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dGHp has been successful in receiving almost £1million towards aids 
and adaptations - the largest single award of this type of funding for a 
housing association in Scotland. 

dGHp has been awarded a total of £960,000 for 2015/2016 to help 
families right across dumfries and Galloway. 

This award will help more than 300 families living in dGHp properties 
stay in their homes for longer. many will benefit from wet floor shower 
rooms, stair lifts, handrails and access ramps. 

The grant also includes funding for a major aids and adaptation 
programme that will see extension work carried out to a house in 
moffat and will include a downstairs bedroom and bathroom. 

The vast majority of dGHp tenants to benefit from the funding last 
year were some of our elderly tenants, who saw their homes adapted to 
suit their individual circumstances. 

However, this is not always the case and one young family have 
recently benefitted from such funding.

Tammy James, and her four children Bethan, age 16; Joshua, age 14; 
Libby-Grace, age seven and oscar, aged five, live in a four-bedroom 
house in Thornhill and thanks to this funding they now have a 
downstairs bathroom conversion and a full ramp outside their home. 

oscar, who starts school 
after the summer, was born 
with pulmonary atresia – a 
life-limiting heart and lung 
disease. Life before the aids 
and adaptations work was very 
difficult with oscar not able to 
walk far or do much without 
being completely exhausted. 

mum, Tammy, said: “oscar has 
quite a few other issues as a 
result of his condition, but the 
biggest difficulty we had was 
carrying him up and down the 
stairs to go to the bathroom. 
Sometimes it could be up to 
15 times a day and it was very 
hard. Having the toilet and sink 
downstairs has made a massive 
difference to us. 

“Also, a full access ramp has been installed at the front of the property 
making it a lot easier to get oscar in and out when he is in his 
wheelchair. Although he can walk short distances, when we go out 
anywhere he is in his chair. The steps at the front made it very difficult 
to get the chair in and out – it was easier to carry oscar in and go back 
for the chair.”

Following initial contact from the occupational therapist, and a 
recommendation for the works, Tammy was delighted when the work 
was complete. “everything has made such a difference to us, and the 
work was all great,” she said. 

Tammy moved to the area some years ago, from north of Inverness, to 
be closer to the central belt and Yorkhill hospital. She also benefits from 
having family support nearby.
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Stranraer tenant, Liz Wright, moved into her new home in April this 
year and she is delighted with it,  and the service she has received.
Turn to page 3 for the full story and to find out more about dGHp’s 
repairs Service.

dGHp tenant Hails repairs 
service as "second to none"

Back row, left to right, are Bethan and mum Tammy 
along with oscar and sister Libby-Grace

Work carried out to the property 
included a downstairs WC
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It’s another busy summer for dGHp’s 
development team, with sites nearing 
completion throughout the region.

In dumfries, 38 homes are planned for a site 
at Lincluden Gardens and work is ongoing 
at Friars Vennel to provide much needed 
affordable housing in the heart of the town.
planning permission has also been granted 

for three gold standard eco-homes at Queen 
Street in the town.

At Thornhill, works are nearing completion 
at the former Wallace Hall school site where 
homes are available for rent, sale and mid-
market rent.

In Kirkcudbright, the final phase of properties 
at the former creamery has been returned to 
dGHp. The site has 36 affordable homes of 
mixed tenure, with two and three bedroom 
homes for rent, sale and mid-market rent.

In the west of the region, newton Stewart is 
at the heart of our current build programme. 
eight new homes are being built at Barrhill, on 
the outskirts of the town, all for mid-market 
rent.

At Woodlands, near the town centre, a scheme 
of 36 homes are almost complete - with a 
mixture for sale, rent and mid-market rent. The 

first families have moved in and are already 
enjoying their new homes.

Further along the coast, in the machars, 10 
homes have been completed in monreith. Two 
properties will be managed by novantie and 
the new tenants are set to move in during the 
coming weeks.

Information about our building programme is 
available at www.dghp.org.uk/newbuild 

site update

Houses complete in monreith

properties at Thornhill

Students from across dumfries and Galloway 
have completed the first step to a new career 
in construction – thanks to dGHp.

The students - from dumfries, Castle douglas, 
eastriggs, Kirkbean and Stranraer - received 
certificates at a recent event to mark the end 
of their studies. 

Students, ranging in age from 17 to 50, 
completed their BTeC Introduction to 
Construction course in may. 

They completed a variety of courses including 
learning skills in plumbing, painting and 
decorating, joinery, plastering, electrical and 
brickwork.

They also completed courses in first 
aid, manual handling, health and safety, 
construction drawing skills as well as running 

and planning an enterprise.

The course was run in 
conjunction with dumfries 
and Galloway College, 
Crudens and morgan Sindall.

dGHp Chairman, david 
mcmillan, said: “The students 
have gone above and beyond 
and I must congratulate 
them all. They have achieved 
so much and learned so 
many new skills that will help 
them in the future.  

“What they have achieved 
is absolutely fantastic and I wish them all the 
very best for their future.

“It is excellent that dGHp is working 
in partnership with the college to offer 
something that not only benefits the students, 
but the future of 
the construction 
trade and a local 
workforce.”

one of the students 
from the course, 
Tony Conlon, from 
Castle douglas, said: 
“At the age of 50 it’s 
not been easy finding 
something else and 
this course has really 
given me an insight 

into the construction industry. I hope, due 
to the growth of the construction business, 
that I will be able to find a job in the very 
near future. I would recommend the course to 
anyone considering it and I am now looking to 
the next step for next year.”

A total of 11 students from dumfries and 
17 from Stranraer took part in the course. 
To enhance their experience on the course, 
some of those taking part went out on work 
placements. Six went out with Crudens on 
dGHp’s site at Thornhill and three took part in 
work experience with morgan Sindall.

Following the course, all trainees were offered 
a mock interview with the company they 
did the work placement with. If they have 
performed well throughout the course, onsite 
and at the interview, this will improve their 
chance of the offer of a job should one arise 
within the company. 

completinG tHe first steps to a new career

Students, staff and contractors at the 
dumfries awards ceremony

The awards ceremony at Stranraer
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When it comes to a good repairs service, what 
dGHp and morgan Sindall property Services 
offer is “second to none”, according to one 
tenant in Stranraer. 

Liz Wright, and her husband Stephen, of Birch 
Way in Stranraer had a couple of issues they 
needed resolved recently and they are over the 
moon with the service received. 

Liz says dGHp’s repairs service has taken the 
stress and worry away from them as a family 
– and everything that has been done in their 
property has been to a very high standard. 

She said: “We have been home owners for 
more than 30 years, but due to my husband’s 
mobility problems deteriorating we had to 
look to move. We got the keys to our dGHp 
property in november last year. 

“Although a lot of people wouldn’t want to 
go back to renting a property after owning 
their home for so long, what we have here is 
perfect, it is our home. 

“The level of service offered is terrifi c. 
Although we got the keys at the end of last 
year, we didn’t move in to the property until 
April this year as we wanted as much done as 
possible before we moved.”

Although there had been a couple of issues 
prior to moving in, it wasn’t until the 
couple had been in for a few days that they 
discovered a more serious problem with their 
shower.

“We didn’t want to use the shower as it was 
getting so hot. It kept losing pressure and 
getting incredibly hot.”

during a number of visits from dGHp staff and 
morgan Sindall, everything was checked and 
no stone was left unturned. In the end plumber 
danny Walker, of morgan Sindall property 
Services, had to fi t a separate cold water feed 
from the front of the property to the shower 
to resolve it. 

Gary mcGeoch, Technical Inspector Co-
ordinator with dGHp, said: “It was a matter 
of going through everything until we found 
the problem. We always work together to get 
the best results for our tenants – that’s what 
dGHp and morgan Sindall property Services 
are all about.”

Liz added: “I was really apprehensive because 
we had done so much to the house, including 
decorating everywhere. The thought of it all 
being ripped up again was just awful. I was so 
worried. 

“But when I walked through the door after the 
work was complete, I couldn’t ask for better. 
The place was so tidy, the work was brilliant, 
and it was all so discreet - a service that is 
second to none.”

dGHp repairs service is "second to none"

When it comes to dGHp’s repairs and 
maintenance Service, everyone wants it to be 
‘the best’. 

Whether that be staff, tenants, contractors or 
dGHp’s Board – we want you, our tenants, to 
be completely satisfi ed with the service you 
receive from us and our contractors.

While we believe the repairs service is good – 
we are always striving to make it better. 

Feedback from tenants tells us the main area 
where we could improve the service is to deal 
much quicker with complaints, e.g. if we’ve 
booked an appointment and nobody turns up 
or if we don’t have the right materials and can’t 
fi nish the job. 

This is why we have introduced a dedicated 
Customer resolutions Coordinator to deal with 
any situations that arise. 

Gemma Green has taken on the role and will be 
the main contact for any complaint we receive 
about a repair. Gemma will work with you until 
we resolve the matter to your satisfaction. 

Gemma is not new to dGHp – she has worked 
with the organisation for nine years and is 
based in our Customer Service Centre (CSC). 
Having worked as a CSC Supervisor, Gemma 
is very familiar with dealing with calls about 
repairs and she knows how important good 
customer care is to us, and our tenants. 

She said: “What has been important to people 
is that someone is taking ownership of their 
issue for them, chasing things up and generally 
communicating to them what’s happening.” 

Head of repairs and maintenance with dGHp, 
rab Wight, said: “dGHp offers a 24/7 service 
for repairs to our tenants homes. That service 
is built around our tenants’ requirements, and 
what they tell us they want. But we always 
want to improve, and through working with our 
tenants we hope to do this. I would encourage 
anyone with issues to get in touch with us and 
speak to Gemma.”

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

Liz Wright, from Stranraer, worked closely 
with Gemma, dGHp’s Customer resolution 
Coordinator, during the repair works to her 
home. 

She said: “When things were taking a bit of 
time to resolve, purely due to the diffi culty in 
diagnosing the actual fault, it was absolutely 
brilliant to have Gemma as a main point of 
contact. I knew if I had any questions I could 
just call up at any time and it worked two-
way – Gemma was constantly in touch with 
me.

“At no point did I ever feel I was any trouble. 
everyone, from beginning to end, was just 
wonderful. I really felt like I was being treated 
with respect, and that everyone understood 
and had empathy with us and our situation. 

“I was really worried about the disruption 
but between Gemma, Graeme mcShane the 
Technical Inspector, and danny, the plumber 
from morgan Sindall, I felt I was being looked 
after.

“I can’t fault this service at all and having 
Gemma there to specifi cally help with these 
issues will make a real difference to lots of 
people.”

makinG a Good service excellent

         

 

Dear (insert name here) 

Introducing Morgan Sindall Property Services  

I am writing to let you know that DGHP!s repairs and maintenance contractor, Lovell, are re-
branding to Morgan Sindall Property Services from February 2015. We are writing to you as 
the owner of a property - (insert property address here) - where the Factor is DGHP. 

Although the name will change, it will be business as usual for you and the service you 
receive will not change. The service agreement with DGHP will remain the same and we will 
continue to deliver the highest level of service to you, our customers. 

The team members who you are familiar with will remain the same, only their clothing, 
vehicles and identity badges will be different. They will be branded with Morgan Sindall 
Property Services and when staff introduce themselves in person, or to arrange a visit by 
phone, they will refer to themselves as Morgan Sindall Property Services. Their new logo is 
below, along with how the new vans will look: 

 

To be absolutely clear, this is a name change only and DGHP and Morgan Sindall Property 
Services will remain focussed on the delivery of the very best services to you as our 
customers.  

If you would any like further information or should you have questions, please contact 
DGHP!s Customer Service Centre on Freephone 0800 011 3447. 

Yours sincerely, 

 

danny Walker, plumber with morgan Sindall 
property Services, tenant Liz Wright and dGHp’s 
Technical Inspector Co-ordinator Gary mcGeoch

Gemma Green, 
dGHp Customer resolutions Coordinator

tHe experience of a 
dGHp tenant
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Several new housing projects are in 
the pipeline for dGHp in dumfries and 
Lochmaben.
 
dGHp has gained funding for a project in 
Queen Street, dumfries, as a result of the 
energy effi ciency measures being proposed.

The homes are part of a winning green-energy 
bid and it is hoped they will be the fi rst ‘gold 
standard’ houses in Scotland. 

The properties will include a lot of energy 
technology including photovoltaic panels/solar 

thermal panels and super insulation for very 
high thermal effi ciency. 

The current tenure of these houses will 
be targeted at mid-market rent properties 
and they are all three-storey town houses. 
They will be four-bedroom properties and 
encourage families back into the town.

A second project, in Lochmaben, will consist 
of 26 homes. With high demand in the area 
for family and general accommodation, the 
proposal is to build four one-bedroom fl ats, 
10 two-bedroom properties and 12 three-
bedroom houses.  

This will be a mixed tenure development, 
made up of four mid-market rent properties, 
six new Supply Shared equity (nSSe) 
properties and 16 general lets. 

These houses will be built to the ‘silver 
standard’ in terms of energy effi ciency - 
considerably above the building control 
standards. 

There will be high levels of insulation and 
micro-generation as well as the provision of 
extra circulation and storage space, which 
would suit people with disabilities and 
mobility problems. 

The design is centred round a ‘village green’ 
theme with secure by design accreditation. 

The project provides above ample parking 
facilities and an overlooked central play park. 
The site is located centrally in Lochmaben, 
close to shops and facilities. 

Home exchange is a feature unique to Homes4d&G and is for tenants 
across from dumfries and Galloway to fi nd a new home.

You can add your own property to the swap board to look for potential 
swaps in dumfries and Galloway. 

And the best part is, all four landlords from the Common Housing 
register are on board so there are more properties available to swap 
with than ever before!

The service is free to tenants of partner social landlords in dumfries and 
Galloway. You need to keep an eye on the site yourself 
though, and search through the other properties to fi nd a 
suitable new home.

It’s really easy to sign up and we can help you if you’ve 
not got internet access – there’s no excuse not to add 
your home!
• Visit www.homes4dg.org.uk and click on Find a new 

home
• Click on add a swap
• Complete the details about your address and property. 

We ask these questions to confi rm your identity
• Don’t forget to add some images – the most 

successful adverts are the ones which have plenty of 
photographs

• Make sure you read the terms and conditions of the 
Home exchange system and check the box at the end 
to agree

• Review your details and make sure that the 
information you have given us is accurate and up to 
date. When you’re happy, click Confi rm advert

• Keep a note of your edit code for accessing your 
advert in future – our team aim to process your 
advert within two working days.

• Once approved, you will get an email from the 
Homes4d&G confi rming your advert is now live, with 
a reminder of your edit code.

• The fi nal step is all up to you! It’s time to search for your new 
home – you can use the simple search to choose areas, property 
types and streets. If you fi nd a property you’re interested in, start 
a conversation with the swapper to discuss your property and any 
potential swap.

All mutual exchanges must be approved by each landlord – for further 
information, call Homes4d&G on 0300 123 1230.

Homes4d&G Home excHanGe

new proJects in tHe pipeline

The proposals at Lochmaben

plans for Queen Street, in dumfries
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enerGy efficiency in your Home       

federation travel tHe reGion to visit tenants

dGHp is committed to helping tenants with 
energy effi ciency – which ultimately means 
saving you money. 

dGHp have been involved with a number of 
heating events recently – one in Wigtown and 
the other in Lincluden, dumfries. 

We have been on-hand to offer advice and 
handy hints on heating, smart meters and 
the running cost of appliances. We have listed 
below some energy running costs to give 
you some idea of how much it takes to run 
appliances in your home.

We will include some ‘heating tips’ in the 
winter edition of open door, out at the end of 
october.

what are smart meters?  
 
• They provide readings of your energy usage 

every day
• Allow readings to be sent automatically, 

helping the supplier provide more accurate 
bills

• Ensure your information is secure as the 
data is encrypted

• Enable energy costs to be displayed on the 
in home display or your favourite device

what is watt?

energy use is measured in kilowatt hours (kw). 
When you use 1000 watts of energy for one 
hour, that is the equivalent of one kilowatt-
hour.

a kilowatt-hour gives you: 
• 9 uses of a kettle  
• 4 hours of watching TV  
• 24 hours on your game machine  

appliances
• Do you know that, on average, a tumble 

drier costs £99 per year for electricity?
• Do you know that, on average, a fridge 

costs £44 per year for electricity?
• Ten low energy light bulbs cost £60 on 

average per year for electricity 

tips
   
• Get into the habit of turning lights off 

when you leave a room
• How about replacing a soak in the bath 

with a shower once a week? You will be 
surprised how much energy you could save 
this way

• Washing machines - check out your 
settings and if it has a ‘half-load’ option 
for small amounts of clothes. Also check to 
see if you can use a lower temperature as 
modern washing powders work well with 
cooler water

• Do not be tempted to increase the water 
heater temperature on your boiler - if 
anything turn it down by two degrees

• When you leave your mobile phones, 
laptops and I-pod chargers on standby, they 
will still be using energy. Switch them off 
and unplug them completely once they 
are fully charged – this is a great way to be 
more energy effi cient. Also these can be a 
fi re hazard if on and left on unattended

• If you use a dishwasher then ensure it is 
fully loaded before switching it on

• Replace lights bulbs with LED-type and save 
a lot of money

dGHp’s team at a recent energy 
and money-saving event

The Federation of Tenants and 
residents, along with dGHp staff, 
have been busy in the last few 
weeks visiting towns and villages 
across the region.

members of the Federation have 
visited 39 locations, travelled 
1,199 miles and spoke with 83 
tenants and 18 residents.

Tenants and residents raised a 
number of issues including repairs 
matters, fencing queries, garden 
enquiries, grass cutting and 
energy effi ciency. 

dorothy Grant, secretary of the 
Federation, said: “energy effi ciency 
was a hot topic while we were 
out and about. We took some 

heating and energy cards out on 
the bus with us and people were 
really interested in them. A lot of 
tenants spoke to us about their 
heating types and how much they 
spend over the winter months. 

“A couple of people were fi lling 
in forms for housing with the 
Common Housing register, 
Homes4d&G. We also promoted 
dGHp’s 2015 Tenant Conference 
and told everyone the themes and 
workshops planned for the day.

“And I must say, in the four years 
I’ve been going out and about 
meeting people across the region, 
I’ve never spoken to more happy 
tenants – dGHp must be doing 
something right.”

dorothy Grant, mark Shaw, eilish Warner and John 
mcLachlan during their travels across the region
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members of one Tenants and residents Association (TArA), who have 
a passion for their community, are celebrating success after their very 
own ‘Big Brunch’ event.

The team at Troqueer TArA managed to almost double their proceeds 
from last year’s event, raising a fantastic £950 for various local charities.

Chairperson, dorothy Grant, said: “What a fantastic day we had. We are 
all in awe of how much support and help we had in the run up to the 
event. But the community spirit on the day just made the whole event 
for us. South West Scotland rnr will receive the biggest share of the 
proceeds, but as we’ve raised so much, we’re delighted that we can give 
to a few other local charities.”

South West Scotland rnr is a local armed forces charity based in 
Carsethorn which provides support and a warm, welcoming place for 
personnel to recover.

Secretary, eilish Warner, added: “The Big Lunch evolved to the Big 
Brunch this year. We’ve gone from strength to strength, we were 
overwhelmed with the support we had in our fi rst year and here we are 
in year three raising nearly £1,000!”

With home baking, a good cause and plenty of community spirit, the 
Troqueer TArA have certainly got the recipe spot on for a great lunch!
You can fi nd out more about the group by visiting www.
dgtenantsandresidents.co.uk
pictured below are some images from the day

troQueer tara biG bruncH
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A Tenants and residents Association (TArA) is a community group 
made up of local people who come together to provide one voice for 
those living in the area.

It is usually a mixture of tenants from local housing associations, home 
owners and other residents. They can be formed to help particular 
sections of a community or for a specifi c issue that needs addressed.

TArA groups can do lots of different things to improve the area they 
live in. They can develop extra services or facilities for their community, 
hold events and consultation to bring positive change to their 
neighbourhood and also work together to provide a collective voice for 
people in their area.

If you’ve read the story from Whithorn TArA and feel inspired to take 
action in your community, let us know. 

We can help you get set up with the help of our expert staff. If you 
want to be a voice for your community, there are a few things you can 
do before approaching dGHp for help. 

Talk to neighbours as they may share your concerns and want to help. 
Have a note of exactly why you want to get a group together as this 
will be a good start to give a group some aims.

For more information and assistance to get started, call 0800 011 3447 
and ask for Community participation.

wHat is a tenants and residents 
association (tara)?

do you want to set up 
a tara?

Tenants and residents in the machars town of 
Whithorn joined forces just one year ago to 
work together to form the town’s very fi rst 
Tenants’ and residents’ Association.

Chairman Jim mcCulloch said: “We felt like 
we could get more for the community – but 
we needed a new way to do it. It was perfect 
timing, the Federation bus was in town and we 
got chatting with members who pointed us in 
the right direction to get started.

“dorothy and the Federation team helped us 
to get to the right people to help us get this 
‘something else’ in place to help the people of 
Whithorn.

The group quickly got in touch with dGHp 
where our Community participation team got 
involved. prior to making contact with dGHp, 
the group has already identifi ed some key 
issues in the town which gave them something 
to work with.

Jim said: “our biggest project at the moment 
is working on reducing dog fouling. We’ve been 
working with the council to provide poo bags 
and they’ve taken off greatly. 

“dog fouling is a problem everywhere but we’re 
taking some positive steps to make a difference 
to the streets of Whithorn. 

“The local shopkeepers are asking us, even 
when we’re just popping in for a paper in the 
morning, when they can get some more as 
people are making such good use of them.”

But the projects don’t stop there for the 
14-strong team, Jim has his sights fi rmly set 
on their next success: “our next job will be 
improvements at the top park in the town. 
We’re starting to look at funding to make that 
happen.

“At the moment, it’s just a big fi eld that gets 
cut once a fortnight in the summer and a 
couple of swings. We’re keen to work to change 
that and improve the space for our community.”

The group meets once every two months and 
posters are put up locally with further details. 
Jim said: “If anyone has any issues or anything 
bothering them, we can take their issues 
forward and get them resolved. 

“We’re concentrating on raising awareness – we 
don’t want anyone sitting at home worrying 
about something we can help with.
“It’s a fantastic group because it’s a whole 
range of issues that we can help with and 
resolve. Whether that be dGHp, council, police, 
anything. We’re here to help.”

For more information and advice on setting 
up a TArA in your area, please call dGHp’s 
Customer Service Centre on 0800 011 3447 
or 0345 606 3447 and ask for the Community 
participation team. 

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

spotliGHt on wHitHorn tara

Since April this year we have engaged with a 
total of 652 people from across dumfries and 
Galloway.  

The opinions of our tenants matter a great 
deal to us here at dGHp and we want you to 
help shape services.

putting our tenants at the centre of everything 
we do is very important to us and we love to 
hear your opinions and thoughts about dGHp 
as an organisation.

montHly BreaKdown 

april - In April we met with a total of 176 
tenants through various events including 

school events, Tenants and residents 
Association meetings, AGms, diversity sessions 
with various groups, district management 
Committee and Federation member training 
and website training.

may – In may we met with 213 people at 
various events across dumfries and Galloway. 
events included school talks, TArA events and 
allocations presentations to the dmCs. TArA 
and Federation members also carried out 
patch inspections in their local areas and the 
newsletter and tenant conference group met 
to progress projects.

June – A total of 263 people worked with us 
on projects in June on a variety of matters, 

including more patch inspections, youth 
events in Summerhill, diversity days, TArA 
groups as well as an educational tour to 
maryhill Housing Association in Glasgow. 

A total of 175 of those we engaged with were 
under the age of 25 and 172 were between 25 
and 60. The over 60s made up 305 of those 
we engaged with.  A total of 122 people who 
engaged with us were disabled.

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

workinG witH – and enGaGinG witH - you
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one of dGHp’s longest serving tenant Board members has sadly passed 
away. 

Scott Armstrong, of Langholm, joined the very first steering 
group before dGHp was even created and was a key player in the 
development of the dGHp we know today.

He sat on the Annandale and eskdale district management Committee 
which allowed him to pursue his passion for community and improving 
the areas around him. He was latterly Chair of the committee before 
taking the next step and joining the Board in 2006.

Scott worked in the local textile mill in Langholm for many years and 
retired back in 1998. However, retirement didn’t prove to be much of a 
break. Between his work with dGHp, being a dedicated family man and 
his other interests, Scott was a busy man.

Scott was a well-known face in Annandale and eskdale and highly 
respected in Langholm. He will be sadly missed.

more lucky winners witH our 
contractor surveys
dGHp’s two main contractors Saltire and morgan Sindall 
property Services have drawn their monthly prize winners as a 
thank you for taking part in customer satisfaction surveys.

By sparing only a few minutes of time to fill one in, these lucky 
dGHp tenants have won vouchers from our contractors.

The surveys have been carried out after staff have visited a 
property and each month our contractors draw out some 
winners for a £50 voucher. So make sure you take part to be in 
with a chance of winning. 

As well as giving you the chance to win some vouchers to 
spend locally, this greatly helps dGHp get feedback on the 
performance of our contractors. prizes will soon be in the post 
to the winners.
 
The lucky winners from the last few months are -

Saltire

February winner   miss L mcmurray, Barns Court, 
  newton Stewart
march winner   mr Geddes, Broomlands drive,  
  dumfries
April winner  mrs marshall, Thorn Street, 
  Lochans, Stranraer
may winner  mrs Tyler, Torrs place, 
  Castle douglas

morgan Sindall ProPerty ServiceS

February winner  miss G Swan, Grange place,   
  moffat
march winner    miss K marshall, Carsons Knows, 
  new Galloway
April winner  mrs J mcClorey, Trades Court,  
  Stranraer
may winner   mr G Warren, Burntscarthgreen,  
  Locharbriggs 

properties for sale tHrouGH 
Government fundinG

Thanks to a Scottish Government funded scheme, dGHp has a number of homes 
available for sale at developments across the region.

The new Supply Shared equity (nSSe) scheme allows you to pay as little as 
60% or as much as 80% of the outright purchase cost of a new home – meaning 
home ownership in dumfries and Galloway is more affordable than ever before.
dGHp currently has properties for sale in Kirkcudbright, newton Stewart and 
dalry. Work is almost complete for a number of new homes at the former 
Wallace Hall school site in Thornhill.

Site plans, property types, further information and photographs are available to 
view online at www.dghp.org.uk/buy or by calling us on Freephone  
0800 011 3447

mid-market rent
dGHp’s subsidiary company, novantie, runs dGHp’s commercial arm, managing 
all of our mid-market rent properties.

novantie has properties in dumfries, Lockerbie, Kirkcudbright, Stranraer and 
monreith. A number of new homes are also nearing completion in newton 
Stewart. 

rents are between those charged for dGHp’s social homes and those charged by 
private landlords for similar properties. 

Current available homes can be viewed at www.dghp.org.uk/novantie or by 
calling us on Freephone 0800 011 3447.

tribute to dGHp board member



open door Summer 2015 9

FreepHone 0800 011 3447

0345 606 3447

www.dghp.org.uk

We would like to thank all of our tenants who have had an input into 
dGHp’s Business plan for 2015/16 onwards.  

This was drawn up after a consultation process involving the Board, our 
district management Committees, the voluntary tenant movement, 
staff and tenant focus groups. We would especially like to thank all the 

tenants who attended these groups - your input was vital in identifying 
our priorities for the year ahead.

It is available by calling us on Freephone 0800 011 3447 and online at 
www.dghp.org.uk

are you cominG to tHis year's tenant conference and aGm?

plans are progressing well for this year’s 
Tenant Conference – to be held on Thursday 
September 24 in the easterbrook Hall in 
dumfries.  put the date in your diary.

dGHp tenants and staff are working on 
plans for this year’s event – which is themed 
“empowering tenants for the future”. 

dGHp’s Annual General meeting (AGm) 
will also take place on the day and further 
information will be sent out to company 
members beforehand.

With no main conference 
last year we hope you will 
come along and join us 
for this special day and 
take the opportunity to 
fi nd out more about your 
social landlord, and the 
wider housing industry. 

This year all of the 
workshops focus on giving 
you, our tenants, the skills 
to help yourself do more 
in the future. We have 
a workshop on setting 
up an email address 

to help you with many things including job 
applications, applying for benefi ts and letter 
writing. 

We will also let you know about all the free 
courses available to you at your local libraries 
so you can further develop your skills. If you 
are coming to this workshop, and your mobile 
phone can access the internet, bring it along 
with you and we’ll make sure you can link your 
email address to it. 

There will be an interesting workshop on 

energy effi ciency and saving money in your 
home, as well as a masterclass in reading your 
energy bills. You could also win some excellent 
prizes here too. 

Staff will also be presenting some innovative 
projects during a workshop on all the 
upcoming advances we could soon be using at 
dGHp. Included in the projects are topics such 
as – making rent a fi rst priority for everyone, 
the introduction of a new pre-tenancy support 
team to help tenants before they get the 
keys to a new property, changes to the void 
standard of a property as well as several 
technological advances that will shape the 
future for dGHp and its’ tenants. 

We will also have a spotlight on ‘preparing 
for winter’ and showing you how you can be 
better prepared ahead of the colder months.
In addition there will be more exhibitors 
than ever before – and you will have the 
opportunity to spend more time with them on 
the day - as well as the opportunity to learn 
some basic bakery and knitting skills during 
the day.

Look out for your invite arriving through the 
door in August.

many tHanks

dGHp Garden competition 
entry form

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

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

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

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

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

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

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

email ..................................................................................................................................

Cut out and send to the address leftThere’s just a few days left to get your entries 
in for dGHp’s 2015 Garden Competition. 

If you are a budding dGHp gardener, or know 
someone who is, please let us know. The 
competition is open to all dGHp tenants and 
a trophy and garden vouchers will be awarded 
to the winners. 

There will be two categories this year – best 
garden and best plot/allotment.

All entries received will be photographed and 
judges by independent judges - Incredible 
edible - and the winners publicised in a future 
edition of open door and on the website 
www.dghp.org.uk - prizes will be awarded 
at this year’s annual Tenant Conference on 
Thursday September 24.

The closing date for entries is Friday July 31 
so get your entries in quick. Complete the 
entry form here and return it to us at -
 
dGHp Garden Competition
Community participation Team
dGHp
Freepost nAT3109
dumfries
dG1 4Br
no stamp is needed

Alternatively you can email us your entry 
to customerservice@dghp.org.uk clearly 
marking it Community participation Garden 
Competition.

tHere's still time to enter tHe dGHp's Garden competition

dGHp’s Conference in 2013
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one Lockerbie family have been putting their 
skills to good use recently – in aid of charity 
and in memory of their daughter.

neill and Wilma mcLachlan, of margaret drive 
in Lockerbie, have lived in their dGHp home 
for more than 30 years. They moved into 
the house when it was first built, and have 
been there ever since, bringing up their two 
daughters Carol and mhari. 

However, it was one afternoon at the family 
home, back in 1999, when their lives changed 
forever.  

“mhari was 24, and had always been as fit as a 
fiddle. She used to work in the local care home 
but in her spare time was always training for 
the Territorial Army. She loved doing that and 
was so healthy. 

“She had what we all thought was flu, but 
one afternoon it got worse. She said her head 
felt like it was bursting. We called the doctor 
and they actually initially thought she had a 
tumour. After some tests they discovered it 
was meningitis. She died a matter of hours 
after being taken to hospital,” said neill.

“It was such a shock. We had no idea this was 
a possibility. There was no rash, none of the 
normal symptoms – we just thought it was 
flu.”

After many years, through which the family 
found it very difficult, the couple, daughter 
Carol and other family members decided to do 
something about what had happened. 

Wilma added: “We call ourselves ‘The purple 
Bunch’ because that is the colour of the 
meningitis charities. 

“At first we couldn’t face doing anything, 
we found it too difficult but around three 
years ago we decided to try and do some 
fundraising. We started with a bit of knitting 
– we did throws, cushion covers, baby clothes 
and toys. Then we started selling them with all 
funds raised going to the meningitis research 
Foundation. The first item we donated to an 
auction raised £400. 

“From there everything has just grown and 
grown and now we also do plant sales. This 
year we have raised around £850 alone 
through the plant sales.”

For dad neill it really is all about raising 
awareness. “If we can stop one family going 
through what we did, then we’ve made a 
difference. That’s all we want. The money that 
goes to the charity is an added bonus. We will 
keep doing this as long as we can and as long 
as our health allows.”  

If anyone would like to buy any plants or 
knitted items the couple can be contacted at 
their home in Lockerbie on 01576 203087. 
Their next planned event will be a knitwear 
sale at their local Tesco store on Saturday 
August 29th from 10am onwards.

Firefighters in dumfries and Galloway work closely with dGHp to 
support tenants in their own homes, and take steps to reduce the 
number of accidental house fires in the region.

dGHp always support the Scottish Fire and rescue Service (SFrS) in 
their bid to do this, as safety is always our number one priority. 

The SFrS launched a recent appeal for the public to help them reach 
those most likely to be killed or injured as a result of fire in their homes. 

Jason Gardiner, Community Safety officer for dumfries and Galloway, 
said: “many people have contacted us for a free home fire safety visit 
and these have been hugely popular, but the people who are at highest 
risk are often the most reluctant to contact us.”

If you are a dGHp tenant and think you, or someone you know, may be 
at risk of fire, we would encourage you to contact the Fire Service on 
0800 0731 999 to arrange a free visit. The safety checks take around 20 
minutes and are completed by SFrS crews at a time convenient to you.

dGHp supports fire safety cHecks

neill and Wilma mcLachlan with some of their 
items they sell for charity

makinG a difference
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useful contacts
DGHP Customer serviCe Centre
0800 011 3447 
sCottisH Power
0845 27 27 999
sCottisH water
0845 601 8855
national Gas emerGenCy serviCe
0800 111 999 

nHs24 
08454 24 24 24 
PoliCe sCotlanD
101 
Fire anD resCue serviCe
01387 252222 
DumFries anD Galloway CounCil
030 33 33 3000 
D&G CounCil antisoCial BeHaviour 
team
0800 027 6567

D&G CounCil noise team
030 33 33 3000 
money aDviCe serviCe
0300 500 5000 
ils (inDePenDent livinG suPPort)
01387 261746 
tHe samaritans
08457 90 90 90 
Citizens aDviCe 
0300 303 4321 
welFare riGHts
01387 266888 

tHink about Home contents 
insurance 
more than 20,000 fires are caused by electrical faults each year in uK 
homes. House fires can be devastating. A fire can spread very quickly 
and become deadly within minutes.

The biggest cause of electrical fires in homes is faulty appliances and 
overloading power outlets. 

By following a few simple pieces of advice, you can keep you and your 
family safe. don’t overload electrical circuits and check appliances 
regularly for loose connections or damaged cords. Turn off your cooker 
or any other electrical appliances when you’ve finished using them. If 
you see burn marks, or notice that sockets feel hot, let us know. 

Check cables before using an appliance – especially mobile phone 
chargers. If you notice wear and tear, or the plug isn’t securely fastened, 
don’t use it. never overload electrical cables from appliances by 
plugging too many appliances into one socket.

many people think that as your landlord, we will automatically insure 
your furniture, belongings and decorations against things like fire or 
water damage. This is not the case – we insure the buildings you live in, 
but protection of the contents inside is your responsibility.

Look around your home, think about how much it could cost to replace 
your belongings if they were damaged or destroyed – it soon adds up!

dGHp has teamed up with Thistle Tenants risk insurance to provide 
coverage at a great price for you – to find out more, visit www.dghp.
org.uk/insurance or call us on 0800 011 3447.

Tenants and residents from across 
the region have been out and about 
inspecting the areas around dGHp 
homes. 

empty homes, grounds maintenance, 
guttering and paintwork were all viewed 
by the members in several areas across 
the region.

In the west, two members of 
Whithorn Tenants and residents 
Association(TArA) visited Whithorn and 
port William. 

In the Stewartry area, two members 
from dalbeattie TArA and one member 
from the Stranraer reference group 
joined dGHp staff to inspect areas in 
Twynholm and dalry.

Two members from Troqueer TArA 
and one member from Cresswell TArA 
joined the dGHp team in nithsdale at 
Kingholm Quay and new Abbey. The 
final visit for Annandale and eskdale was 
for areas of Lockerbie and Annan.

margaret mcKeand, Community 
participation manager at dGHp, said: 
“It’s fantastic that we’ve had so many 
members from the region’s TArAs join 
us on our patch inspections this year.

“Their findings are compiled into a 
report which comes back to dGHp’s 
district management Committees and 
senior management team to help us 
build service improvements for the 
coming years.”

A waste reducing grass cutting 
trial, launched in dumfries in 
April, has been extended until 
the end of the summer.

With technology advancing in 
leaps and bounds, dGHp has 
been instrumental in running a 
trial of new equipment in the 
Lochside area of dumfries.

rab Wight, dGHp Head of 
repairs, said: “early indications 
are good and it seems that a lot 
of waste is being reduced. To 
make sure we have a full picture 
of this, we are extending the trial 
until the end of the summer. 

“The new machinery is very 
efficient in cutting the grass 
lower, meaning less waste 
cuttings that need to be 
disposed of. We will update 
everyone soon when we have the 
full trial results.”

If you live in the Lochside area 
and have any views on the new 
grass cutting trial please contact 
us to let us know what you think. 

You can call us on Freephone 
0800 011 3447 or email 
customerservice@dghp.org.uk  - 
we’d love to hear from you.

tenants inspect tHeir local areas

Grass cuttinG trial extended

Staff and tenants out inspecting local areas

An example of the new grass cutting trial 
where the grass is cut lower
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HousinG benefit
Those who are not in receipt of universal 
Credit can still apply to dumfries and 
Galloway Council for Housing Benefi t.  If 
you are on a low income then you may 
be eligible to receive this.  It will however 
depend on the fi nancial circumstances of 
every adult in your home.

If you need any advice on this then you 
can contact dGHp on 0800 011 3447 or 
the council on 0303 333 3000.

You can also apply for Housing Benefi t 
and Council Tax reduction online at www.
dumgal.gov.uk/benefi ts

wHat do i do if i am told my BenefitS 
are to Be Sanctioned?

1. Challenge the decision within a month by 
asking for a mandatory reconsideration. 
A mandatory reconsideration is if you 
disagree with a decision made about your 
benefi ts by the dWp

2. When sanctioned you can apply for 
hardship payments from the Job Centre or 
Scottish Welfare Fund

3. If your mandatory reconsideration request 
is not successful then seek help from 
organisations such as Citizen’s Advice and 
Welfare rights.  They will be able to help 
you appeal the decision further

How do i maKe Sure i don’t Have my 
BenefitS Sanctioned?

1. If you are set job targets that you won’t 
be able to meet then tell your work coach.  
They may be able to amend the targets 
within your claimant commitment

2. record everything you do to try and fi nd 
work.  If you are not able to look for work, 
keep a note of why

3. don’t miss an appointment at the Job 
Ccentre.  If you do miss an appointment 
contact them immediately.  For universal 
Credit claims you need to do this within 
two days or you will need to reclaim.

The employability and Skills Team work with a range of 
partners to provide a range of employability services across 
the whole of dumfries and  Galloway.  A team of link workers 
are on hand to provide support and advice to help people 
remove barriers by helping people get back into education, 
training and employment. 

The team have detailed knowledge of the local opportunities 
available, to help support people to improve their 
employability.  They can support people access - 

• Job hunting tips
• Job applications and interview skills
• Updating your CV
• Confi dence building
• Numeracy and literacy skills
• Advice on available funding
• Access to training in fi rst aid, manual handling, health and 

safety, fork lift driving and CSCS
• Signposting to other services and agencies for advice on 

housing or money matters and other issues such as mental 
health or substance misuse

• Industry specifi c training opportunities for example: care, 
hospitality, tourism and IT

Advice and support is tailored to the need of the individual 
and can be in the form of one-to-one support or group work.  
Work club sessions are held on a weekly basis across the 
region.  

details of the work clubs are shown right.

The team works closely with partners in dumfries and 
Galloway College; Barony College; the voluntary sector; Skills 
development Scotland; prince’s Trust and Jobcentre plus to 
make sure that each unemployed person in the region can 
access all employability training and support opportunities 
open to them.

for more information call 030 33 33 3000 and ask to speak 
to a link worker in your area.

unemployed and need some support?  

Kate’s Kitchen, 
St andrews Hall, 
downies wynd, 
annan

every Thursday 10am - 12pm 07771 772831

lockerbie library every Thursday 1pm - 3pm 07771 772831

annandale & eskdale

dumfries north 
west resource 
centre, college 
drive, lincluden

Thursday 10.30am - 
12.30pm

07825 712122

dumfries ilS, 8 
george Street 
mews, dumfries

every day 10am- 2pm 01387 261746

Kirkconnel resource 
Base, main Street, 
Kirkconnel

every 
monday

every 
Wednesday

9.30pm - 12pm
12.45pm - 3pm

1.30pm - 
3.30pm

01659 58589 or 
01659 66279

01659 58589 or 
01659 66279

nithsdale

castle douglas 
community centre, 
cotton Street, 
castle douglas

monday 1.30pm - 
3.30pm

01556 503167

dalbeattie town 
Hall, dalbeattie

Tuesday 10am - 12pm 030 33 33 3000

Stewartry

newton Stewart 
library, church 
Street, newton 
Stewart

monday

Thursday

1.30pm - 3pm

10am - 11.30pm

01671 404756

01671 404756

Stranraer library, 
north Strand 
Street, Stranraer

Tuesday 10am - 12pm 07825 712121

whithorn 
community centre, 
castle Hill, whithorn

monday

Thursday

10am - 11.30pm

1.30pm - 3pm

01988 
500364 or 
07920528209

wigtown

benefit sanctions
The number of benefi t sanctions nationally has gone down by a third over the past year. Statistics 
show that up to december 2014 approximately 606,000 sanctions were given to claimants on 
Jobseeker’s Allowance (JSA) in the past year, this is a reduction of around 300,000 compared with 
the previous year. 
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universal Credit has been live for a couple of 
months now.  Single people, with no children 
who are newly out of work, now have to apply 
for universal Credit (uC) rather than Job 
Seekers Allowance (JSA).

There are, however, some exceptions.  If any of 
the below apply to you then you may have to 
make a claim for JSA instead - 

• If you are pregnant
• If you have a child living with you some 

or all of the time (this can include having 
access to a child at weekends etc)

• If you pay child maintenance
• If you provide  care to a person with a 

physical or mental impairment

At the moment someone living in a dG16 post 
code cannot claim universal Credit. If you live 
in this postcode area, you can still apply for 
JSA, although this will change on September 
21, 2015.

aPPlying for univerSal credit. 
wHat information do i need?

Personal information
• National Insurance number
• Email address 
• Phone number

Housing information
• Address
• Address of your landlord
• How much rent you pay
financial information
• Bank account details, account number and 

sort code
• Details of any savings you have and 
• Details of any salary or other income 

When claiming universal Credit you have to 
provide details of who your landlord is and 
their address.  please use the details below:-

dumfries and Galloway Housing partnership
Grierson House
The Crichton
Bankend rd
dumfries
dG1 4ZS

You can apply for universal Credit online at 
www.gov.uk/universalcredit

If you are struggling to access a computer then 
you can go to your nearest library or your local 
job centre.

cHange of circumStanceS for 
univerSal credit

If you are in receipt of universal Credit and 

have a change of circumstance you will need 
to report this to the department for Work and 
pensions (dWp).  You can do so by calling 0345 
600 0723, monday to Friday between 8am and 
6pm. You will also need to advise dumfries and 
Galloway Council of your change for Council 
Tax reduction purposes. 

It is important that you notify both.

If you are in receipt of Housing Benefi t and 
Council Tax reduction, and have a change of 
circumstance, then it is important that you 
notify the council’s Housing Benefi t offi ce 
straight away and provide proof of your new 
circumstances.

Failure to report any change of circumstance 
to the dWp or the council may result in an 
overpayment of benefi t that you will need to 
repay.

rememBer to claim council taX 
reduction

universal Credit will only pay an element to 
help with your rent.  You will need to apply 
to the council for Council Tax reduction and 
provide them with details of your income and 
capital.

tax credit cHecks – be 
aware
HmrC has appointed a private contractor, 
Concentrix, to help check that tax credit claims 
are correct and, more importantly, up-to-date. 

Concentrix have already started to contact 
tax credit claimants by letter or telephone 
on behalf of HmrC, and are asking them to 
provide further information or evidence in 
connection with their tax credit claim by a 

specifi ed date.

Concentrix will only ask people to respond 
to them by telephoning 0345 600 3130 or in 
writing. 

please note that HmrC and Concentrix will 
never ask people to disclose personal or 
payment information by email. If you receive 
an HmrC related, suspicious email, then you 
should forward it to phishing@hmrc.gsi.gov.uk 
before deleting it.

discretionary HousinG 
payments
dumfries and Galloway Council has reduced 
funds for this fi nancial year in terms of 
discretionary Housing payments (dHps) but 
they are still looking to award them where 
people are clearly struggling to meet all their 
housing costs.

A dHp can help with things such as:

• Reductions in Housing Benefi t or Universal 
Credit as a result of the Benefi t Cap being 
applied

• Reductions in Housing Benefi t or Universal 
Credit as a result of  you under occupying 
the property

• Where you are struggling fi nancially and 
cannot afford the shortfall between your 
rent and the benefi t you receive to help pay 
your rent.

• For help with a rent deposit or rent in 
advance of moving in to a property

• To help with a non-dependent deduction 
that has been applied to your benefi t claim

You can claim dHps online at www.dumgal.gov.
uk/benefi ts.  

Alternatively, you can contact dGHp on 0800 
011 3447 or the council who will be able to 
provide you with further help.

are you missinG out?
Billions of pounds go unclaimed every year in 
benefi ts.  It is possible that you may be missing 
out on additional income that you are eligible 
to receive.

more than £2billion goes unclaimed in pension 
Credits alone each year and £2.7 billion goes 
unclaimed in Working Tax Credit. If you think 
you are eligible for one of these benefi ts then 
don’t delay and claim today.

Could you be one of the 1.5million people 
missing out on pension Credit?  phone the 
pension Credit Helpline today on 0800 99 1234.

Are you missing out on Tax Credits?  
To claim Tax Credits phone 0345 300 3900. 
Lines are open from 8am to 8pm, monday to 

Friday and 8am to 4pm Saturday

national minimum wage

The government has just announced that the 
national minimum wage will increase once 
again on 1st october 2015.  The new rates will 
be:-

This is the largest real-terms increase in the 
national minimum Wage since 2007, and more 
than 1.4million of Britain’s lowest-paid workers 
are set to benefi t.

universal credit

21 and 
over

18 to 20 
years old

under 18
apprentice

apprentice

£6.70 £5.30 £3.87 £3.30
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dGHp always aims to provide an excellent service to our customers, but 
we know that sometimes things can, and do, go wrong. 

When this happens – we want you to tell us about it and we will make 
it right.

The table below shows the number of complaints for the first quarter of 
the year. At the time of preparing this information there were 15 open 
cases that were received during the quarter.
 

As you can see there were a total of 214 complaints received – an 
increase on the number received the previous year.  From the 199 
complaints that were closed, 175 were ‘Frontline resolutions’ and 24 
were investigations.

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

a Frontline resolution is a complaint that can be easily resolved and 
requires little or no investigation.  Any member of staff may deal with 
complaints at this stage and record the details and outcome within the 
systems.  

an investigation is carried out when a complaint is complicated and 
complex in nature, or requires a detailed examination of processes and 
actions before we can state a position.  

If you wish to raise a complaint you can do so by speaking to any 
member of dGHp staff who will take details of your complaint and the 
outcome that you hope to achieve.

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

imProvementS identified 

during the first quarter of the year – from march 30th to June 28th 
there have been a number of potential service improvements identified 
as a result of complaints. 

1. A new Factoring procedure is to be developed with input from both 
the Investment Team and the repairs and maintenance Team.

2. The written statements of service for Factored properties are to be 
overhauled.

3. The approved contractors’ process is being reviewed.
4. The recharge procedure is to be reviewed, implemented and training 

to be given to staff involved.

wHat you tell us really makes a difference

a look back at last 
year's complaints 

 
What you tell us really makes a difference 

DGHP always aims to provide an excellent service to our customers, but we 
know that sometimes things can, and do, go wrong.  

When this happens – we want you to tell us about it and we will make it right. 

We value complaints and look at them as a way of helping us to improve our 
services to you.  However, we need to know where we are going wrong in 
order to put things right.   

The table below shows the number of complaints, and the reason they were 
closed, during Quarter 1. At the time of preparing this information there were 
15 open cases that were received during the quarter. 

 
 

Front Line 
Resolution 

Upheld 

Front line 
Resolution Not 

Upheld 

Investigation 
Upheld 

Invetigation Not 
Upheld 

Repairs and Maintenance 114 25 13 6 
Investment 2 6 1 0 
Housing Management 4 11 1 1 
Finance 1 1 0 0 
Corporate 0 0 0 2 
Customer Service Centre 7 0 0 0 
Common Housing Register 0 4 0 0 
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The table, left, shows the total number of complaints received from 
march 31st 2014 – march 29 2015.  These have been broken down by 
main service area - 

There has been a decrease in the overall number of complaints, in 
comparison with the same time last year. 

good newS for rePairS Service

In relation to the repairs and maintenance figures, there has been a drop 
in the number of complaints received. The main improvement appears 
to be a reduction in the number of complaints relating to the standard 
of workmanship as well as the delay in instructing follow-on works. 

david mcmillan, dGHHp Chairman, said: “This is excellent news. our 
tenants always tell us that the service they use the most is our repairs 
service. To see a decrease in complaints in this area is excellent. 

“In last year’s report Card I identified that this was an area we needed 
to look at, and to see that such a difference is already showing through 
in these trends is excellent news for our tenants, staff and repairs 
contractors.

due to works being carried out by the repairs project Board, there has 
also been a reduction in the number of complaints received due to non-
attendance by the contractor.  

A look back at last year’s complaints  
 
The table below shows members the total number of complaints received by 
DGHP from March 31st 2014 – March 29 2015.  These have been broken 
down by main service area -  
 

 
 
This shows that there has been a decrease in the overall number of 
complaints, in comparison with the same reporting period the previous year.  
 
On review, the introduction of the Common Housing Register (CHR) team has 
reduced the number of complaints recorded against the Housing Management 
section – in particular relation to housing application queries.  
 
Good news for repairs service 
In relation to the repairs and maintenance figures, there has also been a drop 
in the number of complaints received. On reviewing the trends, the main 
improvement would appear to be a reduction in the number of complaints 

Quarter 1 
- TOTAL 

122 

Quarter 2 
- TOTAL 

218 

Quarter 3 
- TOTAL 

177   

Quarter 4 
-  TOTAL  

YTD - 
TOTAL  
(April 
2014 - 
March 
2015) 

YTD Aprill 
13 - 

March 14) 
Total 631 

Common Housing Register 0 11 7 13 31 0 
Corporate 1 0 1 0 2 3 
Finance 1 2 0 2 5 2 
Customer Service Centre 1 2 3 4 10 15 
Investment and Development 12 14 20 19 65 105 
Housing Management 24 38 35 19 116 150 
Repairs and Maintenance 83 151 111 110 455 531 
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students embark on work experience witH dGHp contractor
Several plumbing students from 
across the region have taken part in 
work placements at Saltire recently. 
Saltire is dGHp’s heating service and 
maintenance contractor.

As well as their studies and 
placement, the students have received 
a health and safety induction talk and 
general advice session. 

errol ross, Saltire d&G Supervisor, 
said: “We hope the students have 
benefitted from the work experience 
and that it will go some way to 
helping them in their search for 
employment.”
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dGHp’s Housing Support Services aim to help 
people sustain, and manage, their tenancies 
and help them live independently in their 
homes for as long as possible. 

For people living in dGHp’s transitional 
accommodation, the support given helps them 
prepare for their own tenancy in the future.  

Care inspectorate

dGHp’s support services are registered with 
the Care Inspectorate. They carry out regular 
inspections to ensure high quality services 
are delivered, in line with the national Care 
Standards.  

The last time dGHp had an inspection was 
in 2013 and we are likely to have another 
sometime during the summer this year.  The 
Care Inspector likes to speak to people who 
use our services and we would encourage 
people to share their views openly if they are 
contacted.

dGHp has a number of Support Services and 
here we tell you a bit more -

sheltered Housing - We have 264 sheltered 
properties across the region, where residents 
have access to regular support from sheltered 
support staff.  The properties are mainly 
occupied by residents over the age of 65 years 
old, but there are some younger residents with 
support needs.

one tenant said of the service: “I have had no 
complaints and I have been here for 26 years. I 
am very happy with everything.”

young Persons supported Housing - We 
have 10 bungalows in dumfries available for 
young care leavers between the ages of 16-
21.  This accommodation provides a ‘stepping 
stone’ for young people after they leave care, 
where they can get support day to day to 
help prepare them for moving on to more 
permanent accommodation.

Some of the young people using the service 
said: “The staff are amazing and support me 
over and above what I expect.”

Another said: “They encourage me to be 
independent, do things for myself.”

temporary support accommodation - We 
have 25 properties for single homeless people 
and homeless couples over the age of 16.  We 
have four in Castle douglas; six in Annan and 
15 in dumfries.  Staff are available six days 
a week to give support to residents to help 
improve their skills to manage a tenancy 
independently.

one of the users of the service said: “I’m proud 
of all the support I’m getting from my worker 
and he’s proper there for the help I need. 
Thank you.”

Floating Housing support - We have three 
support workers who provide housing support 
to people across the region.  The support helps 
people sustain their tenancies and prevents 
homelessness.

one tenant receiving floating housing support 
said: “Brilliant service and very user friendly.”

We get regular feedback from our service 
users and encourage them to be open in 
sharing their views.  Jeanette Barnes is the 
registered manager for the support services 
and she is happy to talk on the phone, or to 
visit people if they would prefer.  Anyone who 
wants to speak directly to Jeanette should 
contact dGHp’s Customer Service Centre on 
Freephone 0800 011 447.   

The feedback we get is normally very positive 
but if we do receive any negative feedback, 
this is always followed up by a senior 
member of the support team and we make 
improvements and changes whenever we can.  

We always strive to give the best service 
possible, but we know that some people 
might not always be happy with the service 
and we have a Complaints policy.  To make a 
complaint people can either phone or write 
in to the dGHp Customer Service Centre and 
this will be directed to the Support manager to 
investigate and make contact.  people can also 
complain to the Care Inspectorate if they are 

still not happy after the complaint has been 
investigated by dGHp.

advocacy services: - Some people might 
want to use an independent advocacy service 
to help express their views or to help them 
make a complaint. You can contact them on 
01387 247237 

Contacts

DGHP Customer service Centre: Freephone 
0800 011 3447 from a landline or 0345 606 
3447 from a mobile phone or visit us at  
www.dghp.org.uk  

write to: dGHp Grierson House, The Crichton, 
Bankend road, dumfries, dG1 4ZS.

Care inspectorate: Solway House, dumfries 
enterprise park, Tinwald downs road, dumfries, 
dG1 3SJ. Tel: 01387 734980

lendinG a supportinG Hand to dGHp tenants  

Jeanette Barnes, Supporting people manager, is always 
happy to hear feedback from service users  

Some of the plumbing students who recently worked with Saltire
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dmc tour – maryHill HousinG association dmc – become a
member

members of dGHp’s four district management 
Committees (dmCs) took their annual 
educational tour recently and visited maryhill 
Housing Association (HA) in Glasgow. 

The trip to Glasgow included a tour of some 
of the different developments and properties 
in maryhill HA’s stock. The purpose of the tour 
was to learn about the way a small housing 
association works with a very small area to 
cover geographically.

The 15 members who attended the away day 
visited Glenavon Community Flats and spoke 
with tenants there about the work they have 
done. They also visited new-build developments 

with homes for social rent, allotments and 
nearby growing space which is being developed 
into a source for food for the whole community. 

The tour also included a visit to a large scale 
regeneration project at the maryhill Locks, 
conversion of a former primary school to 
provide more high quality homes for local 
people and a further community garden.

John mcCraw, Chair of the nithsdale dmC, said: 
“We heard some excellent things from maryhill 
Housing Association and it was worthwhile 
visiting some of their projects, but also hearing 
about the difficulties, and successes, that they 
have that we can learn from.”

Joining one of dGHp’s district 
management Committees is one of the 
best ways to support the work we do for 
all of our 10,300 tenants.

not only are you part of team who are 
representing tenants at a local level, 
you’re also part of team who feed in 
scrutiny and service improvements 
directly to the Board of management.

meetings are held every quarter in each 
of our districts, Annandale and eskdale, 
nithsdale, Stewartry and Wigtown, giving 
you a chance to meet up with fellow 
tenants and look at the services you 
receive every day.

The dmCs also enjoy time outside of 
dGHp including trips away, conferences 
and events where they engage with 
underrepresented groups in the 
community.

We’re looking for new members for our 
committees across the region – if you 
are interested in finding out more, please 
call Linda nelson, Governance officer, on 
01387 242505.

The first district management Committee 
diversity day of 2015/2016 has taken place 
recently.

The Annandale and eskdale Committee spent 
time with the dumfries and Galloway Hard 
of Hearing Group at their drop-in session in 
moffat.

The free sessions are run by trained nHS 
volunteers who help and support anyone with 

hearing aid issues. The volunteers can assist 
with minor jobs like cleaning and battery 
replacements, to more complicated work 
including minor repairs.

robert Carnochan, of the Annandale 
committee said: “nine people used the service 
in the time we were there and we’ve seen it 
really is for everyone, not just the elderly. 

“It’s such a valuable resource for the smaller 

towns and saves people trailing to dumfries.”

The moffat session takes place between 10am 
and 12 noon on the second Tuesday of every 
month at moffat Town Hall. Anyone who has a 
problem with their hearing aid is welcome to 
come along.

more information about sessions across the 
rest of the region is available at: 
www.dghp.org.uk

would you like to be a member 
of DGHP’s DmC and take part in 
activities such as these? 

if so contact us today on 

0800 011 3447

DmC news
annandale and eskdale dmc diversity day
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stampinG out antisocial beHaviour – spotliGHt on druGs

regular readers of open door will know how 
seriously dGHp takes antisocial behaviour 
(ASB). 

our regular features on ASB have shown our 
commitment to our tenants through our 
efforts to reduce these incidents.

For this edition, we turn our attention to the 
issue of drugs and drug dealing that takes 
place in our tenancies.

Like other forms of ASB, we take a “no-
nonsense” approach to drug dealing as this is a 
very serious matter – and one which can have 
a devastating effect on our tenants’ lives.

We invest in extensive staff resources to tackle 
this issue as quickly as possible.

When our tenants sign their dGHp tenancy 
agreement, they agree not to commit any 
illegal activities within the property. This 
means that no-one should be taking any illegal 
substances within the property – and should 
absolutely not be dealing drugs from it. This is 

a breach of your tenancy agreement. 
If we discover that any tenant has been 
involved in drug activities within the property, 
we will take robust action. 

Whilst, legally, it would not be reasonable to 
evict someone from their home for a one-off 
possession offence, any tenant found to be in 
this situation will receive a warning letter.

Any further offence, however, will result in an 
eviction action being raised against them. 

If the offence involves dealing drugs, or the 
cultivation of drugs with a view to supply, then 
we will take immediate action to raise court 
proceedings for eviction. 

However, we must wait until the person 
has been convicted before we can start the 
process. This can, unfortunately, be a lengthy 
process and take many months. 

remember, just because you know someone 
has been arrested, doesn’t necessarily mean 
that the person is guilty. We need to wait 

to find out the exact details of a conviction 
before we can act.
Christopher Watt, dGHp solicitor, said: “We are 
very fortunate to have an excellent working 
relationship with police Scotland and through 
partnership working we are notified as soon as 
a conviction is achieved.

“As soon as this comes through we begin 
the process of bringing eviction proceedings 
against the tenant. even if it is not the tenant 
that has been doing the illegal activity, 
but a member of their household, we will 
take action as the tenant is responsible for 
everyone within the property.”

The courts realise how important it is for 
landlords such as dGHp to take strong action 
in order to prevent drug activity from taking 
place within their properties and this was 
confirmed in a recent case.

Christopher added: “There was a recent 
case that involved a member of a tenants’ 
household being convicted of drug dealing 
activity from a dGHp property. In this case, 
the sheriff stated how important it was for 
eviction cases like these to be brought before 
the court for judicial consideration where 
drugs were involved.” 

If you suspect that one of your neighbours 
may be involved in drug dealing activities 
then you should telephone the police on 101. 
You can also report it to dGHp through our 
Customer Service Centre on Freephone 
0800 011 3447.  

contactinG dGHp
if you live out-with the areas where dgHP has open offices, remember you can 
contact our customer Service centre on freephone 0800 011 3447 with any queries 
you may have.

in particular, where some dgHP services have previously been facilitated by staff in 
council offices – such as in Sanquhar – this is no longer the case. 

if you live in this area, you should contact us on the number above and we will be 
more than happy to deal with your enquiry.
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new stair cleaninG contractor 

for dumfries tenants

nuns on tHe river run – 
all in tHe aid of cHarity

A team of dGHp staff, friends and 
colleagues took part in the recent 
dumfries Lions Club raft race to raise 
money for a local cause. 

The team took part in the race to raise 
funds for their Charity Choir challenge 
which will be held later in the year. 
overall, the group are raising money for 
the dumfries and Galloway branch of 
Welfare rights.

The group, who had little experience of 
rafting, hope to raise around £500 as a 

result of their river rafting efforts and 
they were over the moon to go on and be 
crowned the first six female raft winners 
on the day. 

on the raft were rebecca Callander, 
rebecca renton, deborah Cross, neil 
patterson, Kirsten rowe and ruth 
moodycliffe. neil was, of course, an 
honorary ‘female’ for the day as he joined 
the group dressed in nun outfits.

A total of 18 rafts took part in the race 
and everyone had a great time. rebecca 
Callander said: “We had very little 
experience of rafting, with only one 
member having taken part before. The 
first time we even got in the raft was 
three days before the actual race.”

The team are now looking to their next 
fundraising challenge which will take the 
form of a quiz and then, of course, the 
actual choir event itself in late october. 
The group are keeping tight-lipped about 
what they are planning for the choir 
challenge – but the nun outfits are a bit 
of a clue.

Some of the Charity Choir taking part in the 
recent raft race to raise funds for Welfare rights

GoinG tHe extra mile

dGHp has introduced a new stair cleaning 
contract in some blocks of flats in dumfries with 
contractor Caledonian maintenance Services 
taking over the work. 

Tenants in 60 blocks in dumfries now have a 
new service in place for cleaning the common 
close areas on a weekly basis. 

Following normal procurement procedures, 
Glasgow-based Caledonian maintenance 
Services were awarded the contract. To allow 
tenants to meet the workmen and view the 
equipment used to clean the common areas, 
an event was held in June in two locations in 
dumfries. 

one lady who came along to the 
event, mrs pringle from Lochside, 
said she was delighted with the 
difference the new contractors 
had made. 

“When the common areas 
are cleaned weekly, what a 
difference it has made. You can 
really tell they have been cleaned 
and the place smells so much 
fresher. 

“They are doing a great job. I’ve 
only heard good things being 
said about the work,” added 
mrs pringle, who has lived in her 
property for 30 years.

You might not be aware of all the tasks involved in the 
job of your neighbourhood manager. 

The job is wide and varied, and includes tasks such as 
dealing with tenants in rent arrears, signing up new 
tenants, ensuring gardens remain tidy and dealing 
with neighbour nuisance.

But as well as the ‘day job’ they are often known to go 
that extra mile to make sure our tenants are happy in 
their homes. 

myra robertson, a neighbourhood manager from 
Stranraer, decided to take matters into her own hands 
recently when it came to clearing an area of ground 
behind some properties used by dGHp tenants, 
private owners and businesses.

myra spent her spare time clearing the area of weeds, 
litter, fly-tipping and generally encouraging others to 
‘play their part’ in improving the look of the area.

neighbourhood manager, myra, is pictured clearing an 
area to improve it for dGHp tenants

Good practice
Having considered examples of good practice 
elsewhere in other housing associations, we 
have introduced some new procedures. These 
will ensure that additional checks are carried 
out following roofing/chimney works where 
gas appliances are fitted. 

This means that if there is any risk of 
accidental damage to the flue pipes, this will 
be immediately identified and fixed.
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As summertime arrives, more and more 
fraudsters are taking their chances on 
doorsteps across dumfries and Galloway.

Whether you’re jetting off for a break in the 
sunshine, or enjoying a holiday at home, there 
are a few simple things you can do to keep 
yourself and your home safe.

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 
identifi cation. 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.

boGus callers and sneak-in tHefts

Are you a tenant of Dumfries and Galloway Housing Partnership (DGHP)? Would you like to help 
shape the future of your social landlord? Do you like making informed choices and decisions? Do 
you think you can help take DGHP - Scotland’s second largest housing association - forward?

DGHP TENANT BOARD  
MEMBER RECRUITMENT

If so, we are currently seeking applications to recruit DGHP tenants to our Board of Management. In 
the coming weeks we will be holding elections to fill tenant places on DGHP’s Board. We welcome  
applications from men and women who are DGHP tenants, and are over the age of 16.  

Mid and Upper Annandale• 
Wigtown West• 
Mid Galloway• 

Freephone 0800 011 3447

We encourage applicants from all social backgrounds and ensure that we do not discriminate on 
grounds of age, belief, disability, gender, marital status, sexual orientation or race. You do not need to 
have any qualifications, just relevant experience as a DGHP tenant. All positions are voluntary, but we 
do pay expenses and reasonable allowances, for example, for childcare and mileage.

customerservice@dghp.org.uk

Are you a tenant of Dumfries and Galloway Housing Partnership (DGHP)? Would you like to help 
shape the future of your social landlord? Do you like making informed choices and decisions? Do 

MEMBER RECRUITMENT

If so, we are currently seeking applications to recruit DGHP tenants to our Board of Management. In 

grounds of age, belief, disability, gender, marital status, sexual orientation or race. You do not need to 
have any qualifications, just relevant experience as a DGHP tenant. All positions are voluntary, but we 

For an informal discussion, please contact Linda Nelson, Governance Officer, or Brian Scott, Corporate  
Services Manager, on Freephone 0800 011 3447.  The closing date for notifications of interest is  
Friday 31 July 2015.

“As a tenant of DGHP, I find it very 
interesting being on the Board. I have 
learned a lot about the organisation, 

and through the information and  
support I receive I am able to make 

decisions about the future.

“Your experience as a tenant of DGHP 
is all that is required to be on the 

board, as full training and support is 
given. I find it very rewarding and it 

allows tenants to have a real say.”

Bill Robertson, a tenant Board  
member with DGHP for two years

We will be recruiting for tenant members in: 

If you are a DGHP tenant living in ones of these areas 
and you are interested in standing for election to our 
Board to represent your area, let us know today

did you know that you can access dGHp’s 
services quicker and easier than ever before?

By signing up to dGHp’s self-service portal, 
you can do just that. 

You can check your rent statement, make 
payments online and report repairs to your 
home – all quickly and conveniently - all from 
a pC, laptop, tablet or even a mobile phone!

To encourage more tenants to use it we will be 
picking a lucky winner every quarter – so sign 
up today.

our lucky winner this time round is miss 
Lindsay Sprott, of murrayfi eld Avenue, 
Stranraer and some vouchers will be making 
their way to her very soon. 

Why not try it yourself – you can sign up 
today at www.dghp.org.uk/my-account and 
have control of your own tenancy at your 
fi ngertips. 

If you need any help signing up or would like 
any more information, let us know. You can 
contact dGHp’s Customer Service Centre on 
0800 011 3447

Have you used our self-service portal?
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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 august 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 august 21st to be in 
with the chance to win a voucher 
worth up to £40. First prize will 
win £40, second prize will win £25 
and third prize will win £10.

competition - win some voucHers

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

QUESTIONS -

➊ What is the name of the person carrying out the role of Customer 
resolutions Coordinator for repairs?  

➋ Tell us one of the new projects in the pipeline for dGHp

➌ Tell us one tip in relation to energy efficiency

➍ on what date is this year’s Tenant Conference and AGm being held?

➎ dGHp’s dmC members went on an educational tour recently – 
where did they visit?

win!

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  
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The competition winners from the spring edition of open door have 
been announced. 

Sheila mcClelland, from Locharbriggs, picked up fi rst prize, winning 
£40 worth of shopping vouchers. Sheila said: “I’m delighted! I never 
win anything so I’m really glad I entered. It will go towards a little 
something special over the summer.”

Second prize went to emily Gray, from newton Stewart, and third 
went to Allan Cleary, from dumfries.

The correct answers from the spring competition were: 

1. universal Credit started on April 27.

2. our repairs and maintenance contractor is now known as 
morgan Sindall (or morgan Sindall property Services).

3. This year’s Tenant Conference and AGm will be held on Thursday 
September 24.

4. If you named any of the 38 towns and villages featured in the 
Federation’s region-wide tour, you would have been correct.

5. Any of the tips from using thermal or heavy curtains during 
winter to not putting hot food into the fridge or freezer would 
have been a right answer
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