job Seekers Allowance (income-
based); Employment and Support 
Allowance (income-related); Income 
Support; Working Tax Credit and Child 
Tax Credit. 

Instead you will have to apply for 
Universal Credit – and it must be done 
online. All claimants will be required to 
maintain this UC claim online and to 
interact with a job centre work coach. 
Any UC payment you receive will 
include an amount that is to help with 
your daily living costs AND an amount 
to help with your rent. 

It is then YOUR responsibility to make 
sure this is paid to DGHP. We expect 

you to request to have this paid direct 
to DGHP to ensure your tenancy is 
secure (*see pages 10 and 11 for more 
details).

If you are currently in receipt of at least 
one of the benefits above and your 
circumstances change that mean you 
are no longer entitled to that benefit 
then you may need to make a new 
claim for Universal Credit instead.

To be clear- there will be no new 
claims for Universal Credit taken until 
at least May 2018.  

The budget also announced that any 
new claims for ‘Live Service Universal 
Credit’ would stop before the end of 
this year (exact date unknown).  

Dumfries and Galloway currently has 
‘Live Service Universal Credit’ in place 
but it is only available to new job 
seekers who are single and have no 
children.  

If you are already in receipt of 
Universal Credit then this will remain 
unchanged and in payment.  
For more details as the months go on 
please check in our offices, read Open 

Door and visit our website at 
www.dghp.org.uk/universal-credit

It is never too early for you to think 
about what you would do if you 
needed to make a claim for Universal 
Credit.  Have a look at our preparing for 
Universal Credit checklist on page 11 
and see how ready you are.

roll-out of universal Credit put baCk to May 2018

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

We hope that you all have a lovely time over the festive 
period and the weather is kind to you. 

If the weather turns very cold we’ve included some 
advice in this edition of Open Door of what to do in the 
event of an emergency and we’ve got a reminder here of 
our opening times and arrangements over the next few 
weeks.

Our Customer Service Centre will be open as normal 
Monday to Friday from 8am to 7pm right up until Friday 
December 22. They can be contacted on Freephone 
0800 011 3447. 

Cut-out and keep festive opening hours - 

 Friday December 22  normal opening times 8am-7pm
 Saturday December 23   emergencies only
 Sunday December 24   emergencies only
 Monday December 25   emergencies only
 Tuesday December 26   emergencies only
 Wednesday December 27  9am – 5pm
 Thursday December 28   9am – 5pm
 Friday December 29   9am – 5pm
 Saturday December 30   emergencies only
 Sunday December 31   emergencies only
 Monday December 1   emergencies only
 Tuesday December 2   emergencies only
 Wednesday January 3   normal opening times 8am-7pm

www.dghp.org.uk freephone 0800 011 3447

0345 606 3447
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Carole helps Celebrate 1000th installation 

Carole McCann, from Dumfries, welcomed DGHP and 
contractors to celebrate the successful installation of our 
1000th new heating system in our current back boiler 
improvement programme.  

The new system was fitted following the removal of the old 
system – all in one day. 

And, according to Carol, she’s already seeing the benefits of 
her new heating system this Christmas. 

Carole said: “I couldn’t be more pleased with the work 
which has been done. It’s all been so well orchestrated, 
with no waiting at all.

“Although it was a mild autumn, I have already noticed a 
difference in the warmth of my home – and in the level of 
noise from the new boiler which I can hardly hear. 

“I’m looking forward to welcoming my family here for 
Christmas – they’ve always said it’s a cold house and I am 
delighted to have them over to experience this wonderful 
new boiler.

“I knew there was going to be some disruption to install the 
new boiler – you can’t do major work without it – but all the 
workmen have been so professional, courteous and tidy.  It 
was like clockwork – I can’t thank everyone enough.”

The new gas boiler heating system was installed as part of a 
£12.5million DGHP heating upgrade programme to replace 
older, less efficient back boilers with gas and air source 
heating pump systems.  

The programme has been designed by DGHP, in 
partnership with British Gas, to make sure our tenants 
have warmer, more energy efficient homes - as well as 
ensuring all our properties meet the 2020 Energy Efficiency 
Standard for Social Housing (EESSH) guidelines. 

We started the programme in 2016 and are steadily 
working our way across 2,845 properties; we anticipate all 
properties which are due an upgrade will be completed by 
2020.

Robert Higgins, Chairman of DGHP, said: “I am delighted 
to hear of the wonderful experience which Carole has had 
during the installation of her new heating system – and the 
impact that the new boiler has already made within her 
home.  

“This installation marks an important milestone in the 
programme and many tenants will also soon be able to 
enjoy warm, energy efficient homes thanks to the efforts of 
DGHP, British Gas and their colleagues.” 

photograph shows Carole Mccann (fourth from left) with 
representatives of DGhp, British Gas, nithsdale plumbing and Ideal.

budgeting for the festive season
With the festive season upon us, it’s more important than 
ever to take time to think about budgeting. 

the demands of the holidays can put immense pressure 
on even the most robust of finances – by taking time to 
plan ahead, you can ease the worry and ensure that this 
Christmas is enjoyable for the entire family. 

festive saving tips - 

1. try to use cash or debit – not credit – over the festive season.
2. plan your meals over the Christmas and new Year period – buy only 

what you need to help reduce/eliminate food waste.
3. save your change – it all adds up and you might just discover your spare 

change means a special treat!
4. go back to basics – opt homemade over store bought and focus on 

spending time with family and friends. after all, it is what the festive 
period is all about!

if you find yourself struggling and need any assistance or simply want 
to talk to us about anything to do with budgeting please contact us on 
freephone 0800 011 3447 – we are here to help.

Come and tell us 
What You think dghp’s 
priorities should be

We are looking for volunteers to come 
and talk to us – at a very informal 
event early in the New Year.

We want to hear what you think 
DGHP should be prioritising for the 
year ahead and we’d love you to 
come along and join us.  The event is 
planned for Tuesday January 30 in the 
afternoon.

If you’re interested please contact 
us to put your name down. Contact 
us and ask for Communities and 
Communications – either through 
our Customer Service Centre on 
Freephone 0800 011 3447 or via email 
at customerservice@dghp.org.uk or 
through our facebook page at facebook/
teamdghp
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We have again teamed up with Hetland Hall Hotel, located 
near Dumfries, to offer Open Door readers another great 
prize. 

Following the success of the competition for dinner, bed 
and breakfast for two people in our last edition – which was 
won by Margaret Livingstone, of Sanquhar – Hetland Hall 
have again joined up with us to offer you a wonderful night 
out.

Up for grabs this time around is a table for 4 at a Rod 
Stewart tribute night at Hetland Hall Hotel on Saturday 
January 27th, 2018.

With arrival at 6.30pm, a 3-course meal for the four of 
you as well as music from support act The Kilted DJ, our 
lucky winner is sure to be in for a treat. *please note 
accommodation is not included in this prize.

The hotel is a country house set amidst 18 acres of private 
parkland with sweeping views over the Solway Firth 
towards the Lake District. Situated only 8 miles from 
Dumfries, and 15 miles from Gretna, the hotel is ideal for a 
little getaway. Visit their website at www.hetlandhallhotel.
co.uk for more information or deals on accommodation.

To enter the competition you must be a DGHP tenant and 
answer the question below and return your form back to us 
no later than Friday January 19th, 2018.

to enter, simply answer the following question – 

Q: how many miles from dumfries is the hotel?  

Please send us your entries using our freepost address (no 
stamp required) to – Hetland Competition, Dumfries and 
Galloway Housing Partnership (DGHP), FREEPOST NAT3109, 
Dumfries, DG1 4BR – no later than friday January 19. 2018

Win a speCial ‘tribute’ treat for 4

how many miles from 
dumfries is the hotel?

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

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

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

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

return to be entered into a prize draW

satisfaCtion surveYs 
for dghp

To help us improve our services 
to you, we regularly carry out 
independent satisfaction surveys.

Research Resource, an 
independent organisation, are 
carrying out these surveys for DGHP 
and you may be contacted by 
them if you’ve been in touch with 
us recently.

Surveys are being carried out 
on various transactions you may 
have had with us, including 
repairs, investment work, 
antisocial behaviour enquiries and 
complaints.

Your views are very important to us 
and help us to improve the services 
we provide to you, our customers.

Please note – taking part in these 
surveys is optional and you do not 
have to take part. Just advise the 
person calling of this at the time 
and that you no longer wish to be 
contacted for these purposes. 

We’ve recently seen the last properties 
built at The Meadows development 
in Dumfries – marking the end of 
regeneration works.

The final new homes in phase four of 
the programme were completed and 
handed over earlier this year.  

This 16-unit development features 
properties which are part of the New 
Supply Shared Equity (NSSE) scheme 
- designed to help those on low to 

moderate incomes buy a new build 
home which is affordable for their needs. 

The final phase is proving popular with 
two units already sold and two more 
reserved since the properties were 
released for purchase in early autumn.

DGHP’s show-home (pictured left) is 
located at The Meadows, in Dumfries, 
and viewings of this and any particular 
plots within this phase can be made by 
appointment.

For more information about the NSSE 
scheme or to arrange for a viewing, 
contact us on Freephone 0800 011 3447.

a breakdown of the nsse purchase 
price: 

the meadows – dumfries
house value - £125,000.  
Buying a 80% Share - £100,000.

over 25 years interest rate of 3%* - 

£474.21 pCm.  

the meadoWs - properties available to buY

*As per the Money Advice Service Website

www.dghp.org.uk
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Early in January you will be receiving a 
consultation document about the rent 
increase for 2018/19.

Please look out for it, have a good read 
through it and complete the form 
attached with it.

It’s very important you read this and 
send us your comments ahead of the 
final Board of Management decision at 
the end of February.

Full details will be enclosed in the 
document and we look forward to 
hearing from you.

As you know each year DGHP has to 
increase the rents to make sure we 

can continue to deliver services and 
improvements to our tenants. DGHP, 
like all other housing associations, has 
to review rents to continue to meet our 
promises made to you, our tenants, 
through our financial commitments 
including those in our Business Plan.

We are, however, confident that our rents 
remain among the lowest in the country 
and the lowest in the region. 

look out in January for more 
information on the rent increase.

dghp rent inCrease proposals 2018/19 

With Christmas now upon us and 
many of us starting to look to the New 
Year it’s time to think about budgeting 
and planning ahead.

Now is the perfect time to start 
thinking about putting a little extra 
away each week to make sure next 
year’s festive period isn’t a struggle.

DGHP’s Rent First campaign, which 
was launched back in 2015, has taken a 
festive twist throughout the month of 
December. 

We’ve been running various 
competitions as part of a Christmas 

Advent Calendar –  this has been 
running online, in our open offices and 
on the telephone when you call our 
Customer Service Centre (CSC).

DGHP always wants you to make sure 
you have budgeted for expensive 
times of year and at the same time not 
jeopardise paying your rent. To ensure 
your tenancy is secure you must keep 
up payments on your rent.

However, by saving a little each week 
where possible you can build up 
enough to help cover over the festive 
period next year. 

If you need any assistance or to talk to 
us about anything to do with your rent 
please contact us on Freephone 0800 
011 3447 – we are here to help.

To make sure our Open Door readers 
don’t miss out we’ve also got some top 
prizes available for you to win as well.
All you have to do is complete the 
form and tell us the name of our rent 
awareness campaign and send it back 
to us no later than Monday January 8, 
2018.

Prizes on offer include a chocolate 
hamper, kindly donated by Tesco, 
some vouchers for a large supermarket 

and also vouchers for a local food store 
of your choice (i.e. butchers).

Good luck everyone.

how to calculate your rent into 
monthly payments

We thought you might find it helpful 
to read how best to calculate your rent 
into monthly payments over the year.

This is a question our income team 
receive regularly and often people 
multiply their weekly rent by 4. 

however, to correctly calculate it you 
should – 

Multiply your weekly rent charge by 
52 (weeks) and then divide it by 12 
(months)

putting Your ‘rent first’ this Christmas

value for moneY

DGHP is fully committed to providing 
value for money, high quality 
services to all of our tenants and, 
to demonstrate that we do that we 
have produced a Value for Money 
statement.

Achieving good value for money 
(VfM) is a top priority for DGHP and, in 
summary, is about:

•	 Making	the	best	use	of	resources	
for the benefit of tenants and 
communities

•	 Continually	improving	the	value	that	
tenants receive from DGHP

•	 Working	economically,	efficiently	
and effectively.

Our full Value for Money statement 
is now available to be viewed online 
at www.dghp.org.uk/value-money-
statement 

Alternatively you can call us on 
freephone 0800 011 3447 
and ask for a copy 
to be sent 
to you.

i

ii

name  ..............................................................................

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

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

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

Rent First Advent Calendar    ENTRY FORM
Q: What is DGhp’s rent awareness 
campaign, launched in 2015, officially called?

A: .............................................................................................................

open Door WInTer 2017/184

www.dghp.org.uk
freephone 0800 011 3447

0345 606 3447



DGHP’s Report Card – which details all 
of our performance from the last year 
– is enclosed with your copy of Open 
Door.

We have to produce a Report Card 
each year, like other Registered Social 
Landlords, in line with the Scottish 
Social Housing Charter. 

Following consultation with our Board 
Members and tenant representatives 
from across Dumfries and Galloway, 
star ratings are awarded to each Key 
Performance Indicator – ensuring our 
tenants have a real input into the 
scoring of our performance.

Tenants and Board Members study the 
figures, compare them to last year, to 
the Scottish average and also to our 
local peer groups. Then, coupled with 
information about DGHP targets they 
award a star rating on how they feel 

we’ve performed against the charter.

DGHP Chairman, Robert Higgins, said: 
“I am proud of the results achieved 
and shown here with our results and 
the most important thing is that our 
tenants have validated this. Assessing 
the performance alongside tenant 
representatives gives us the assurance 
that the results are accurate and that 
they feel right to customers.

“We, as a Board, are also happy to note 
the work that has been undertaken in 
the last 12 months to improve on areas 
we didn’t do so well on last year.

“However, while we are very happy 
with the performance, we will not be 
resting on our laurels. We still have 
work to do to maintain this standard 
year on year and to improve on several 
key areas going forward".

Please read through your Report Card 
for the key highlights from DGHP’s 
performance this year. If you would 
like any further copies please contact 
us on 0800 011 3447. 
You can also view the document 
online at www.dghp.org.uk/about/
downloads 
 

exCellent performanCe at dghp

regular readers of open door will 
be aware of our series of articles 
highlighting the pitfalls and cost of 
borrowing – as well as the benefits 
of saving through banks and credit 
unions.

Following the recent announcement 
that one rent-to-own company, 
BrightHouse, was found by the regulator 
to have failed as a ‘responsible’ lender 
we felt it important to highlight the 
general issue again.

The Financial Conduct Authority 
(FCA) announced in October a 
redress scheme after finding that 
the ways in which the firm assessed 
some customers' ability to repay and 
collected payments may have been 
unfair, particularly to those at higher 
risk of financial difficulty.

The investigation into BrightHouse 
– which provides household goods 
to customers who enter into a credit 
agreement to pay for them on a weekly 
or monthly basis – began in late 2014, 
but some of the refunds date back to 
sales from 2010. 

If you think you may have been 
affected we have included here some 
information to help you 

am i oWed moneY?

From their own website, BrightHouse 
have said they have identified two 
historic issues – relating to the refund 
of first payments for cancelled 
agreements and the effectiveness of 
affordability checks. 

As a result they will be making 
repayments to the following customers -

•	 Customers who took out an 
agreement with BrightHouse 
between April 2010 and April 2017 
and then either cancelled the 
agreement within the 14 day cooling 
off period, or did not take delivery 
of the goods, and did not receive 
a refund of any payments made. 
In these cases, BrightHouse will 
refund all payments made under the 
agreement.

•	 Customers who took out an 
agreement between April 2014 and 
September 2016 and where it has 
been identified that BrightHouse 
checks may not have effectively 
ensured that customers could afford 
the repayments. Where customers 
returned the product to BrightHouse, 
they will refund the interest and any 
fees paid under the agreement

BrightHouse have said they are sorry 
this has happened. 

hoW do i get mY moneY?

The advice from BrightHouse – and the 
FCA – is that customers do not need 
to contact them. They will contact all 
customers included in the programme 
by personal letter before the end of the 
year

BrightHouse has said it will pay 
the redress by cheque. If you have 
problems cashing it, you can ask for a 
bank transfer or to collect your money 
from a PayPoint location instead. To 
arrange this call 0800 304080 – you'll 
need your cheque and letter with you 
when you call.

What do i need to do noW?

If you are affected by this BrightHouse 
will be in touch with you by the end of 
the year.

If they haven’t- and you believe you’ve 
been affected - you can contact them 
on 0800 304080.

DGHP BOARD AWARD

The percentage of tenants who feel that DGHP is good at 

keeping them informed about their services and decisions

As a Board, we are very pleased to see an increase 

in satisfaction on this indicator. We always want 

to make sure that our tenants and customers find 

it easy to communicate with us and receive the 

information they need and require about their 

landlord.

We are very pleased to report that we are more 

than 6% higher than our local peer group on this 

indicator.

With our long-standing tenant editorial group, made 

up of tenants from across Dumfries and Galloway, 

our newsletter is continually aimed at giving 

tenants relevant and interesting information. Tenant 

involvement in the content, as well as signing off 

leaflets and publications as ‘tenant approved’, allows 

DGHP to focus on what is important to tenants 

when receiving information.

PERFORMANCE

2

DGHP BOARD AWARD

The percentage of tenants who are satisfied with  

the overall service provided by DGHP

DGHP’s Board and District Management Committee 

(DMC)  members are very proud of this result. This 

demonstrates an improvement of 4.7% on last year, 

which is excellent. This is 5.5% above the Scottish 

average, which has also increased this year, and 7.1% 

above our local peer group, which includes Loreburn 

Housing Association, Irvine Housing Association, 

Home Scotland and Scottish Borders Housing 

Association. 

This is a very important indicator to DGHP, the Board 

and our tenants as it tells us – overall – how well 

tenants view all of our services as a whole. 

Although we are absolutely delighted with the 

result, DGHP will not be resting on its laurels and 

there is always room for improvement. The Board 

and DMC will be supporting the organisation to 

drive improvement in the year ahead.

PERFORMANCE

1 95.2%

95.6%

TENANT SATISFACTION & COMPLAINTS

DGHP
2015/16 90.5%

DGHP
2016/17 95.2%

SCOTTISH 
NATIONAL 
AVERAGE 

2016/17
89.7%

DGHP
2015/16 92.7%

DGHP
2016/17 95.6%

SCOTTISH 
NATIONAL 
AVERAGE 

2016/17
91.1%

87% 88% 89% 90% 91% 92% 93% 94% 95% 96% 97%

87% 88% 89% 90% 91% 92% 93% 94% 95% 96% 97%

DGHP TARGET 94%

DGHP TARGET 94%

5

WELCOME TO DGHP’S ANNUAL REPORT2016 | 17www.dghp.org.uk

rent-to-oWn CompanY found to have failed as ‘responsible’ lender – 
What You need to knoW

www.dghp.org.uk

open Door WInTer 2017/18 5

freephone 0800 011 3447

0345 606 3447

www.dghp.org.uk



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

In addition, winter brings colder 
temperatures meaning a greater 
likelihood that portable heaters 

might be used. 

Your safety is important and we wanted to make sure you 
were equipped to make your home fire safe this winter. 

Winter safetY tips: 

• Check your smoke and heat alarms are working. Replace 
batteries if necessary. 

•	 If	you	have	an	open	fire,	always	use	a	fire	guard,	secured.	
in position, to protect against flying sparks from hot 
embers. 

•	 Never	place	Christmas	cards	or	decorations	around	the	
mantelpiece.

•	 Never	leave	cooking	unattended,	especially	when	using	
hot oil. For early warning of fire consider fitting a heat 
alarm in your kitchen. 

•	 Take	time	to	check	on	elderly	relatives	and	neighbours	
this Christmas as they are at greater risk from fire, 
particularly if they suffer from ill health or disability. 

using portable heaters:

•	 Keep heaters away from curtains and furniture – never use 
them for drying clothes.

•	 Unplug	or	switch	off	portable	heaters	when	going	out	or	
to bed.

•	 Secure	them	in	position	–	avoid	the	risk	of	them	getting	
knocked over.

•	 Only	use	gas	or	paraffin	heaters	in	well-ventilated	areas.	
Heaters consume oxygen and, in enclosed spaces, 
can produce harmful gases and/or carbon monoxide 
poisoning.

•	 Always	change	gas	cylinders	in	the	open	air.

fairY lights and deCorations:

•	 Check	lights	are	in	good	working	order	and	replace	any	
bulbs that have blown.

•	 Check	your	Christmas	light	plugs	are	fitted	with	the	
correct fuse, don’t overload extension leads and ensure all 
electrical devices are approved and safe to use. 

•	 Always	switch	Christmas	lights	off	and	unplug	them	
before you go to bed.

•	 Decorations	can	burn	easily	–	don’t	place	them	near	lights	
or heaters.

Winter fire safetY 

The Open Door volunteer editorial group wish you all a 
Merry Christmas and a Happy New Year. 

We, as the editorial group, have enjoyed our first year 
working on the Open Door newsletter and we are already 
looking forward to the next editions. 

We would like to take this opportunity to remind everyone 
to keep safe and to keep your home warm this winter to 
avoid frozen and burst pipes. With the recent cold spell it’s 
even more important.

As you’ll read in this edition it’s important to take extra care 
in the winter months with decorations and the risk of fire 
in your home as well as looking out for your neighbours 
during the winter months.

We look forward to hearing from you in the New Year. 
Look out for your next edition of Open Door in Spring 2018.

a message from the tenant editorial group 
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apple pie daY

Maxwelltown North Tenants and Residents Association 
(TARA) held another “Apple Pie Day” earlier this year, at 
the orchard at Lincluden Abbey. 

The event was held in conjunction with Creative Futures, 
Lochside Is Families Together (LIFT) and the local 
community council.

The event proved very popular with locals and the 
attendance was certainly up on last year. 

On the day people had the opportunity to use a cider 
press, take part in various art activities, hunt for treasure 
and learn about local history. 

taking aCtion in Your CommunitY

Community Safety Teams across the region have been out 
and about over the last couple of months hosting ‘Days of 
Action’. 

Local staff members set up displays in communities to 
engage with members of the public and listen to any 
concerns especially around the emotive issues of dog 
fouling, littering, antisocial behaviour and fly tipping. 

DGHP’s Gordon Williamson, Community Participation 
Officer, joined them on several occasions for events in 
Annan and Lockerbie and is pictured here along with Diane 
Currie (representative of the Federation of Tenants and 
Residents) at the Action Day in Annan.

aWard for dghp

DGHP picked up a special award at 
this year’s Tenant Participation Advisory 
Service Scotland’s annual conference and 
awards.

DGHP’s Communities and 
Communications Team collected the 
top award for Young Tenant Involvement 
Champion. The award is even more 
special because the team were secretly 
nominated tenants and residents of the 
Dumfries and Galloway Federation of 
Tenants and Residents.

The Federation nominated DGHP for 
all of the work carried out by the team 
throughout the year and it was awarded 
in particular because of the work we do 
with secondary schools across the region.

We were absolutely delighted – and 
surprised – with the nomination and the 
award – thank you!!

Pictured above are members of the team Lee Herron and Gordon Williamson, 
tenant representatives from DGHP along with Mark Cox and Jane McCarry, who 
play Tam and Isa in the popular Still Game.  From left to right are – Mark Cox, Jim 
Kennedy, Dorothy Grant, Lee Herron, Sybille Trimble, Gordon Williamson, Mary 
Muir, Jane McCarry and John McCraw. 

Enjoying fun at the event

do you have a story idea for open door? Contact us on 0800 011 3447 
or email customerservice@dghp.org.uk  You can also visit our social media pages

www.dghp.org.uk
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preventing Condensation this Winter

Winter means colder temperatures. Condensation can lead 
to problems with damp or mould and can be caused by a 
number of different things. 

Everyday activities in our home creates moisture vapour – 
during the warmer months, this vapour can escape through 
open windows and doors.  

You’ve most likely noticed this in your own home – windows 
steamed up when cooking or in the morning when you first 
open the curtains. 

What is Condensation?

Condensation happens when warm air cools. Little droplets 
of water are released when that warm air comes into 
contact with a cool surface, like a mirror or a window, 
forming a misty layer. (This is also why condensation is more 
visible during the winter months.)

What Can i do? 

You can reduce condensation in your home in a number of 
ways: 

•	 Wipe	away	condensation	on	windows	or	surfaces	with	a	
dry cloth

•	 Open	a	window/turn	on	the	extractor	fan	when	cooking	
to let out the steam

•	 Keep	lids	on	saucepans	when	cooking	to	reduce	steam
•	 Open	a	window	and	use	the	extractor	fan	after	a	bath/

shower (closing the door so that the moist air exits out 

the window)
•	 Run	a	bath	by	adding	hot	water	to	cold	–	this	reduces	

steam by up to 90%
•	 Dry	clothes	outside	or	in	a	room	with	a	window	open	and	

door closed – NOT on radiators 
•	 Ventilate	your	tumble	dryer	to	the	outside
•	 Make	sure	all	vents	and	window	trickle	vents	are	open	

and clear 
•	 Leave	space	between	furniture	and	external	walls	to	allow	

air to circulate 

our Winter message Will help too:

•	 Have	your	heating	on	all	day	low	and	constant
•	 Manage	the	heat	in	individual	rooms	with	the	radiators
•	 Don’t	warm	

unheated 
bedrooms by 
leaving the 
door open to a 
heated room 
(this will lead to 
condensation on 
cold surfaces)

struggling 
to manage 
condensation in 
your home, call us 
on 0800 011 3447 
– dghp is here to 
help! 

one person breathing 
overnight produces 1 
pint of water

Bath or shower 
produces 
2 pints of water

Cooking and boiling 
kettles produces 6 
pints of water

Drying clothes 
produces 9 pints 
of water

look out for Your neighbours this Winter

With winter 
now upon us 
we need to be 
more aware 
of the darker 
nights and 
the risk that 
brings.

We’d like 
to take this 
chance to 
encourage 

you to not only make sure your own 
home is secure but to check on any 
elderly or vulnerable neighbours you 
have.

In addition if the weather turns 
particularly bad it might be worth 
checking to see if your elderly or 
vulnerable neighbours need anything. 

safetY in Your home 

Make sure your home is locked up before 

you leave and that you have someone 
nearby you can contact if you have any 
suspicions that something might be 
wrong with your home in your absence.
When you’re at home, make sure you 
check your home is secure before going 
to bed at night. Check your doors and 
windows are locked to reduce the 
opportunity for thieves.

If you are answering your door, ensure 
any other doors to your home are locked 
as thieves often work in pairs. One may 
distract you at your front door while the 
other sneaks into your home through 
another entrance.

Never let anyone into your home without 
identification. If someone claims to be 
from DGHP or any of our contractors, ask 
them for ID. 

if you see anyone acting 
suspiciously, call police 
scotland on 101.

help is available 
for You

As a reminder to readers of open 
Door – DGhp now has a dedicated 
Welfare Benefit Advisor for you 
to talk to about benefits and 
entitlements.

This post has now been made 
permanent, following the decision 
by District Management Committee 
members to relinquish their 
community pride funding. 

As a result of this post, which was 
funded through a DGhp community 
fund, there have been a lot of good 
results for tenants – totalling around 
£1million in extra income.

If you would like to speak to our 
Welfare Benefit Advisor, Steven 
Kennedy, please contact DGhp on 
freephone 0800 011 3447. You can 
also complete a self-referral form 
online at our website 
www.dghp.org.uk 
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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)

0345 606 3447 (charged at network rate)
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 service 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 
minimise 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

www.dghp.org.uk
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Welfare Changes

spotlight on Carers alloWanCe and pension Credit

In previous newsletters we have advised you of the qualifying 
criteria for certain welfare benefits that are available from the 
Department for Work and Pensions (DWP).

In this edition of Open Door we are going to throw the 
spotlight on to Carers Allowance and Pension Credit.

Carers alloWanCe

Carers Allowance is currently administered by the DWP. The 
weekly rate of £62.70 is available to those aged 16 and over 
who spend at least 35 hours a week caring for someone in 
receipt of a qualifying disability benefit.

You would be eligible for Carers Allowance if the 
person you care for receives at least one of the 
following - 

You, yourself must also - 

 Personal Independence 

Payment (PIP) Daily 
Living Component

 Disability Living 
Allowance Care 
Component paid at the 
middle or high rate

 Attendance Allowance

 Constant Attendance 
Allowance

 Armed Forces 
Independence Payment










 Be aged 16 or over and spend 35 hours or more a week caring for someone
 Have been in Scotland, England or Wales for at least 2 of the last 3 years
 Normally live in Scotland, England or Wales
 Not in full time education or studying for 21 hours or more per week
 Earn no more than £116 per week after tax and some expenses
 Not subject to immigration control













Please note that Carers Allowance can affect other 
benefits that you and the person you claim for receive.

If you think that you may be entitled to Carers Allowance 
or any other benefits then please speak to us.

open Door WInTer 2017/1810

www.dghp.org.uk
freephone 0800 011 3447

0345 606 3447



pension Credit
billions go unClaimed eaCh Year. Could You be 
one of those Who are missing out?

Nearly 9 out of 10 claims are successful and 2.5 million 
households across the UK receive Pension Credit.

Can i get guarantee Credit?

The eligible age for Guarantee Credit is gradually rising. 
See our chart below to find out when you may become 
eligible to claim.  It is important to note that if you are a 
couple, then only one of you needs to have reached the 
eligible age to claim.

If you are an eligible age, you can claim Guarantee Credit 
if your weekly income is less than £159.35 if you’re single, 
or £243.25 if you are a couple.

If you are of eligible age, but your weekly income 
is higher than these thresholds, you may still claim 
Guarantee Credit if you meet one of the following criteria: 
you have a severe disability, you are a carer or you have to 
pay housing costs like a mortgage.

Being in receipt of Pension Credit may also help you with 
other benefit changes.

From May 2018, when Universal Credit is rolled out in 
Dumfries and Galloway, any couple, where one is of 
Pension Credit age and the other is not, then you will 
need to make a claim for Universal Credit if you are not 
already in receipt of Pension Credit.  

This will be less advantageous than Pension Credit.  
However, if you are already on Pension Credit when 
Universal Credit rolls out further then you will remain on 
Pension Credit.

If you think that you may be eligible for Pension Credit 
but have not yet claimed it then contact us on 
0800 011 3447 and ask to make a referral to our Welfare 
Benefit Advisor.  

Alternatively, you can complete an on-line referral on our 
website at www.dghp.org.uk/rent-and-benefits

universal Credit - CheCklist
The next roll out of Universal Credit has been delayed until 
May 2018 (at the earliest) in Dumfries and Galloway- however, 
it’s never too early to think about what you would need to do 
should you need to make a claim for Universal Credit.  Here is 
our handy checklist - 

Have you been overpaid Housing Benefit?

Is this being recovered through ongoing deductions 
from your Housing Benefit entitlement?

Are you struggling to afford the overpayment recovery 
level the Council are taking?

if the answer to all of these questions is yes then contact us 
on 0800 011 3447.  

We will be able to assist you with a request asking the 
housing benefit office to consider reducing the recovery 
level.

housing benefit 
overpaYments

Q

Q

Q

I know who to contact if I need to learn how to use a computer

I have an email address

I know where to go to make my claim for Universal Credit if I don’t have access to a computer

I have opened/already have a fee free bank account that will allow payments of UC and direct debits

I have details of my households personal information on hand to make a claim

I have contacted DGHP to speak to them about my rent payments

I know who to contact if I need help with budgeting and managing my money

I know where to go if I need help to deal with my debts
I know who to get support from to help get me ready for work and to increase my chances of finding work

Preparing for Universal Credit Checklist

date of birth When you can claim guarantee 
Credit

5 July 1953 and 
earlier

You’ve already reached the 
eligible age to claim Guarantee 
Credit

6 July 1953 to 5 
August 1953

You’ve already reached the eligible 
age to claim Guarantee Credit

6 August 1953 to 5 
September 1953

You’ve already reached the eligible 
age to claim Guarantee Credit

6 September 1953 
to 5 October 1953

6 March 2018

6 October 1953
or later

Visit GOV.UK to calculate when 
you will reach the qualifying 
age by using their State Pension 
calculator.

www.dghp.org.uk
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are You ConneCted to fibre 
broadband? 

More than 800,000 
homes and businesses 
across Scotland can 
now connect to fibre 
broadband thanks to 
a £428 million Digital 

Scotland Superfast Broadband programme – and dozens of 
homes in the Dumfries and Galloway Housing Partnership 
area are among them. 

If your area has been upgraded, getting connected to 
fibre broadband is easy. All you need to do is contact 
your chosen internet service provider, as upgrades are not 
automatic.

Local people can check the Digital Scotland website - 
scotlandsuperfast.com - to find out if they are able to access 
the latest fibre broadband technology.

Whether it’s ordering shopping, paying rent or accessing 
benefit applications, more and more is now done online. 
Fibre broadband can assist in this process and is more 
affordable than you think. 

The Digital Scotland rollout is led by the Scottish 
Government, with engineers from Openreach – Scotland’s 
digital network business – continuing work on the ground. 

use and Care of Your mira shoWer

If you have a Mira electric shower in your property we have 
some important information on looking after it in terms of 
cleaning. 

All covers and cases have a UV additive to prevent problems 
with discolouration and brittle damage. However, to avoid 
damage in terms of cracking to the casing and stress round 
the screw holes we have some advice to follow- 

Many cleaning products that are sprayed on are not diluted 
and can result in damage being caused

We would recommend the unit is only cleaned with a mild 
soap solution and cleaning products for tiles are carefully 
used to prevent run off and spray getting behind and on to 
the actual case.

summerhill fun daY

DGHP's Communities and Communications Team were 
delighted to be invited to attend the annual Summerhill 
Community Centre fun day.

The event was really busy and we had a great time 
supervising some enthusiastic young volunteers distributing 
free ice cream !!

We also spoke to lots of people on the day and gave out 
advice and guidance on a number of housing related 
issues, but we enjoyed the ice cream duties most!!

tenant Census update

Following the story in the last edition of Open Door we 
wanted to let you know the latest on the ongoing tenant 
census DGHP is carrying out in the Nithsdale area. The 
other areas will follow over the next couple of years.

We are now following up with tenants who have not 
returned their form to us. We are calling people to carry out 
the census over the phone – this will only take five minutes 
to complete and it will provide us with information that is 
up to date and help us to:

•	 Tailor	our	services	to	meet	your	specific	requirements
•	 Monitor	our	services	to	ensure	we	are	treating	all	our	

customers fairly
•	 Compile	information	so	that	we	can	improve	our	services	

and respond to changing needs
•	 Help	us	to	provide	statistics	for	our	regulator	and	other	

government organisations

We are already delighted with the results, so far almost 
2000 completed forms. Information from the forms have 
already given us valuable information, which includes the 
fact that the majority of our tenants in Nithsdale have bank 
accounts and we have been pleased with the number of 
tenants who would be interested in getting involved with 
DGHP to have a say on future services.  

If you live in Nithsdale we are still looking for you to 
complete your census and you can do this by calling us on 
0800 011 3447 or visiting one of our open offices where we 
will issue a form to you.  All information is kept securely in 
accordance with the Data Protection Act (1998). 

Amanda Krats with some of those attending the event
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Everyone at 
DGHP was 
saddened to 
hear of the 
recent passing 
of an incredibly 
active resident, 
who spent years 
working with us 
for the benefit 
of our tenants.

Ronald Ritchie, 
Chair of the 
former Region 

6 regional networks (and more recently Region 3) died 
suddenly at the start of December. 

Ronald, of Lockerbie, was also secretary of Lochmaben 
TARA and a member of the Federation of Tenants and 
Residents Association locally.

DGHP Chairman, Robert Higgins, said: “We hugely 
valued the work, efforts and time commitment that 
Ronald put in over the years for our tenants and local 
communities and he will be sadly missed by us all.”

The news comes only a matter of weeks after Ronald 
picked up a national Tenant Participation Advisory 
Service (TPAS) Scotland award for the work of the 
regional networks – something Ronald was hugely 
proud to have been part of.

The award in the category “outstanding group”, was 
in recognition of the excellent work these volunteers 
carry out the length and breadth of the country.

Ronald, at the time, said: “The award is a great honour 
and it is all down to the efforts of the local TARAs and 
the Federation, whose concerns I am happy to report 
to the government. Without the TARA’s and Federation 
I would not be able to participate at this level. I would 
like to thank them for their support.”  

Due to Ronald’s role with the regional networks, he 
met regularly with representatives of the Scottish 
Government and always fed local information to them 
in this capacity.

Ronald, together with Gretna TARA secretary Mary 
McCartney and Locharbriggs TARA secretary Margaret 
Johnston, have attended “Region 6” for some years, 
being a vital link between the independent tenant 
movement and the Scottish government.

Anne Cook, Head of Social Housing Services Team 
(Better Homes Division) with the Scottish Government, 
said: “We were shocked and saddened to hear the sad 
news about Ronald. He was dedicated, committed 
and so kind, he will be sorely missed.

“Ronald was such a character and completely 
committed to ensuring tenants and residents views 
were taken into account in delivering high quality 
services.

“He had tenacity and good humour and was always 
looking out for others to ensure they were looked after. 
He will be fondly remembered.” 

Recurring payment is a new, easier 
way to pay your rent using your debit 
card.

Rather than ringing up DGHP’s 
Customer Service Centre and making 
your rent payment each week, you 
can now set up a ‘recurring payment’ 
where we will attempt to take your 
rent payment automatically each 
week. 

This will be according to an agreed schedule using your debit 
card details which will be saved, securely, on allpay’s system. 

In addition to the convenience of not having to call each week, 
this has the added benefit of you not incurring charges if the 
payment fails for any reason. 

The recurring payments service is integrated within Callpay and 
to receive access to it you will need to provide an email address.
Some of the key features of this recurring payment are – 

•	 Automated	notification	through	text	message	or	email	at	set-
up, amendment or cancellation

•	 Flexibility	on	frequency	and	collection	dates,	including	
weekends and bank holiday

•	 You,	as	the	customer,	are	in	control	
•	 The	schedule	will	automatically	cancel	after	three	successive	

failures to collect
•	 Payments	will	be	collected	at	4am	on	the	chosen	collection	

date

You can cancel the arrangement at any point with your bank or 
getting in touch with us direct. You will also be notified of the 
set-up, as well as any amendments or failures via text message or 
email

to set this up all you need to do is call our service centre on 
freephone 0800 011 3447

ronald ritChie 

pictured here is ronald (far left) 
receiving his award from TpAS in 
november

neW WaY to paY Your rent

www.dghp.org.uk

open Door WInTer 2017/18 13

freephone 0800 011 3447

0345 606 3447

www.dghp.org.uk



Here we continue our focus on how 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 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

foCusing on getting it right 

Complaints
Quarter 1 

april – 
June

Quarter 2 
July - sept

Quarter 3 
october -

december

Quarter 4 
January – 

march 

Number of 
complaints 
received

238 161 162 157

Number of 
complaints 
responded to in 
full stage 1

208 140 133 147

Number of 
complaints 
responded to in 
full stage 2

32 30 15 15

Number of stage 
1 complaints 
upheld/partially 
upheld

124 85 93 109

Number of stage 
2 complaints 
upheld/partially 
upheld

20 14 6 9

What do we mean by a complaint 
being ‘upheld’? 

If a complaint is upheld it means that 
the service provided did not reach the 
standard a reasonable person could 
expect. If a complaint is not upheld it 
means that the service provided was 
of a standard that a reasonable person 
could expect.

Complaints that were ‘not upheld’ –  
some examples

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. 
Some recent examples of these are: 

•	 An	applicant	did	not	agree	with	
the outcome of their medical 
application and the points awarded.  
On investigation of the application 
and medical circumstances the 
correct process had been followed 
by the staff. 

•	 A	customer	advised	us	that	the	
heating system in their property 
had not worked for a considerable 
period of time and requested 
compensation for the use of their 
own temporary heaters.  

The investigation showed that no 
reports had been made to DGHP 
during the time frame the customer 
advised that the system was not 
working. When the report was made, 
and the contractor attended, they 
advised that the repair that was 
required would not have prevented 
the system from working. Based on 
the findings this was not upheld.

Complaints that were upheld –  some 
examples

•	 A	customer	advised	us	that	damage	
had been caused to her fridge as a 
workman did not cover this prior to 
carrying out plastering works.  The 
contractor accepted responsibility 
for this and were able to remove the 
scratches from the top of the fridge. 

•	 A	customer	advised	us	that	a	
contractor did not attend their 
property to carry out works and 
did not contact them to advise of 
the change.  It was found that the 
workman had been delayed and 
did not inform the scheduler of the 
change.  An apology was offered and 
accepted by the customer.

Compliments

We also love to hear from you when 
we do things well too. Some recent 
examples of compliments we’ve 
received are –

•	 A	customer	contacted	us	to	advise	
that the Technical Inspector who 
attended their property was polite, 
well dressed and provided good 
customer service.

•	 Another	customer	wanted	to	praise	
the workmen who installed the wet 
room in their property. They said 
works  were carried out  to a high 
standard. 

•	 Another	customer	called	in	to	thank	
a member of the Customer Service 
Centre staff for listening to their 
concerns in relation to antisocial 
behaviour.

If you have any complaints or 
compliments you would like to speak 
to us about please contact us on the 
methods above.

Complaints Quarter 1 
april – June 

2017

Quarter 2
 July – sept 

2017

Number of 
complaints 
received

156 183

Number of 
complaints 
responded to in full 
stage 1

126 173

Number of 
complaints 
responded to in full 
stage 2

22 17

Number of stage 1 
complaints upheld/
partially upheld

68 99

Number of stage 2 
complaints upheld/
partially upheld

5 5

a look back at 2016/17 2017/18 to-date
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engaging With our Customers

from august (your last edition of open door) until the 
end of november we have engaged with a total of 1050 
people from across dumfries and galloway.

In august we engaged with 289 tenants at a variety of 
different events. We had the usual round of Tenant and 
Residents Association (TARA) meetings, training events for 
the District Management Committees (DMCs), the launch 
of our patch inspection programme as well as supporting 
the council’s “Days of Action” organised by the Community 
Safety Team. We also held a drop-in event in Stranraer 
focused on money management that proved very popular.

september saw us working with 226 members of the 
community - another busy month. Highlights included 
the DGHP Annual General Meeting (AGM), more patch 
inspections and “Days of Action” as well as going out with 
the Federation on their tour of isolated and difficult-to-
reach communities.

october was a quieter month but we still engaged with 
127 tenants. We had the District Management Committee 
meetings, more training for volunteers and another drop-in 
event held in Drummore (pictured below)

november was very busy as we travelled to St Andrews 
with a group of tenants to present two workshops at the 
prestigious TPAS (Tenant Participation Advisory Service) 
Conference. We also began our annual round of talks to 
school leavers and also held training for the new DMC 
members. In total we engaged with 408 people during 
November. 

if you would like to find out more about any of our 
community events, or if you would like to get involved 
with dghp. please get in touch on freephone 
0800 011 3447 - ask for the Communities and 
Communication team.

DGHP hosted two Brew and Blether events earlier this year. 

The first event, in July, took place in Annan at The Anglers and around 
10 tenants attended, with some interest in members joining the local 
TARA group.

The second event, held in conjunction with Loreburn Housing, took 
place in October in Drummore. This event wasn’t as well attended, 
due to poor weather on the day. 

breW and blethers aCross the region

DGHP staff took part in Macmillan’s 
World Biggest Coffee Morning in 
October and raised a total of £1,650.

Staff raised £822.41 through various 
events, held in DGHP offices in 
Dumfries, Annan, Castle Douglas and 
Stranraer and donations were also 
contributed by text. 

DGHP then matched the amount 
raised, taking the grand total to £1,650, 
from staff and tenants across the 
region.

Jayne Moore, DGHP’s Director of 
Housing Services, said: “I’m absolutely 
delighted, and quite taken aback, that 
everyone raised so much money.  

“This is an amazing achievement by 
everyone who took part - and we had 
some fabulous cakes, scones, tray 
bakes and treats that would give the 
contestants of the British Bake Off a 
run for their money!! 

“Anyone who has either lived with 
cancer, or been affected by someone 
with cancer, will know that Macmillan 
provides the best of help including 
an amazing website full of technical 
and practical information as well as 
resourcing nursing care and support in 
many different forms. “ 

dghp staff raise £1650 for maCmillan CanCer support

Pictured are Kelly Trainor (l) and Julie 
Drennan, both DGHP Customer Advisors 
at DGHP’s Dumfries office, with the 
cheque for £1650

Back row – Stacey Goodman, Temporary 
Accommodation Support Worker; Moira 
Wallace, DGHP Utilities Officer; Shirley 
Smith, Asset Management Assistant; 
Front row – DGHP Neighbourhood 
Manager Gordon Andrew; Kate 
Jaszewski, Neighbourhood Manager 
Team Leader and Karen Simonaitis, 
Asset Management Assistant

Crystal Pringle, DGHP Neighbourhood 
Manager; Ellis Johnstone, Registration 
Assistant, Homes4D&G; Mandy Renwick, 
DGHP Customer Advisor and Nell 
Sharkey, DGHP Neighbourhood Manager
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dghp hosts suCCessful moneY management event

DGHP held a successful event focused on money 
management and the cost of borrowing in Stranraer.

More than 20 tenants and residents attended the event, 
held in the Coronation Day Centre. 

The event was supported by many external agencies 
including the loan sharks team from Trading Standards, 

the local Furniture Project, Stranraer Credit Union, Victim 
Support, the Stranraer Community Safety team as well as 
DGHP's local staff and benefit advisors.

There were a number of raffle prizes won at the event, 
including food hampers, a digital radio and a £50 voucher 
for the furniture project.

Left to right -David McMillan, DGHP 
Board Member with winner Mrs J Brown, 
of Stranrer and Gary McGeoch, DGHP's 
Operations Manager

Left to right: Charles Marshall, Furniture Project development 
worker with Andrew McRobert who collected the £50 furniture 
project voucher on behalf of winner Alan Christie (who had left the 
event). Also pictured is DGHP Board Member David McMillan

Left to right – DGHP Board Member, 
David McMillan, with one lucky prize 
winner Monty Burt, of Stranraer, and Gary 
McGeoch, DGHP's Operations Manager

Left to right: David McMillan, DGHP Board 
Member with the winner of the day centre 
hamper, Brenda Allison. Also pictured is 
Alisin Boland, manager of the day centre

Left to right: DGHP's Technical Inspector Billy McDowall, 
Neighbourhood Manager, Tina Hamilton, Jim Kennedy, a DGHP 
tenant volunteer from the events group, Carol Burnett, DGHP Benefits 
Liaison Officer and Steven Kennedy, Welfare Benefits Advisor

Some of those attending the event today, 
along with DGHP Board Member David 
McMillan

Fay Connor, a tenant from Stranraer, enjoyed celebrating her 
birthday during the event with everyone singing her a rendition 
of Happy Birthday. Fay is pictured here with DGHP Board 
Member, David McMillan
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distriCt management Committee news
Are you interested in becoming a tenant on your local District 
Management Committee (DMC)?

The committees, which meet on a quarterly basis, cover Annandale and 
Eskdale, Nithsdale, Wigtown and Stewartry.  

At their meetings, where they hear all about the latest news affecting 
DGHP as well as analysing how the organisation is performing, take place 
at the end of January, April, July and October.   

Full training is provided as well as assistance with transport, or reasonable 
expenses. If you are interested in volunteering and would like to  get 
involved,  please contact the Community and Communications Team on 
0800 011 3447.

During August, members received iPad training from Dumfries and 
Galloway Library Service, at Lockerbie, Dumfries, Kirkcudbright and 
Newton Stewart.  

A total of 22 members attended the training, which covered the basics 
on how to use the iPad, emailing, opening and viewing attachments, 
saving attachments to view, accessing DGHP’s website and using the 
camera and emailing photos. 

The library training proved very popular with DMC members as they 
will be using iPads at future DMC meetings to view their papers. 

Would You like to Join the dmC groups?

ipad training

Committee skills 
training 

In October DMC members received 
committee Skills development training 
from Iain Guthrie, of the Third Sector 
Dumfries and Galloway.  A total of 19 
members took part. 

dmCs - neW members 
induCtion

In November. Five new DMC members 
attended induction training at Grierson 
House.  The members are now equipped 
to attend the DMCs next meetings.

Consultation annual 
report Card

A total of 16 Board and DMC members met 
in September to discuss the star markings 
against each Key Performance indicator 
for the 2016/17 annual report card (which is 
enclosed with your Open Door). 

dmCs ground maintenanCe 
monitoring

For the second year, members have been 
monitoring DGHPs Ground Maintenance 
contract in the areas local to each of them.   
They send in regular reports throughout 
the season.  This is invaluable to DGHP staff 
as the reports enable them to raise issues 
with the contractor to improve the service

dmC members meet the 
board

On the 6th December DMC and Board 
members came together at Arden House 
Kirkcudbright to discuss DGHPs rents and 
priorities for 2018/19. Also on the agenda 
was DGHPs new code of conduct and in 
the afternoon a session on Fire Safety. The 
Communitiies and Communications team 
carried out a fun ‘advent calendar’ based 
consultation exercise.
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For the sixth year, members of the Federation 
Information Vehicle Project visited more rural areas 
of the region engaging with tenants and residents.  
Over the last five years the vehicle has visited 169 
locations with 532 people visiting the bus, the 
majority of them, DGHP tenants.

During September this year, they were out and 
about again supported by DGHP staff. They visited 
25 rural locations covering 772 miles, with 78 
tenants, three residents and six visitors attending.  

Enquires ranged from repairs, heating, anti-social 
behaviour, ground maintenance, rents, allocations, 
parking and AGM voting papers.  All enquires were 
reported through the Customer Service Centre at 
the time to be actioned.

Dorothy Grant, Federation Secretary and organiser 
of the Federation Vehicle Project, said “If tenants 
and residents have any issues they will come on the 
day regardless of the weather and I feel that most 
people seem to prefer the face to face contact.”   

federation and tara news
training

During July, August and October members of the 
Dumfries and Galloway Federation Tenants and 
Residents attended training provided by DGHP. 
The training they received was on basic I.T. skills, 
committee skills and website training for the office 
bearers. This training was all well received by the 
Federation members. 

patCh inspeCtions

During August, 10 members of the Federation along with members 
from local Tenants’ and Residents’ Associations (TARAs) carried out 
area patch inspections with DGHP staff. 

The areas covered were Moffat, Lochside/Lincluden, Kirkcudbright 
and Newton Stewart and members were looking at things such 
as ground maintenance, communal block stair areas, available 
properties, guttering and rendering. 

federation information 
vehiCle visits region 
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For DGHP tenants online we 
keep followers of our social 
media platforms up-to-date 
with what’s going on at 
DGHP. However, we don’t 
want those of you who are 
not online to miss out on 
any news. 

We’ve included here a brief 
round-up of what’s been 
on there over the last few 
months.

If you have access to social 
media and you’d like to 
follow us please visit our 
facebook page at www.
facebook.com/teamdghp or 
twitter at www.twitter.com/
DGHP_hq  

august

In August, we shared news 
of a construction training 
course held in partnership 
with Dumfries and Galloway 
College. August also saw our 
DMCs receive iPad training 
and several community 
days, including Apple Pie 
Day in Lincluden, Dumfries. 

september

September saw a return 
of our ‘Getting to Know 
the Team’ feature with a 
post on one of our Housing 

Support Workers, Nicola. 
We also shared news of the 
completion of Phase 4 of 
The Meadows development 
in Dumfries. 

Visits from the Federation 
Information Vehicle took 
place in September and 
representatives of both 
DGHP and the Federation 
had a lovely surprise when 
they were invited to take 
part in a wedding during a 
stop in Gretna.

oCtober 

Ex-hurricane Ophelia visited 
Dumfries and Galloway in 
October and DGHP’s social 
media kept tenants up-to-
date as the storm moved 
across the region. 

We also shared the 
exciting news that 
DGHP’s Macmillan Coffee 
Morning held at the end 
of September raised more 
than £1600 for the charity. 

november

We began to reveal our 
exciting Rent First Advent 
Calendar as part of this 
year’s Christmas campaign! 
See inside Open Door for 
your chance to win!

an update on What’s been 
on soCial media reCentlY

 As promised in the last edition of Open Door, we’ve 
included some photos of this year’s winning gardens to 
brighten up a dreary winter morning.

The overall competition was won this year by Andrew 
Pagan, from Kelloholm. Andrew is a keen gardener who has 
only taken up the hobby recently.

The winner in the small container garden category was 
Keith Kennedy, of Municipal Terrace in Dumfries. His 
spectacular floral displays at the side of the house are not 
to be missed.

Runner up was Cathy Robinson, also of Dumfries, who 
is always in contention with her very well maintained 
garden. Special thanks must also go to long-time winner 
Jim Thomson, of Moffat, for taking the time to judge the 
competition again, his help is very much appreciated.

Watch future editions of “Open Door” for details of the 2018 
competition.

dghp’s garden Competition neWs 

Wedding surprise

While members of the tenants and residents Federation 
were visiting Gretna on their recent visits to the region they 
were asked to be witnesses to a very special occasion.

Kenny and Mae Stapleton, who were visiting from East 
Kilbride, were getting married nearby and asked Dorothy 
Grant, secretary of the Federation, and DGHP tenant Hazel 
Harker, from Gretna, to be witnesses to their big day.

Dorothy and Hazel were delighted to be part of their big 
day. However, we were saddened to hear that since the 
wedding, witness Hazel (far right) sadly passed away. 

However, with the kind permission of her family we have 
printed her photo here with the happy couple. Also 
pictured here is Mary Muir, Chair of the Federation.

Runner up garden
Small container 
garden winner

Overall winning garden

www.dghp.org.uk

open Door WInTer 2017/18 19

freephone 0800 011 3447

0345 606 3447

www.dghp.org.uk



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 26th.  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 September 15th 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.

Competition - Win some vouChers

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

Questions -

➊	 Tell us when the roll-out of Universal Credit will affect people in 
Dumfries and Galloway?

➋	 Tell us one fact about Universal Credit.

➌	 What is enclosed with the copy of Open Door?

➍	 Tell us the new way of paying your rent?

➎	 How many tenants did we engage with between August and 
November?

Win!

The winners of the 
competition from the last 
edition of Open Door have 
been announced. There 
were lots of entries and the 
winners were chosen at 
random by various DGHP 
staff members. 

Congratulations go 
to Leeanne Wilson, of 
Dumfries, who picked up 
the top prize of £50; I Bell, of 
Lockerbie. scooped second 
prize of £25 and well done 
to Helen McCracken, of 
Stranraer, who claimed 
third prize of £10.

Well done to all prize 
winners your vouchers will 
be in the post shortly.

The correct answers were…..

1. Housing element paid 
direct to DGHP

2. Variety of options sent in
3. Keep areas clear and free 

of rubbish
4. Use water system 

regularly/run taps 
regularly etc

5. Property furnished for 
£745

Congratulations also go out 
to the winners in our other 
recent competitions - 
Hetland Hall - Margaret 
Livingstone of Sanquhar.
SHAX competition - E 
Nimmo of Kelloholm and 
Mrs R John of Annan. 

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:

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 
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