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FURTHER INVESTMENT IN DGHP HOMES
DGHP has signed a contract worth almost £9million to 
invest in new windows for more than 2,000 properties.

Tenants in 2,200 homes across the region will benefit from 
the installation of new windows to their properties as a 
result of the award of the contract to Anglian Building 
Products Ltd.

The programme is the second of two major investment 
contracts to be signed recently, with the insulation, 
rendering and roofing contract signed several months ago.

The programme will replace older window units with new 
PVC double-glazed, high performance windows. This will 
help to improve energy efficiency and reduce fuel bills for 
our tenants.

Chairman of DGHP, Robert Higgins, said: “The multi-
million programme will provide much needed 
improvements across the region and shows our 
commitment to improve tenants’ homes. We look forward 
to work beginning on the contract with Anglian.”

The programme, which will begin in the summer of this 
year, is expected to last two years with an option to extend 
the contract for a further two years. We will be in touch 
with our tenants directly in due course about works being 
carried out.

Steve Hoadley, Anglian’s Managing Director, said: “We’re 
delighted to have won the contract and to be working 
with DGHP. We are looking forward to getting started on 
the works.”

If anyone has any questions regarding the works, or any 
other matter, they can contact DGHP direct on Freephone 
0800 011 3447.

Front - Robert Higgins, DGHP Chairman and Mark Lynchy, Head of 
Commercial with Anglian. 
Back - Mo Muir, DGHP’s Asset Management Officer; Steve Hoadley, 
Anglian’s Managing Director and Jane Urquhart, DGHP’s Senior 
Investment Manager

YOUR INVITE TO DGHP’S 2018 TENANT CONFERENCE

DGHP’s Tenant Conference and 
Annual General Meeting (AGM) takes 
place on Thursday September 27.

Taking place at the Easterbrook Hall 
in Dumfries we are hoping that as 
many of you as possible will join us on 
the day.

Your personal invite to this year’s 
conference and AGM is enclosed 
with this copy of Open Door – if 
you don’t have one please contact 
us on 0800 011 3447, via email at 
customerservice@dghp.org or 
through social media.

The conference this year is the first 
we’ve held since 2015 and we’re 
looking forward to welcoming 
everyone back and hopefully seeing 
some new faces as well.

As with any organisation, the AGM is 
an important event in our calendar 
and we hope as many of you will 
come along and take part and vote 
in our elections (*you must be a 
company member to vote).

This year the theme of our conference 
is “Making life easier - tenants helping 
tenants” and will focus on giving 
tenants extra skills and knowledge as 
well as information on saving money 
and preparing for the future. Tenants 
of DGHP have been involved in the 
planning of the day as well as taking 
part in workshops aimed at helping 
others.

As well as various workshops 
throughout the day, we will also 
have stands from various exhibitors 
and organisations. We also intend 
having a workshop focused on 
cooking with surplus food with several 

organisations taking part – and you’ll 
all have the chance to get involved.

*Becoming a company member – 
to vote in elections, you must be a 
company member. If you’re interested 
in becoming a company member 
please contact our governance 
section on 0800 011 3447 - it’s very 
straightforward and won’t take long.

Enclosed with this newsletter is your 
own personal invitation to the event 
– please read through it, choose your 
workshops and send it back to us 
Freepost no later than September 
14th.
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AN UPDATE ON DEVELOPMENT WORKS AT DGHP – SUMMER 2018

In recent months, staff in the development team have 
been working closely with DGHP’s Architect to create 
standard house type designs - with the vision being that 
all of DGHP’s future housing developments will be built 
using these.

Many hours have been spent on these designs, 
reviewing each individual room within the house to 
ensure we achieve designs that work for all household 
requirements.

The team then hit the road in June, showcasing the new 
‘Standard House types’ to our waiting list applicants with 
a view of seeking feedback and comments from the 
people who may actually be living in these properties.

The roadshow events were held in Stranraer, Newton 
Stewart, Dalbeattie, Castle Douglas, Annan, Moffat, 
Thornhill and Dumfries.

The team were very pleased with how the events went 
and there was a great turn out of people who were 
extremely positive about the new house types.

Some of the comments from the people who attended 
were – “great layout and storage’; ‘spacious and open-
plan’; ‘loved the larder units’; ‘facilities for families seem 
better’ and ‘level access’.

The team will now present the designs to DGHP’s 
Board for their approval, and they hope to pilot them 
on the forthcoming projects at Sanquhar, Lincluden, 
Springholm, Johnstonebridge and Eastriggs.

Come along to DGHP’s conference this year and see 
these designs for yourself.

We thought it might be useful to let you know what to do 
in the event of unwanted pests in your property.

Wasps 
Following recent local authority changes around this, DGHP 
will attend to wasps, but only if they are nesting in the 
fabric of the property. (Under normal circumstances DGHP 
will not attend to wasps nests within the garden area or 
within a tenants’ shed etc).

We will then issue a job for a pest control contractor to 
attend, however, this can take up to 20 days.

Ants and fleas
DGHP will only attend to ants and fleas after the tenant 
has exhausted all other options and attempts to deal 
with these on their own with powders and insect stations 
(these can be readily purchased in local stores and garden 
centres).

If you have carried out all of these measures, and you 
still have issues, again contact the CSC – especially if it is 
obvious that there is an ants nest beneath the property, 
or at the access to the property. We can issue a line to our 
contractor.

Mice/rats 
We have an ongoing contract with Environmental Health 
at Dumfries and Galloway Council who will attend to mice 
and rats within a DGHP property.

For these cases you should contact DGHP’s Customer 
Service Centre (CSC) directly on 0800 0113 447.

Any other form of insect/pest 
Any other form, for example woodlice, spiders etc - these 
are the responsibility of the tenant to remove.

For all others, tenants should call DGHP’s Customer Service 
Centre (CSC) directly on 0800 011 3447 and we can advise

PEST CONTROL – SOME INFORMATION

Photos show the new houses in Lochmaben
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PRAISE FOR DGHP’S UNIVERSAL CREDIT TEAM

Dumfries and Galloway Housing Partnership (DGHP) 
has launched a new ‘Switch Team” - to help tenants 
with welfare benefits advice in line with the upcoming 
introduction of Universal Credit.

And DGHP tenants are being encouraged to “make the 
most of DGHP’s service”, says Bill Irvine, of Universal Credit 
Advice and Advocacy.

Steven Kennedy, DGHP’s Welfare Benefits Advisor, has 
been in post for two years and has already brought in over 
£2million for tenants in benefits and back-dated sums. He 
is now joined by Fiona Thomson (pictured here along with 
Steven).

They form part of DGHP’s “Switch Team” focusing on issues 
around Universal Credit, which came into force in May, and 
welfare benefits (more information inside on pages 10-13).
Bill said: “Accessing services like these that DGHP offer 
are becoming more difficult, at a time when services 
of this very nature are needed most. DGHP should be 
congratulated for their service. Free services like DGHP’s 
Switch Team are very rare and I’d encourage tenants to take 
up the help on offer.”

Carol Burnett, DGHP’s Benefits Liaison Officer, said: “We 
don’t want people to be in the dark about what Universal 
Credit could mean for them. It is the single biggest change 
to the welfare benefits system in decades and we are here 
to help our tenants prepare and deal with it.”

If you are a DGHP tenant you can complete a self-referral 
form on our website at www.dghp.org.uk/welfare-reform
or call us on 0800 011 3447.

ONGOING FIRE SAFETY PROGRAMMES
DGHP has always put the safety of our tenants first and 
as part of our ongoing fire safety programme, we have 
partnered with Fire Safety First. We will be completing 
fire checks of 483 properties/blocks in Dumfries, Annan, 
Newton Stewart, Kirkcudbright and Stranraer.

The contractors will be carrying out visual inspections of 
communal areas and loft space of these properties as 
well as checking fire doors and installing signage where 
required to help ensure our communal blocks meet fire 
safety requirements and to ensure the highest level of 
safety for DGHP tenants.

The full programme launched on the 16th July in Dumfries 
with the final safety checks due to take place in Stranraer 
this October.

DGHP is also liaising with the Scottish Fire and Rescue 
Service (SFRS) to promote fire safety messages over the 
summer (see page 4 in Open Door) especially with the hot, 
dry temperatures which Dumfries and Galloway has seen 
over June/July – remember, home fire safety visits are free 
and can be arranged by calling the SFRS on 0800 0731 
999 or visiting www.firescotland.gov.uk/your-safety/for-
householders/home-fire-safety-visit.aspx. Staff and contractors in one of our communal areas.
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OPEN DAY FOR FACTORED BLOCKS
DGHP’s Factoring Service invited 
tenants and home owners of 
flats in Larchfield Road and 
Barkerland Avenue along to 
an open day to learn more 
about, and give their views 
on, proposed works to the 
buildings.

The works include insulated 
render and re-roofing and there 
was an opportunity for people 
to speak to the contractor, the 
manufacturer and also the 
Energy Agency who were able 
to give some ideas on funding 
and loan opportunities.

The day was very well attended 
with many taking the chance 
to stop by and have a chat with 
the team to get their questions 
answered and have a closer look 
at options first-hand.

DGHP is still at the stage of 
consulting with home owners 
but we hope to have made 
some decisions very soon. If 
the work goes ahead, it will 
significantly improve the look 
of these flats and benefit the 
whole community as a result.

A large number of volunteers, under the expert 
guidance of specialist public art company 
“Design by Zag”, helped design and complete 
a mural on the side of Lochside Community 
Centre.

Lochside Community Association, who help 
run the facility were keen to involve young 
people in the project and volunteers of all ages 
mucked in over the weekend to work on this 
eye catching artwork.

This is the start of a number of exciting projects 
the “Design by Zag” team will be working on so 
keep your eyes peeled for more information.

LOCHSIDE PUBLIC ART PROJECT

Fire safety within the home 
is important all year round, 
however, residents should also 
consider hazards that are more 
common during the summer 
months.

We have seen some hot and 
sunny weather recently and 
would like you to consider these 
additional fire safety tips so this 
summer is one to remember for 
all the right reasons.

• Don’t leave aerosol cans 
 near a window in direct 
 sunlight. Aerosol cans can 
 heat up in direct sunlight 
 and possibly explode if they 
 become hot enough, setting 
 fire to surrounding curtains 
 and furniture. Simply 
 remove them away from the 
 direct rays of the sun.

• Don’t leave mirrors or glass 
 bottles near windows 
 in direct sunlight. Mirrors 
 or bottles sitting for long 
 periods in direct sunlight 
 can reflect light onto 
 combustible materials like 
 curtains and cushions and 
 if hot enough, these may 

 ignite and cause a fire. Move 
 your mirrors and any bottles 
 to an area not affected 
 by direct sunlight during the 
 hotter months.

• If safe to do so, vacuum your 
 smoke detectors. Summer 
 bring all sorts of flies and 
 insects as well as dust due to 
 the very dry weather. If 
 possible and if safe to do 
 so, consider vacuuming your 
 smoke detector frequently 
 with the vacuum 
 attachment to keep your 
 detector clean and in good 
 working order. Also, don’t 
 forget to continue testing 
 your fire alarm weekly.

Please remember that the 
Scottish Fire and Rescue Service 
are always available to provide 
home fire safety advice at any 
time of the year. To request your 
free home fire safety visit for a 
time that suits you please call our 
community safety staff on 01387 
252222 to arrange.

We hope that you have a safe 
and fun summer.

KEEPING SAFE THIS SUMMER FOOD TRAIN INTRODUCE NEW 
MEAL SHARE PROGRAMME IN D&G
Food Train have introduced a new community meal 
share programme, Meal Makers, to the older people of 
Dumfries and Galloway.   

Meal Makers connect people who love cooking and 
who are happy to share an extra portion of home 
cooked food with an older neighbour who would really 
appreciatew a freshly prepared meal and a friendly 
chat.   

Signing up to volunteer with Meal Makers is really easy, 
go to www.mealmakers.org.uk and select ‘Become a 
Cook’ to complete our quick online application form.  
All cooks will complete an online food safety quiz and 
a PVG application before being matched with a diner. 

Food Train Regional Manager, Helen McAnespie, said 
“Our Meal Makers service is proving to be very popular 
in other regions of Scotland and I am delighted to get 
it started here in Dumfries and Galloway.”
 
Food Train aim to offer this service to older people 
(qualifying age is 55 to become a Diner) across D&G as 
soon as possible to help combat the impact on some 
older people when the RVS Meals on Wheels service 
comes to an end in September (it has already ceased 
in some areas).  

If you know someone who would benefit from 
receiving a home cooked meal on a regular basis or if 
you are interested in becoming a Cook, please contact 
the Meal Makers team on 0800 783 7770 or e-mail 
hello@mealmakers.org.uk.  
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CAN YOU FIND THE HIDDEN KEYS IN OPEN DOOR?
Did you know it’s much cheaper to get an extra set of spare keys 
cut than have to pay for the costs of breaking and replacing a lock 
at your property?

For less than £5 you can have a spare set of keys cut - and leave 
them secure with a neighbour, friend or family member in the 
event you get locked out.

If you lose your keys, you can contact DGHP and we can arrange to 
deal with this but you may be charged for this.

To highlight this we’ve hidden 8 small keys in this edition of Open 
Door somewhere – if you can find them all, please fill in the form 
below stating what pages they are on – by no later than Friday 
September 21 you will be entered in to our prize draw to win £25 
worth of vouchers.

To get you started with the competition, here’s your first 
key. Good luck finding the other 7

Name

Address

Telephone number and email (if applicable)

Pages that you found keys on (there must be 8) 

NEWS FROM YOUR TENANT 
EDITORIAL GROUP

Volunteers on our Open Door Tenant Editorial Group now 
have their own email address and would like you to get in 
touch with them direct.

Here’s some words from our tenant members of the 
group, who are – David Wilson, from Lochmaben; Mary 
Muir, from Gretna; Dorothy Grant, from Troqueer; Jim 
Kennedy, from Kirkcudbright; and Russell McKie, from 
Creetown - 

We now have our own email address and would love to 
hear from you. You can always call in to DGHP on 0800 
011 3447 but if you have access to email you can send a 
message direct to us.

Whether you have comments, views, ideas or suggestions 
for Open Door – or perhaps would just like to speak with a 
tenant, you can email us at –
opendoor@dghp.org.uk

If you don’t have access to email you can also write to the 
tenant members at – 
Tenant Editorial Group volunteers 
Dumfries and Galloway Housing Partnership 
FREEPOST NAT3109 
Dumfries DG1 4BR

Mary Muir, Dorothy Grant, 
David Wilson, Russell McKie 
andJim Kennedy

OPEN DOOR SUMMER 2018 5

FREEPHONE 0800 011 3447

0345 606 3447

www.dghp.org.uk



Love it or dread it, summer has been making itself felt over 
the past few weeks in Dumfries and Galloway.

It can be very tempting to open the fridge door and stand 
in the icy blast. However, there are plenty of ways to make 
you – and your home – feel much cooler… all without 
splashing out on fancy new gadgets or racking up that 
electric bill.

So… keep your cool, and try some of these tips...

Keep your curtains/ blinds closed during the day
A significant portion of that unwanted heat comes into your 
home through your windows. By using shades or curtains, 
you can stop your home from transforming into a miniature 
greenhouse, which is especially the case with south and 
west-facing windows.

Fan + Ice = Instant Sea Breeze
A simple homemade trick to cool any room – if your fan is 
simply not cutting it, try placing a bowl filled with ice (or 
something else cold) and placing it in front of the fan. The 
air flowing will have that extra crisp chill which can help if 
a room is particularly sweltering! Please be careful when 
using water near electricity.

Swap your sheets
It’s not just way to freshen up (the look of) a room. Textiles 
like flannel may be cosy and soft but cotton is best for 
warmer, more humid months as the fabric breathes easier, 
which means it stays cooler.

Focus on you, not your house
Your home can be as cool as ice but if you’re still hot 
and bothered, you’re not likely to feel it or appreciate it. 
Keep hydrated with ice-filled drinks (water, juice), apply 
wash cloths soaked in cold water to wrists or the back of 
your neck, wear loose, light clothing (cotton again works 
wonders!) or even try filling a bucket with cold water and 
dipping your feet into it when you’re feeling too warm.

Use your bathroom fans
Not only is it good for your house (removes all that extra 
moisture to prevent condensation), it also pulls the warm, 
humid air out. Your exhaust fan in your kitchen is also a 
good one to use – especially when cooking!

Windows – open them first thing in the morning/in the evenings
Typically temperatures drop, even if only slightly during 
summer, overnight. Make the most of these refreshing 
hours by opening your windows in the evening to keep your 
rooms as cool as possible. If this doesn’t work for you, try 
opening them first thing in the morning, closing them as 
the temperatures rise during the day (remembering the
curtains too!) and then re-open them once the cooler 
evening temperatures arrive. Be careful if you’re on the 
ground floor and make sure windows are secured, even on 
a vent.

Don’t forget, you can create a cross breeze by opening 
windows located in rooms on opposite sides of the house 
leaving the doors open too to draw that fresh breeze right 
through especially if you have a fan or two to help move 
the air around. This works particularly well if you combine it 
with closing the curtains during the sunniest/warmest parts 
of the day as mentioned above.

Hopefully you’ll find some of these tips and suggestions 
helpful in keeping you and your home cooler.

KEEP COOL AT HOME THIS SUMMER…

New legislation which comes into effect in November 2019 will 
see major changes to your rights affecting successions, joint 
tenancies, assignations and sublets/lodgers.

Now - before you apply to add a joint tenant to your tenancy or 
to assign (pass on) your tenancy to someone else or to sub-let 
or take in a lodger, you will need to have been a tenant of the 
property for a minimum of 12 months.

In addition, the person you wish to add as a joint tenant, or 
assign your tenancy to must also have lived in the property as 
their main home for at least 12 months. This is known as the 12 
months qualifying period.

Very similar rules will apply for succession rights.

However, the important issue is that the 12 months qualifying 
period only starts from the date that you have informed DGHP 

that the person is part of your household. So from now on it is 
crucial that you tell us when someone moves in or out of your 
household.

We will be writing to you in September this year to advise 
you who we have recorded as living in your household. If this 
information is not correct it is important that you contact us to 
update or records.

Because it is so important that we have the correct household 
details, changes will need to be made and recorded using 
DGHP’s agreed processes. We will provide details of how you 
can update your household details when we write to you in 
September.

If changes are made then, it leaves plenty of time for everyone 
to meet the 12 month qualifying period that comes into effect 
in November 2019.

CHANGES AHEAD – PLEASE READ
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GALA DAYS ARE HERE AGAIN...
Summer is here and so is the gala season. DGHP’s 
Communities and Communications Team have been 
attending several events taking place across the region.

If you see our staff at events, remember and pop over and say 
hello, they will be delighted to chat with you and if you allow 
us permission to take your photo (and complete one of the 
new General Data Protection Regulation GDPR forms) you 
will be entered into our “Gala days competition”.

This will be drawn at the end of our “gala days” season and 
the winner announced here in Open Door.

We are continuing to collect 
information from our tenants in our 
ongoing tenant census.

So far we’ve gathered information 
from our tenants in the Nithsdale area 
as well as Annandale and Eskdale – 
with a 45% return rate.

Neighbourhood Managers are now 

contacting tenants where we don’t 
yet have a completed form and 
you can pop into any of our offices 
and complete one if yours is still 
outstanding.

We are pleased to let you know that 
Stewartry and Wigtown tenants will be 
receiving their tenant census forms in 
early November 2018. 

The information collected will be 
kept secure and will help us deliver 
excellent customer service and tailor 
our services, wherever possible, for you 
and your households. There will be 
a prize draw for vouchers when the 
census forms are returned to us by the 
date we give you, which will come in 
very handy for Christmas shopping.

GETTING TO KNOW YOU – AN UPDATE ON OUR TENANT CENSUS

Family days out, trips to the beach, 
museums, escape rooms, theme parks, 
new gadgets, a summer holiday…

Then there’s the looming expensive 
of new school uniforms in a matter of 
weeks.

It’s no wonder summer can get 
expensive – not to mention busy!

We understand that the summer 
holidays can be extra stressful on 
budgets - which can feel very tight 
already! With this in mind, we wanted 
to just leave a short reminder about 

the importance of keeping up with 
‘Rent First’ over the summer (holidays).

Do you pay your rent by direct debit? 
Keep it in place and there’s one less 
thing to worry. More time for those fun 
summer adventures and family time 
as well as ensuring your tenancy stays 
in good standing. It can also help with 
budgeting for those additional days 
out or activities to keep the family 
entertained for the summer.

Your rent is your most important 
expense so not having to worry to 
remember to pay this will help ease 

the worries and stress of summer 
holidays a little.

Worried about budgeting over the 
school holidays? DGHP is here to help. 
Speak to us if you're struggling by 
calling us on Freephone 0800 011 3447 
Monday - Friday 8am - 7pm – ask to 
speak to our Welfare Benefits team. 
You can also email customerservice@
dghp.org.uk, leave us a private 
message on Facebook or Twitter, 
or pop into one of our open offices 
located in Dumfries (Nith Street), 
Annan or Stranraer.

RENT FIRST – SUMMER MONTHS

DGHP does not insure your furniture, belongings or 
decoration - only the building you live in. It is your 
responsibility to insure your home contents.

Contents insurance to cover against theft, vandalism, 
fire and burst pipes protects your personal items and 
belongings if the worst was to happen.

While many people often hope that nothing will ever 
happen to their stuff, sometimes things can go wrong 
unexpectedly.

Thistle Tenants Risk Insurance have a scheme for DGHP 
tenants, offering cover to protect your belongings and 
giving you peace of mind at a low price.

To find out more contact DGHP on 0800 011 3447 for an 
information pack or request a call back from Thistle. You 
can also contact Thistle direct on 0345 450 7286 or visit 
www.thistletenants-scotland.co.uk or email them at 
tenantscontents@thistleinsurance.co.uk

HOME CONTENTS INSURANCE

Members of the Lochside is Families Together (LIFT) 
group during a litter pick following Lochside Gala day
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What does your job involve, Kerry?

I am responsible for supporting 
tenants in the Lockerbie and 
Lochmaben area offering advice 
and assistance so that they are able 
to meet their tenancy conditions. I 
also offer advice about any changes 
which may affect tenants and can 
support them through these changes 
such as making an application for 
Universal Credit. My role is varied 
and my days are filled with many 
things such as helping with home 
visits, tenancy sign-ups, dealing with 
rent arrears, pre-term inspections, 
neighbour complaints and other 
estate management issues (gardens, 
dog fouling and so forth…).

As a Neighbourhood Manager I am 
there to support tenants and ensure 
they settle into their tenancies, and 
help resolve any problems/issues they 
may be experiencing by providing 
advice or even helping to connect 
them with other agencies such as 
homeless, housing benefit, social 
services and support providers. 

What does a typical day look like 
for you?

Each day is different but involves me 
supporting tenants with a variety of 
matters and helping them sustain 
their tenancies. This could involve 
things like housing benefit, budgeting, 
rent matters, pre-termination 
inspections, new tenancies, settling-
in visits,  joint tenancies and much 
more. I also spend time each day on 
the telephone dealing with enquiries 
on my case list and working with other 
departments within DGHP, including 
our welfare benefits and Switch Team.

What’s your favourite part of the 
job?

Getting out and working with the 
tenants, and trying to resolve any 
issues they may be experiencing..

A BIT MORE ABOUT KERRY...

How long have you worked with 
DGHP?

I started with DGHP at the beginning 
of February this year.

Have you always been in this role? 
If not, what did you do before?

Previously, I worked for 16 years in the 
Homeless Department with Dumfries 
and Galloway Council.

What’s the most challenging part 
of the job?

Assisting people with multiple difficult 
circumstances and ensuring they 
receive the help required from other 
outside agencies.

What three words would you use 
to describe your role?

Rewarding
Challenging
Satisfying

Recent feedback received from a 
customer

I have only been in the position for 
over 4 months but have had some 
positive feedback verbally from 
customers when I have been able to 
assist them.

Finally, tell us your favourite 
hobby, out-with work?

I enjoy travelling and spending time 
with my family and friends..

NAME KERRY NICOLL
JOB NEIGHBOURHOOD MANAGER – LOCKERBIE (ANNANDALE)

A group of young people from Dumfries Academy met with 
some of DGHP’s sheltered housing residents recently – on a 
very interesting project.

DGHP were approached by the Oasis Centre in Dumfries 
recently to pilot a scheme where young people would 
share experiences and life skills with the older generation, 
helping break down barriers and concentrating on the 
things they shared as opposed to the differences.

The programme proved to be very popular with both young 
and old alike, together they swapped stories - listened to 
favourite music and one memorable afternoon went on a 
trip to the Devils Porridge museum in Eastriggs.

DGHP are always interested in new projects so if you have 
any ideas don’t hesitate to contact us. 

WORKING TOGETHER - NO MATTER THE AGE

EMAIL OUR VOLUNTEER 
TENANT MEMBERS AT 

OPENDOOR@DGHP.ORG.UK

OPEN DOOR SUMMER 20188

www.dghp.org.uk
FREEPHONE 0800 011 3447

0345 606 3447



SANQUHAR SWAP SHOP OPENS

Action for Children, based in 
Kelloholm, have recently opened a 
new “Swap n Shop” in Sanquhar
 – right on the high street.

Run by the group, the shop itself is 
aimed at being able to help families 
with things like good quality clothing, 
shoes, and more.

As you’ll see from the photos the 
items are well placed, packaged and 
presented.

If you’d like to donate items to them 
please pop in and speak to them.

Also if you’d like to have a look for 
yourself, go along and see what 
you think. DGHP are certainly very 
impressed.

What exactly is a mutual exchange?
It’s a way of swapping your home with someone else who is 
living in a property from a social landlord in Dumfries and 
Galloway and who is also looking to move. If you are already 
a tenant of one of the Homes4D&G partner landlords (that’s 
DGHP, Irvine Housing, Home Scotland or Cunninghame 
Housing Association), you can ‘swap’ with anyone else who 
has applied for mutual exchange and is a tenant of any of 
the partner landlord as well.

How do I find another tenant/home to swap with?
There are several ways available – the key is to keep an eye 
on the homes listed as you never know what might appear 
– could be your dream home! The Homes4D&G website 
found at www.homes4dg.org.uk has links to help you if you 
are interested in looking into a mutual exchange including 
these listed below.

1) Sign up to the nationwide HomeSwapper scheme – 
 although this service does have a fee attached, you’ll find 
 homes across the nation on this site which is ideal if 

 you’re looking for a new home outside of Dumfries and 
 Galloway. You’ll find more information on HomeSwapper 
 by visiting www.homeswapper.co.uk
2) Register your property on the Homes4D&G House 
 Exchange scheme – it’s completely free and only 
 available to tenants of the Homes4D&G partner 
 landlords living in Dumfries and Galloway. Ideal if you’re 
 looking for something new in D&G!
3) Ask around! Chat with neighbours, friends, family, or
 even colleagues about your interest in finding a mutual 
 exchange to see if anyone is looking for a property 
 like your current home. You never know what’s on your 
 doorstep – a hidden gem might be just around the corner!

Once you’ve found a property you’re interested in, you 
must contact the tenant/organisation who advertised the 
property to discuss the swap.

It’s an easy as that! Any questions, please get in touch on 
Freephone 0300 123 1230 
or email enquiries@homes4dg.org.uk

THINKING OF MOVING? WANTING SOMETHING SMALLER/LARGER BUT LIKE 
THE AREA YOU’RE IN? HAVE YOU CONSIDERED A MUTUAL EXCHANGE?
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UNIVERSAL CREDIT NEWS

UNIVERSAL CREDIT CHECKLIST
Universal Credit rolled out in Dumfries and Galloway 
on May 16, 2018 for new claims. We’ve created a handy 
checklist here of what you would need to do should you 
need to make a claim – 

“Full Service Universal Credit” has been operational in 
Dumfries and Galloway since May 16, 2018.

As of July 4th, 2018, 300 DGHP tenants have had to apply for 
Universal Credit.

Universal Credit is available to -
Anyone who is below pension age and needs to make a 
NEW claim for -
• Housing Benefit
• Income Support
• Income Based Job Seekers Allowance
•  Income Related Employment Support Allowance
• Working Tax Credit
•  Child Tax Credit

However, if you have three or more children that you are 
responsible for then you won’t be able to claim Universal 
Credit at the moment and instead you would have to claim 
one or more of the old benefits.

If you are currently in receipt of Universal Credit and are 
experiencing any problems with your claim then contact us 
on 0800 011 3447 and ask for a referral to be made to our 
‘Switch’ Team.

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 household's 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

If you are affected by Universal Credit please contact DGHP 

FREEPHONE 0800 011 3447 or visit www.dghp.org.uk

    niversal
redit

All claims will need to be online

HELPING U C SEE THE WAY AHEAD
You will be affected by universal credit if you have to make a 
new claim for one of these benefits and are of working age -

Housing Benefit 
Income Support
Job Seekers Allowance
Employment Support 
Allowance
Child Tax Credit
Working Tax Credit

    niversal
redit

If you are affected by Universal Credit - now or in the future - contact DGHP’s Switch Team IMMEDIATELY
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1) Talk to us if you have claimed Universal Credit as we 
have staff able to help and offer advice.  If you think that 
you might need to make a claim for Universal Credit 
then speak to us as we can help you make your claim.  

2) Universal Credit claims need to be made online.  You 
can access free of charge online facilities at your local 
Job Centre and library.

3) You will required to sign a Claimant Commitment so 
think about it before you do so. This sets out what steps 
you will take in order to look for work.  It will be agreed 
between you and your work coach.  However, if anything 
changes with your circumstances, speak to your work 
coach and you may be able to amend your claimant 
commitment.

4) If you are claiming as a couple then your partner will 
also have to make a claim for Universal Credit and they 
will also have to sign their own claimant commitment.  
You will also need to link your two claims with a partner 
code that will be sent to you.

5) Make sure you have all the information you need to 
make your claim. Check out our checklist on page 10 for 
details of what you need.

6) The online claim form asks “Do you pay rent?” This 
means “Are you liable to pay rent?” - the answer will 
always be YES if you/your partner have a tenancy, even 

 if you’ve not actually been paying us any rent because 
you’ve been getting Housing Benefit to pay it in the past.

7) You can save your online claim as you go so you do not 
need to complete it all at once.  However, your claim will 
not be made until the form is completed in full so you 
really need to complete the form as soon as possible 
otherwise you may be missing out on some entitlement.

8) When making your claim you will have a list of ‘to do’s’ 
to complete.  These will ensure that Universal Credit 
have all the required information in order to process 
your claim.  Once you have actioned something from 
the to do list it will be removed from your ‘to do’ list.

9) It could take 5-6 weeks for you to receive your first 
payment of Universal Credit so it’s important that you 
work out a budget and stick to it.  A payment advance 
will be available to you but this needs to be repaid, in 
full, out of your Universal Credit entitlement over the 
next 12 months.

10) You will have a username and password for your 
account and a personal security number.  It is important 
that you remember these details as you will need them 
to access your online account.

 Don’t sit in silence.  
 We are here to help you with your Universal Credit 
 journey.  Speak to us on 0800 011 3447.

TOP TEN TIPS FOR CLAIMING UNIVERSAL CREDIT

If you have been in receipt of “Live 
Service Universal Credit” (this means 
that you claimed Universal Credit 
prior to 1st January 2018) then you 
will be contacted by the Department 
of Work and Pensions (DWP) soon to 
advise you of when they are going to 
move your Universal Credit claim over 
to Full Service.

This DWP will begin to contact people 
from July 23, 2018 so don’t worry if 
you are not contacted on this date, it 
will take some time for them to make 
contact with everyone on Live Service 
Universal Credit.

As part of the process they will 
help set up your claim online. Your 
payments of Universal Credit should 
not be affected and you should 

continue to receive your payments on 
your normal payment date.

Once your claim has been moved 
over to Full Service you will be able 
to manage your account online 
and report all of your changes of 
circumstance online.

Part of the process will mean that 
Universal Credit will need to re-verify 
your rent. It is important that you 
advise Universal Credit of your correct 
rent charge prior to them contacting 
DGHP to verify your rent. Should 
the amount you advise them be 
different than what DGHP advise then 
Universal Credit will leave a ‘to do’ on 
your online journal to see if you agree 
with the amount that DGHP have 
given so this could result in a delay in 

your claim being paid.

You should also be given the option 
as to who is to receive payment 
of your housing costs. We would 
urge you to ask for payment of your 
Housing Costs to be made direct 
to Dumfries and Galloway Housing 
Partnership as this will give you one 
less thing to worry about each month,

If you are affected by this then please 
contact us to discuss how you are 
going to pay your rent.

Also, if you experience any problems 
with the move from Live Service to 
Full Service then contact us on 0800 
011 3447 and ask for a referral to be 
made to our ‘Switch’ Team.

CHANGES TO ‘LIVE SERVICE UNIVERSAL CREDIT’
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BENEFITS NEWS

Contributory benefits are those where one of the conditions 
of entitlement is that the claimant has paid (or been 
credited with) a certain amount of National Insurance 
Contributions in the correct tax years to be able to claim (as 
well as meeting a number of other claiming conditions).

It is important to note that Universal Credit is NOT 
replacing any of the contributory benefits.

The contributory benefits can still be claimed - although 
some people may be wrongly advised by the DWP 
that Contribution-Based Job Seekers Allowance and 
Contributory Employment Support Allowance no longer 
exist.

Anyone who meets the claiming criteria for a contributory 
benefit can claim it - even if living in a Full Service Universal 
Credit area - and they are already on Universal Credit.
The only change to contributory benefits since 16th May 
2018 is that rather than apply for Contributions Based Job 
Seekers Allowance or Contributions Based Employment 
and Support Allowance you would now apply for new style 
Job Seekers Allowance or new style Employment Support 
Allowance.

New-style Employment Support Allowance

You may be able to get new style Employment and 
Support Allowance if you’re ill and unable to work, have 1 or 
2 children and live in a Universal Credit full service area.

You may be able to get contribution-based ESA if:
•  you have a health condition that makes it difficult or 
 impossible to work
•  you’re not getting Statutory Sick Pay (SSP) from an 
 employer (but you can apply up to 3 months before your 
 SSP ends - if you get ESA, it will be paid as soon as your 
 SSP ends)
•  you’re not old enough to get the State Pension
•  you don’t work, are going to stop work or the work you 
 do will be ‘permitted work’ when you claim new style ESA
• you live in the UK. If you live in the EEA or Switzerland 
 you may get ESA if you have previously lived in the UK - 
 the rules are complicated so it might be best to get 
 advice if this applies to you
• you’ve paid at least 26 weeks class 1 or class 2 National 
 Insurance (NI) contributions in one of the last 2 
 complete tax years and have been paid or credited with 
 NI contributions for at least 50 weeks in each of the last 
 2 complete tax years. The 2 tax years must be the ones 
 that were completed before the benefit year in which 
 your period of limited capability for work began. The 
 benefit year runs from the first Sunday in January. The 
 tax year runs from 6 April to 5 April. You can check your 
 national insurance record online or call HMRC's helpline 
 on 0300 200 3500 if you’re not sure.

You will need to have a fit note and paid or been credited 
with enough National Insurance contributions.

You can get new style ESA on its own or at the same time 
as Universal Credit.

If you claim both benefits the new style ESA you are paid 
will reduce your Universal Credit payment by the same 
amount.

New-style Job Seekers Allowance

You can usually claim Job Seekers Allowance if you’re under 
State Pension age and are:
• not working full-time (less than 16 hours a week)
• available to work full-time
• actively looking for full-time work
• not in full-time education
• not claiming Income Support

It’s best to claim contribution-based JSA if you can. This is 
because your savings, capital, and partner’s income won’t 
affect your claim.

You will need to have worked as an employee and paid 
enough National Insurance contributions, usually in the last 
2 full tax years before the calendar years in which you make 
your claim. If you do not have enough they can be topped 
up with class 1 National Insurance credits that you have 
received.

You can get new style JSA for up to 182 days. After this your 
work coach will talk to you about your options.

You can get new style JSA on its own or at the same time as 
Universal Credit.

If you claim both benefits, the new style JSA you are paid 
will reduce your Universal Credit payment by the same 
amount.

CONTRIBUTORY BENEFITS
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CARERS ALLOWANCE SUPPLEMENT
The Scottish Government are introducing a Carers Allowance Supplement from summer 2018, and this is to 
be paid to people who are already receiving Carers Allowance. Below are some useful questions and answers 
about this new payment.

If your Housing Benefit claim has been brought to an end as a result of you applying for Universal Credit then you should 
be entitled to receive an additional 2 weeks Housing Benefit to help with the move on to Universal Credit.

HOUSING BENEFIT - RUN ON FOR THOSE APPLYING FOR UNIVERSAL CREDIT

1) How much is Carers Allowance Supplement?
 The payment will be £221 in 2018/19. Two lump sum 
 payments will be made in the year so each payment will 
 cover 6 months.

2) Who qualifies for this payment?
 Social Security Scotland will be paying the Carers 
 Allowance Supplement to carers who live in Scotland 
 and are receiving Carers Allowance. They will look at two 
 qualifying dates each year to see who is being paid 
 Carers Allowance on these 2 dates. If you are receiving 
 Carers Allowance on these qualifying dates then you will 
 qualify for a payment of Carers Allowance Supplement.

3) How do you apply for Carers Allowance Supplement?
 Good news. There is no need to make an application for 
 this. So long as you are receiving Carers Allowance on 
 one of the qualifying dates set by ministers then you will 
 receive the payment automatically.

4) Will this affect Carers Allowance Payments?
 No. Eligible Carers will continue to receive Carers 
 Allowance from the DWP at the same time and rate as 
 they do now. The extra payment from the Carers 
 Allowance Supplement will NOT affect the amount of 
 Carers Allowance a person receives.

5) Will carers receive the supplement if they have an 
 underlying entitlement to Carers Allowance but don’t 
 actually receive a payment?
 Carers Allowance Supplement will only be paid to 
 people who are in receipt of Carers Allowance. However, 
 having an underlying entitlement to Carers Allowance 
 can increase your entitlement to other benefits.

6) What if someone is a carer but not currently receiving 
 Carers Allowance?
 The Scottish Government wants everyone who is entitled 
 to benefits to claim them. If a person is caring for 
 someone who is in receipt of a qualifying disability 
 benefit, for 35 hours or more a week, they should 
 consider applying for Carers Allowance.

 Carers Allowance can affect other benefits that you 
 and the person you care for receive so it’s important to 
 get advice before making a claim.

 Contact us on 0800 011 3447 if you think you may be 
 eligible for Carers Allowance and we can discuss this 
 with you and help you make a claim.

7) Will the Carers Allowance Supplement affect other 
 benefits an individual receives – such as Housing 
 Benefit, Income Support or Tax Credits?
 No. The payment will not be taken in to account when 
 you are assessed for other benefits. It should not affect 
 the amount of benefit, including any Housing Benefit, a 
 person receives.

8) If I get a Carers Allowance Supplement payment will it 
 be taxable?
 Carers Allowance is taxable and so will the Carers 
 Allowance Supplement so if you receive this payment 
 you will need to make HMRC aware as this may increase 
 the amount of tax you need to pay.
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Set on the edge of Dumfries, yet within easy reach of town, 
the final phase of The Meadows is ready to welcome you 
home.

Located at the top of Lochside in Dumfries, this final phase 
of spacious three-bedroom semi-detached houses extends 
out towards the Dumfriesshire countryside giving these 
homes lovely views over nearby fields. Only a short drive 
away from the historic centre of Dumfries, town amenities 
and several shopping areas, The Meadows is located on the 
‘Lochside Loop’ – a regular bus service - offering easy access 
to town.

Set back from the main road, on quiet residential streets, 
these properties have been designed with the highest 
specification – double glazed windows, ‘easy clean’ 
windows, fully fitted kitchens with stylish units and work 
surfaces, ample dining space and front and rear gardens all 
come as standard.

This unique DGHP development is part of the Scottish 
New Supply Shared Equity scheme which aims to help 
people on low to moderate incomes buy a new build home 
which is affordable for their needs. You, as the prospective 
homeowner, would fund the majority share of the 
purchase and own the property outright, with the Scottish 
Government holding the remaining share under a shared 
equity agreement.

All of our new-build properties come with a National House 
Building Council (NHBC) 10 Year Buildmark or equivalent 

warranty giving you peace of mind.

Can you picture yourself living in one of these stunning 
new build DGHP properties? Get in touch with our team 
on 0800 011 3447 and make an appointment to come and 
view our showhome today.

WELCOME TO THE MEADOWS…

Contact us at Freephone 0800 011 3447 
or customerservice@dghp.org.uk 
to register your interest or to view

Arrange a viewing, bring this advert 
along. If you purchase a property you’ll be 
entered into a PRIZE DRAW to win £100 
towards white goods.

The Meadows
Dumfries
House Value - 
£125,000*
To buy an 80% share – 
you pay £100,000.

Over 25 years with an 
interest rate of 3% -

£474.21 
per calendar month*

Don’t miss your chance to
call The Meadows home!

The final few 3-bedroom 
homes are now available 
IMMEDIATELY at LOW prices.
 
Own your own property from £125,000. 
Buy through our New Supply Shared 
Equity Scheme - you buy an 80% share 
with the Scottish Government owning 
the rest. The property is yours and you 
own it 100% at the end.

If you would like to arrange to view our 
showhome please contact us today.

We will arrange for you to see inside 
the show home and a member of the 
team will be on hand to answer your 
questions.
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DGHP, as your landlord, must carry out at least one check 
on your smoke alarms annually – this is based on guidance 
issued by the Scottish Fire Service.

You, as our tenant, must allow us access to your property 
to carry this out – this is for the safety of you, your family 
members and neighbouring residents.

As per your tenancy agreement, DGHP requires access to 
do this. We will be writing out to all tenants ahead of a 
scheduled visit telling you the date the Saltire engineer will 
be calling.

If this date is not suitable for you please contact DGHP on 
Freephone 0800 011 3447 within 3 working days to arrange 
a mutually convenient time for us to carry out this work.

Please note – it’s important that you provide us with access 
as we will take action to force entry to your property. It is 
vitally important that you allow us to carry out this work as 
we take the health and safety of our tenants very seriously. 
If you have any problems with your smoke alarms at any 
time please contact us on Freephone 0800 011 3447.

A spokesman for the Scottish Fire Rescue Service, said: 
“Smoke alarms can save lives and it’s so important they are 
checked annually. I would encourage all tenants to allow 
their landlord DGHP access to carry out this work.”

Tenants can be provided with Home Fire Safety information 
from the SFRS if they contact local officers on 01387 252222 
or w.dgpreventionandprotection@firescotland.gov.uk

IMPORTANT CHECKS IN YOUR HOME - KEEPING YOU SAFE

EMAIL OUR VOLUNTEER TENANT 
MEMBERS AT OPENDOOR@DGHP.ORG.UK

Troqueer Tenants and Residents Association (TARA) raised 
an amazing £950 at their race night in May.
 
As you read about in the last edition members of the 
TARA and the wider community pull together during the 
year to hold a number of events. The race night is one of 
the highlights.

Did you know that you can keep up-to-date with DGHP’s 
performance on our website and social media?

Every month we place the most recent figures on how we 
are performing as a social landlord on our website. You can 
view this at www.dghp.org.uk and click “performance” in 
the tab along the top

RACE NIGHT SUCCESS

HOW IS DGHP PERFORMING?
We understand that 
sometimes it’s easier to 
speak to us in person – 
especially if you’re looking 
for advice on an issue, have 
received a letter from DGHP 
or even need to report a 
repair. 

We have DGHP offices open 
to the public located in – 

Dumfries (Nith Street) 
open Monday to Friday 
9am-5pm
Annan (High Street) and 
Stranraer (Ashwood Drive)
open Mon, Wed, Fri 9am-
1pm and Tue, Thu 1pm-5pm

Can’t make it into the 
office? You can also reach 
us by phone, email or by 
messaging us on either 
LiveChat or via social media. 

These are all monitored 
throughout the working 
day from 8am to 7pm 
Monday to Friday –  and any 
messages left overnight 

or at the weekend will 
be replied to as soon as 
possible the next working 
day. 

How to contact us

By phone: our Customer 
Service Centre is open 
Monday – Friday from 8am 
to 7pm and can be reached 
on Freephone 
0800 011 3447. 

By email at 
customerservice@dghp.
org.uk

By LiveChat – choose the 
option for ‘Livechat’ on the 
DGHP website (it’s located 
in the top righthand 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.

GETTING IN TOUCH WITH DGHP

OPEN DOOR SUMMER 2018 15

FREEPHONE 0800 011 3447

0345 606 3447

www.dghp.org.uk



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!

If you have access to social media and you’d like to follow 
us please visit us online
Facebook: www.facebook.com/teamdghp 
Twitter: www.twitter.com/DGHP_hq

APRIL
In April we started to see signs of spring – and focussed 
on the importance of keeping your garden tidy as part 
of your tenancy agreement. We also began to share 
information on the upcoming changes which would 
arrive in Dumfries and Galloway in May with Universal 
Credit. April also saw our new build properties at The 
Meadows, Dumfries host 3 open house afternoons and 
DGHP HQ hosted a visit from CIH (pictured).

MAY
With full service Universal Credit arriving in the region on 
the 16th, we began May with a heavy focus on all things 
Universal Credit to help you prepare for this significant 
change to the benefit system in D&G. We also introduced 
our brand new Switch Team which had just been 
formed to support you, our tenants, with Universal Credit.

JUNE
In June we started looking towards the summer holidays 
with a few tips and reminders to help with the costs 
of summer including keeping your rent direct debit in 
place. DGHP’s Development Team headed out across 
the region on a roadshow sharing plans and designs for 
future houses over a fortnight visiting Stranraer, Newton 
Stewart, Dalbeattie, Castle Douglas, Thornhill, Moffat, 
Annan and Dumfries. We also shared information on 
various summer events and activities planned by local 
groups and helped spread the news about a new meal 
sharing programme launched in Dumfries and Galloway 
by Food Train.

JULY
The beginning of July saw the arrival of the summer 
holidays as the summer weather continued in Dumfries 
and Galloway – we shared tips on keeping our four-
legged family in mind during the warmer weather as 
well as suggestions for keeping the family entertained 
with events planned throughout the school holiday 
period.

A LOOK AT WHAT’S BEEN ON 
SOCIAL MEDIA SINCE APRIL

SAVE FOR CHRISTMAS NOW - 
THE SUMMER SAVING CHALLENGE
Summer is here – for many, this means family holidays, days 
out and lots of activities to keep the kids busy!

Believe it or not, with summer here, Christmas is less than 6 
months away…making it the perfect time to start planning 
ahead and making sure that preparations for the holidays 
are stress-free this year.

It’s never too early to start planning – especially if you 
struggled with your Christmas budget last year or promised 
yourself this year would be different. Take advantage of 
the spare change that all those summer activities tends 
to create and start a savings challenge to build up a fund 
for any Christmas presents, decorations or even that all-
important Christmas dinner.

First – find yourself a ‘money tin’ – this doesn’t have to be a 
proper piggy bank – anything which will keep your savings 
safe and in one place will do! Especially if it’s tricky to open 
which can help reduce any temptation to dip into those 
savings! Next, set yourself a goal – this can be as simple as 
making a commitment to set aside any loose change at the 
end of the day to put into that Christmas fund.

There are several ways to go about this depending on your 
preferences:

1) Start by saving a penny on day 1, 2p on day 2, and so 
 forth. By increasing the amount by 1p each day, saving 
 from 1st July to 1st December will add up to £278.31. A 
 nice sum sure to help with presents or the family dinner!

2) Choose a different amount to increase by each day – 5p, 
 10p ...whatever fits comfortably within your budget.

3) You could start in reverse – save the higher amounts 
 first and decrease the amount added as the days go by 
 so you’re not stuck for cash in the run up to Christmas 
 and will be easier to save earlier on.

4) Add whatever you have in your purse as loose change 
 each day – if you’ve set yourself savings goals, simply 
 cross off the day/amount you’ve added that day and 
 choose another amount the next!

As we said earlier, the idea is to set aside a little each day 
and watch it grow as the weeks go by rather than worry 
about reaching a set sum. By setting yourself a savings 
challenge now, by the time Christmas rolls around, you’ll 
already have a festive fund set aside to help make it even 
more festive this year!
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Every year our District Management Committee (DMC) members 
identify a particular project that interests them and DGHP arrange 
for them to visit this.

In the last few years the groups have visited New Lanark, to explore 
the roots of social housing; Dumfries House estate to view an 
innovative new housing development; and trips to both Glasgow 
and the Scottish Borders to see how other associations are meeting 
the challenge of ageing population and the need for homes to be 
adapted in order for residents to live longer in their own homes 
despite health issues.

This year, we arranged for the DMC members to visit two of the 
“Fareshare” projects, in which DGHP have been supporting.

You will have read in recent editions of Open Door about this, 
however, in a nutshell - Fareshare is a project involving the 
distribution of excess and surplus food from supermarkets to 
communities and it has been of real benefit to our tenants.

Also, on the way, the members stopped off at two of our new 
housing projects – one at Lochfied Road in Dumfries (members 
pictured below being shown the properties) and the other in 
Lochmaben - to let the DMC’s see our exciting new builds.

The group really enjoyed the visit and were amazed at the sheer 
volume of surplus food that was delivered to the projects as part 
of Fareshare. We’d like to extend a special thanks to the staff and 
volunteers at “Kate’s Kitchen” in Annan and “Summerhill Community 
Centre” (members pictured above) for taking the time out of their 
busy day to explain how the programme works.

DISTRICT MANAGEMENT COMMITTEE 
MEMBERS (DMC) VISIT PROJECTS

WOULD YOU LIKE TO BE INVOLVED 
IN EVENTS LIKE THIS?

If you would like to find out more about your 
neighbourhoods, communities and indeed 
your landlord and their role in this, we’d love 
to hear from you.

We have some spaces available on some of 
our committees at the moment and we’d 
really like you to come along and join us.

If you’re keen to find out more about getting 
involved with DGHP please contact the 
Communities and Communications Team at 
DGHP on 0800 011 3447

If you’d like to be part of the District 
Management Committees, who meet once 
every three months, then please contact 
Eilidh Mowat on the number above.

DISTRICT MANAGEMENT COMMITTEE news

TRAINING

DMC members attended a presentation on 
the new repairs contract back in May this year.

This was attended by 17 DMC members, plus 
four members of the Dumfries and Galloway 
Federation of Tenants and Residents.

The feedback from the session was collated 
and members are invited to give their 
feedback during the meeting.

MONITORING GROUNDS 
MAINTENANCE

DGHP’s District Management Committees 
(DMCs) are continuing to monitor our 
Grounds Maintenance programmes this year.

Members are tasked with monitoring works 
in their local area and feeding back to the 
organisation whether work is carried out, 
if it’s done on time, to a high standard or if 
anything is missed.

They are issued with maps and a guidance 
sheet and information on when the grass cuts 
and weed killing will take place to allow them 
to monitor this.

Last year this proved very productive, and 
popular with members, and their information 
is fed back directly to the contractors doing 
the works from our Operations and Contracts 
Managers.

SAVE FOR CHRISTMAS NOW - 
THE SUMMER SAVING CHALLENGE
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FOCUSING ON GETTING IT RIGHT FOR OUR CUSTOMERS

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

If you’d like to make a complaint you can 
do so by speaking to any member of 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

Complaints 2017/18 Quarter 1 April – July 2018

Number of complaints received 200

Number of complaints responded to in full stage 1 168

Number of complaints responded to in full stage 2 25

Number of stage 1 complaints upheld/partially upheld 92

Number of stage 2 complaints upheld/partially upheld 14

What do we mean by an “upheld 
complaint” – an explanation
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
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 complaints 
not upheld are:
 A customer was unhappy with the 
 parking in their area, on inspection 
 the area was found to be well-marked 
 and cars were parking within the 
 spaces. DGHP were unable to take 
 action as the spaces are on a first-
 come first-served basis.
 Another customer complained 
 that staff would not offer a property 
 to a family member who was not 
 on the housing list, instead of them. 
 Investigation showed that the family 
 member did not have an application 
 with DGHP. It also showed that there 
 were others on the list if the 
 complainer did not want to take the 
 property identified for their needs.
 A customer complained that the 
 contractor was taking too long to carry 
 out works, however the evidence 
 showed that the tenant was refusing 
 access to the contractor as they didn’t 
 agree with the level of works that 
 were to be carried out.

Complaints that were upheld – some 
examples:
 Customer(s) complained about the 
 length of time taken to have heating 
 repaired, on investigation it was 
 established that the contractor had 
 missed properties that required follow 
 up works due to administration issues. 
 A new process has been implemented 
 by the contractor to prevent this from 
 happening in the future.
 A customer complained about 
 poor communication when waiting 
 on keys to a new property. Although 
 this was not intentional, and staff 
 felt they were providing a high level 
 of service, following a case review new 
 internal procedures are being devised 
 to take into account all the roles of the 
 different teams involved as well as the 
 needs of the customer.
 A customer called to advise that 
 contractor had failed to attend an 
 appointment to carry out plaster 
 works. The workman was sick 
 however no one had contacted the
 tenant to discuss this and rearrange
 the appointment.
 A customer called to advise that a 
 grassed area had not been cut in the 
 area, following a visit to the area with 
 the contractor it was identified that 
 other areas had been missed also.

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 April – June 2018 the SPSO made 
the decision on two cases that their 
office would not carry out any further 
investigation as DGHP has provided 

accurate responses in line with our 
processes. This is a positive reflection of 
the investigations carried out by DGHP 
staff.

Accreditation – some good news
DGHP have successfully completed 
Housemark’s Accreditation Scheme.
This award lasts for three years and 
provides assurance to customers and 
the Board of Management that DGHP 
take complaints seriously and learn from 
them on a continual basis.

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 called in to say what a 
 good job the painters have done this 
 year, especially regarding tidying up 
 and finishing the job as it should be.
 Another called to advise that they had 
 recently read DGHP’s 115 easy recipes 
 and found it worthwhile and very easy 
 to follow.
 A customer called to thank the 
 Neighbourhood Manager for all their 
 help in having repairs and aids and 
 adaptions carried out at the property.
 Finally, a customer called in to advise 
 that the plumber who attended the 
 repair had done a great job.

Research and Resource – some survey 
work
DGHP use an independent organisation 
to gather information from customers 
who have received an outcome to a 
complaint. We are currently developing a 
feedback method to demonstrate action 
taken from the comments provided.
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GARDEN COMPETITION 
JUDGING TAKES PLACE

Judging is now underway for this 
year’s DGHP’s Garden Competition.

You’ll need to watch this space for 
news on the winners – or come along 
to our tenant conference on Thursday 
September 27 to see for yourself who 
picks up the top accolade.

Do you have a story idea for Open Door? Contact us on 
0800 011 3447 or email opendoor@dghp.org.uk  

You can also visit our social media pages

ENGAGING WITH OUR CUSTOMERS

From March (your last edition of Open Door), until the end of June we 
have engaged with a total of 684 people from across Dumfries and 
Galloway.

MONTHLY BREAKDOWN
In April we engaged with 119 tenants at a number of events. We had 
Tenant and Residents Association (TARA) meetings, the continuation of 
scrutiny panel activity, and the start of an innovative programme involving 
older tenants from our sheltered housing complexes and young people 
from local schools. The Federation of Tenants and Residents Associations 
and senior staff met together to discuss various issues.

May saw the start of the nice weather, and a really busy month where we 
engaged with 372 members of the public. There were TARA meetings, the 
“May weeks” school talks, DMC and federation members were brought 
up to date with developments re repairs service. The “intergenerational 
group” had an interesting and informative visit to the “Devils porridge” 
museum which they thoroughly enjoyed.

June was another busy month and we engaged with 193 tenants. As well 
as the usual round of TARA meetings we had the District Management 
Committee tour where they got the opportunity to visit a number of new 
build sites and then were taken to visit the “fare share” projects we have 
supported in Annan and Dumfries and talk to staff about how it works in 
practice. Our development team also organised a number of “roadshow 
events” where members of the public got a chance to see plans for new 
developments in their area.

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.

Apex Food for Thought will be running 
a free six week course from 10am-12pm 
Mondays at Summerhill Community 
Centre, Dumfries.

Numbers are 6 people per block and 
children are welcome during school 
holidays.

Available every Monday from –
23rd July – 27th Aug 
3rd Sept – 15th 
Oct 22nd Oct- 26th 
Nov 7th Jan– 11th 
Feb 18th Feb- 25th Mar

For more information, get in touch with 
course organisers on 01387 256310.

INTERESTED IN LEARNING 
HOW TO COOK AND EAT 
HEALTHILY ON A BUDGET?

EMAIL OUR VOLUNTEER 
TENANT MEMBERS AT 

OPENDOOR@DGHP.ORG.UK
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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 September 21st. 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 21 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 the answers are within articles in this edition of Open Door.
QUESTIONS -

➊	 DGHP recently signed a multi-million pound contract         
- what are the works for?

➋	 DGHP have a new Switch Team in place – what will they 
be helping with?

➌	 Tell us one of the top 10 tips for dealing with Universal 
Credit?

➍	 Tell us the email address for our Open Door Editorial 
Group volunteers?

➎	 How many tenants have we engaged with between April 
and June?

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 our tenant editorial 
group. 

Congratulations go to L 
Pritchard, of Kirkcudbright, who 
picked up the top prize of £50; 
Fiona Vivers, of Moffat, scooped 
second prize of £25 and well 
done to Elizabeth Edgar, also of 
Moffat, 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. May 16th, 2018 
2. External wall insulation, cavity 

wall insulation, rendering and 
roofing

3. Redistributes surplus food, 
helping DGHP tenants 

4. 841 people engaged with
5. Saving money/managing 

money

In addition the lucky winner of 
our Hetland Hall “Pop Tribute” 
night was T Croucher, of 
Stranraer. We hope you had a 
wonderful night.

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 
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 
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