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All tenants of dGhp should have now received information packs as 
part of the new “rent first” initiative.

dGhp wants to make everyone aware of the extensive help and support 
available when it comes to paying your rent. 

As your landlord, dGhp must ensure you understand it is your 
responsibility to make sure your rent is paid - either through physically 

making the payment or by making sure any housing benefit application 
is valid.

If some tenants don’t pay their rent, everyone suffers as money won’t 
be available to provide and expand the services everyone has come to 
expect.

david mcmillan, Chairman of dGhp, said: “dGhp absolutely appreciates, 
and recognises, those who do pay their rent, however, we must respond 
to what our tenants tell us – and they want a tougher approach on 
those who don’t pay.”

that is why dGhp, along with the dumfries and Galloway federation 
of tenants and residents (the federation), have produced the packs to 
help everyone, if it is needed.

mary muir, Chair of the federation, said: “As a federation we have 
helped produce the packs with dGhp to make sure that they are easy 
to read and understand.  please keep them safe in case you need them 
in the future.”

If anyone would like to speak to dGhp about any matter in relation to 
their rent, or their new packs, they can contact us on freephone 0800 
011 3447 or via email at customerservice@dghp.org.uk 

tenant dorothy Grant, of dumfries, has picked 
up a national award at the tenant participation 
Advisory Service Scotland (tpAS) awards this 
month.

dGhp tenant dorothy won the “tenant of the 
Year outstanding contribution” award for her 
hard work and dedication to tenants across 
dumfries and Galloway. 

After collecting her award dorothy, who didn’t 
even know she had been nominated by dGhp 
until the night, said: “to be honest I can’t 
believe it. I have only just found out that I was 

nominated by dGhp and supported by my 
fellow colleagues on troqueer tArA and the 
local councillor.

“I can’t believe that everyone took the time to 
do this for me, it’s amazing. All of this effort by 
everyone means the world to me."

Announcing her award Sean Batty, of StV, said 
dorothy was chosen for “her commitment, 
passion, patience and perseverance. the 
award seeks to recognise a tenant who has 
given up their own time to improve their 
home community including landlord services, 
community facilities, relations and individual 
lives.”

dorothy was presented with her trophy and 
certificate by last year’s winner Anne Cameron.

her work with her local tenants and residents 
Association (tArA), in troqueer, is her priority 
and something she is incredibly passionate 
about. She has helped raise thousands for local 
charities and works alongside dGhp on many 
community events.

through her work on the umbrella branch of 
the tArAs, dorothy sits on the federation 
and manages and operates the federation 
Information Vehicle project. the ‘fed Bus’, as 
it’s known, travels the region every year to 
meet with tenants and residents in many of 
the villages and towns.

this year the vehicle visited 39 locations, 
covering 1199 miles. enquiries ranged from 
repairs and applications for housing to grass 
cutting and local authority issues. dorothy 
is also a member on dGhp’s tenant Scrutiny 
panel.

members of the Scrutiny panel were also 
nominated, and shortlisted, for another award 
at the event.

dorothy picks up top national tenant award

tenants help launch dGhp's "rent First" initiative 

members of d&G federation of tenants and 
residents with the new packs

dorothy, middle, receiving her award from last 
year’s winner Anne, left, and Sean Batty, of StV
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dGhp's report card shows 
perFormance FiGures
dGhp published its annual report Card 
performance information in September 
and your copy is enclosed with this 
newsletter.

every year we publish information on how 
we perform as an organisation, however 
with the introduction of the Scottish 
Social housing Charter we now have to 
report this information through our report 
Card.
 
the report Card has been brought to 
you by dGhp’s Board of management 
following consultation with tenant 
representatives from our district 
management Committees (dmC).

overall, as an organisation, we feel that 
dGhp is moving in the right direction 
in terms of performance. Significant 
improvements have been made, and we 
can see clear increases in performance on 
last year in many areas. 

however, as a Board, an organisation and 
as a service provider to our customers - 
our tenants - we believe there is always 
room for improvement and we want our 
tenants to be assured we are all working 
hard to make sure this happens. We want 

to be the best - and through working with 
our tenants - we believe we can achieve 
this.

*please note when reading the report 
Card – at number 13 “the percentage of 
properties at or above the appropriate 
nher or SAp ratings specified in element 
35 of the ShQS, as at 31 march each year” 
– there is an error. 

our performance in this KpI was 
understated in error and 97.1% was our 
actual correct result (and not 94.20% 
as printed). Also the Scottish national 
Average 2013/14 figure for the same one 
should read 93.4% (not 85.40%).

If there is no copy of the Report Card 
enclosed, or you’d like another copy, 
please contact us on:
Freephone 0800 011 3447 or 
email customerservice@dghp.org.uk 

david mcmillan, from Stranraer, has been re-
appointed as Chairman of dGhp. 

robert higgins, also from Stranraer, has been 
appointed as Vice Chairman. 

this is the fourth year david, an independent 
member of dGhp, will be Chairman. It is the second 
year robert, also an independent member, has been 
Vice-Chair. 

david said: “I am absolutely delighted to be 
reappointed as Chairman of dGhp. I have enjoyed 
the last year. however, everything that we achieve as 
an organisation is thanks to our tenants, the staff and 
the entire Board of management.

“I look forward to working alongside robert for 
another year and to see what the next 12 months 
brings and to making sure that we continue to 
improve and develop in 2015/16.”

robert said: “I am delighted to have been re-elected 
as Vice Chairman of dGhp. I’m looking forward to 
working with david on the continuous improvement 
of dGhp.”

the two were elected after a ballot by the full Board 
of management at a meeting in october.

david, who was born in drummore, spent 25 years 
with dumfries and Galloway Constabulary where he 
retired as detective Inspector. Since retiring he was 
involved in voluntary work with the Scottish health 
Council, as a Justice of the peace and for the last 
several years he has been Chairman of the Children’s 
panel. 

robert lives in Stranraer and spends his spare time 
at Wigtownshire County Golf Club. he also enjoys 
spending time with his grandchildren.

david mcmillan

robert higgins

2015/16 chairman and 
vice-chairman announced
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sayinG thank you

A former dGhp tenant made a lovely 
gesture to one of our neighbourhood 
managers recently. 

donna reid, from dumfries, sent a 
very special surprise to Susan Kennedy, 
a dGhp neighbourhood manager 
from our nithsdale team. 

Susan was over the moon when she 
received a lovely card and beautiful 
flowers from donna when she moved 
out of her property.

Susan said: “It was a lovely surprise 
to get the flowers from donna. She 
had been a tenant since 2004 and 
over the years we’ve built up a good 
relationship. this was a lovely gesture 
from donna, thank you.”

Susan Kennedy with her flowers and card 
from a former tenant in dumfries

FaceBook
dGhp has joined facebook!

for the last 11 years, we’ve kept you up-to-date with our open 
door newsletter and our website, but now we’re moving towards 
keeping you informed in a way that’s easy, efficient and most of all, 
fun!

our teams across dumfries and Galloway are using facebook to do 
even more for our tenants. We’re updating social media users with 
everything from our new build sites,  to live feeds from jobs with 
our repairs team morgan Sindall, and we’re telling you all about 
community projects we’re working on and much, much more!

Like our page, stay in touch and keep up to date with what we’re 
doing every day across the region. You’ll find us at www.facebook.
com/teamdghp 

chanGes to GaraGe policies
Changes to dGhp garage missives 
mean you now no longer need to 
use a dGhp garage for a car.

In fact, the garages can be used 
for long term storage, holding 
items you may usually store in a 
shed, or perhaps a safe place to 
keep belongings until the summer 
months.

With lock-up garages available 
right across the region, there are 
plenty of locations to choose from. 

the rent for dGhp tenants is just 
£7.18 per week and for anyone 

who isn’t a dGhp tenant, the 
weekly rent is £8.62 – just a 
fraction of the cost of storage 
provision.

for a full list of locations and 
details on applying, please visit 
www.dghp.org.uk/garages or call 
our team on 0800 011 3447.

following a recent inspection by the Care 
Inspectorate at dGhp, an excellent report has 
been published.

With only one day’s notice of an inspection 
taking place, the organisation’s housing support 
services were scrutinised in September this year. 

this inspection focused more on the temporary 
accommodation with support service (in Annan, 
dumfries and Castle douglas) as well as the 
young person’s project, in troqueer, dumfries.

Six quality statements were inspected this year 
and results are based on a 1 to 6 basis (poor to 
excellent). dGhp are delighted with the results 
of four being graded at level 6 (excellent) and 
two being graded at 5 (very good). 

Jeanette Barnes, dGhp’s Supporting people 
manager, said: “We are delighted with this as a 
result. We were inspected in 2013 and got good 
results but this year they are even better. to only 
have one minor recommendation with regards 
to our application form regarding professional 
body membership is excellent and we are all 
very pleased.

“It’s thanks to the hard work of the staff and the 

participation of the tenants using the service 
that we can achieve these results.”

the published report said: “Since the last 
inspection we found that the service provides 
very good support to the different sections of 
tenants using the service. 

“dGhp has continued its’ excellent practice 
of obtaining different ways of requesting and 
providing information to tenants. dGhp has 
continued to develop the housing support 
services provided across the region. It has also 
further revised the appraisal system.”

In conclusion they said: “We would wish dGhp 
to continue with the very good housing support 
service it has developed.”

through their inspection the Care Inspectorate, 
who regulate care services in Scotland,  look at 
various statements including: 

•	 Ensuring	service	users	and	carers	participate	
in – 

•	 Assessing	and	improving	the	quality	of	care	
and support – dGhp attained Grade 6 

•	 Assessing	and	improving	the	quality	of	
staffing – Grade 6 

•	 Assessing	and	improving	the	quality	of	
management and leadership – Grade 6

•	 Ensuring	we	involve	our	workforce	in	
determining the direction and future 
objectives of the service – Grade 6

•	 Ensuring	we	respond	to	service	users’	care	
and support needs using person-centred 
values – Grade 5

•	 Ensuring	that	everyone	working	in	the	service	
has an ethos of respect towards service users 
and each other – Grade 5

"excellent practice at dGhp" – 
care inspectorate report says
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nowadays, people are living 
longer and have more complex 
health and social care needs 
than ever before. the services 
that are provided in our region 
to support and care for people 
in their communities need to 
change to better serve those 
who use them. 

to do this health and social 
care services will become one 
organisation.

the public Bodies (Joint 
Working) (Scotland) Act 
2014 requires health boards 
and local authorities to 
work together to join up the 
planning and delivery of some 
future adult health and social 
care services.

In our region, making 
integration happen is the 
responsibility of the dumfries 
and Galloway Integration Joint 
Board. 

How will inTeGraTion 
affeCT me?

dumfries and Galloway is split 
into four localities: 
•	 Annandale	and	Eskdale
•	 Nithsdale
•	 Stewartry	
•	 Wigtownshire	

each locality has a draft 
plan which sets out how the 
integration of health and social 
care will be taken forward.

the integration of health 
and social care will focus 
on making sure people have 
choice and control, as well as 
being able to live safely and 
independently in their own 
homes for longer. 
Integrated services will make 
sure people get the right 
services at the right time.

wHaT will be DifferenT?

doctors, health workers, social 
care support workers and 
hospital staff across our region, 
along with other organisations, 
will work side by side to share 
information and create person-
centred care packages that suit 
the needs of individuals. 

the focus will be on working 
together to co-ordinate high 
quality care in a way that 
supports people to manage 
their health and well-being.

to find out more visit 
www.dg-change.org.uk 
or call 01387 246 246

health and social care inteGration consultation events 
annanDale anD eSkDale

17 november
1.30-3.30pm

public consultation richard Greenhow Centre, 
Gretna

24 november
9.30-11.30am

public consultation moffat town hall

26 november
1.30-3.30pm

public consultation British Legion Club, Langholm

4 december
9.30-11.30am

public consultation the Comrades Club, Lockerbie

niTHSDale

17 november 
1.30pm-3.30pm

public consultation north West resource Centre, 
Lincluden, dumfries

18 november 
4pm-7pm

public consultation tesco extra, Cuckoo Bridge 
retail park, dumfries

23 november 
9am-12noon

public consultation health Centre, thornhill

30 november - 
4 december

public consultation foyer, dumfries & Galloway 
royal Infirmary (dGrI)

STewarTry

17 november
9am-12noon

public consultation dalbeattie day Centre

17 november
2-5pm

public consultation YmCA, Gatehouse of fleet

19 november
2-5pm

public consultation new Galloway 
Lesser town hall

wiGTownSHire

17 november
1-4pm

public consultation mcmillan hall, 
newton Stewart

10 december please contact Stranraer Academy

our new-build programme has 
continued during the last 12 months, 
providing families across dumfries and 
Galloway with high quality affordable 
housing. 

developments have been completed in 
monreith, Kirkcudbright and newton 
Stewart.

Work is progressing to complete 
the regeneration projects in both 
north West dumfries and dickshill 
in Stranraer. Cruden, our contractor, 
is due to get started on construction 
to complete the remaining homes at 
both sites this month.

the next 12 months will see schemes 
finished in thornhill and various sites 
in dumfries, including the start of the 
first gold standard housing in Scotland 
at Queen Street in the town centre.

As well as building new homes for 
our tenants, dGhp has also been able 
to help families across dumfries and 
Galloway take the step into affordable 
home ownership thanks to the 
Scottish Government’s new Supply 
Shared equity Scheme.

Low cost home ownership has been 
available at developments in newton 
Stewart, Kirkcudbright and thornhill 
this year. dGhp will also introduce 34 
new homes for sale in dumfries over 
the next 12 months.

If you are interested in our new build 
projects or homes to buy, please visit 
www.dghp.org.uk/newbuild for more 
information.

new-Build proGramme continues

monreith
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"excellent service" From dGhp repairs team

numerous compliments have been received by dGhp in the last few 
months, in particular relation to repairs. 

firstly, Lochmaben tenant david Wilson, contacted us to thank the 
technical team and our repairs contractor in the east. 

david contacted dGhp to report an issue with ground near to dGhp 
houses in Blacklocks Vennel in Lochmaben and he said: “the area was 

unsightly and there were a lot of weeds and long grass. I wanted to say 
a big thank you for the speedy response and action.

“from me calling it in and the work being complete it was all cleared 
within two days, the grass has all been cut and the giant weeds have 
gone. What an improvement. thank you.”

In upper nithsdale at Sanquhar, mrs Sim, contacted us to say she was 
“absolutely delighted” with some recent work carried out by morgan 
Sindall and our technical team.

dGhp technical Inspector John hughes went to post inspect some 
work at the property and said: “mrs Sim had just had new handrails 
and bannisters fitted in her home and to say she was delighted was an 
understatement.”  

“She said Barry Johnstone, from morgan Sindall, and a young apprentice 
he had with him from Stranraer, couldn’t have done a better job.”

mrs Sim told us: “the quality of the workmanship and their polite and 
friendly manner was second to none. the job was done so quickly and 
everything was so clean. I have nothing but praise for Barry and his 
apprentice. It’s nice to see people taking such care in their work and 
looking after us. thank you.”

customer resolutions 
co-ordinator – an 
update

It’s been several months now since dGhp 
introduced measures to improve the repairs 
and maintenance service.

dGhp always wants to deliver the best 
possible service to tenants and time and time 
again you tell us that the repairs service is 
hugely important to you. 

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

As you will have read in an earlier edition 
of open door we have now introduced a 

dedicated Customer resolutions Co-ordinator 
to deal with any situations that arise.

Gemma Green has been in the role for some 
time now and tenants tell us they are already 
seeing a massive difference – in particular 
relation to communication.

Since the beginning of the role, a total of 189 
cases have been dealt with and completed. 

a breakdown of the content of those cases - 

Gemma said: “Some of the biggest problems 
that have been coming to me arise from 
communication – or lack of it. Around 45% of 
the calls that come to me relate to this. And a 
further 21% relate to quality of work. 

“We are aware of these issues and they are 
being looked at. We are working very closely 
with our contractors and the repairs team to 
reduce these.”

one such case that was resolved when 
Gemma got involved took place over in 
Lockerbie.

dGhp tenant Ashley Kennedy got in touch 
to say she was delighted with the work of 
Gemma, our technical Inspector Scott Warner, 
from Annan, and the contractors involved.

After a long process involving several other 
external agencies, Ashley was delighted with 
the communication and work carried out 
through contacting dGhp.

She said: “Scott was brilliant throughout the 
process, as was Gemma. they really went 
the extra mile to help us out and just having 
someone communicating with me regularly 
helped a lot.” 

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 

Relating to and issues 
lay with…

No. of cases

morgan Sindall property 
Services (mSpS)

93

Land engineering 8

Saltire 5

dGhp 58

nobody at fault 15

Both dGhp & mSpS 10

breakdown of cause:

Communication - various 86

Quality of work 40

nobody at fault 15

Sub-contractors 16

diagnosis 10

materials 7

other (void, wrong priority, 
scheduling, investment)

9

escalated to a 
formal complaint

6

Barry Johnstone, pictured left, received a compliment following 
some work he carried out in Sanquhar.
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dGhp’s investment teams, who are involved in 
three key projects, remain on target to start in 
April next year. 

the three key projects are - 
•	 An	energy	efficiency	and	heating	

programme 
•	 A	door	entry	and	secure	doors	programme	

and 
•	 Legacy	and	adaptations	work

enerGy effiCienCy anD HeaTinG 
ProGramme 

this will provide new heating energy measures 
(including loft cavity wall insulation and 
advice) to just under 3,000 homes across the 
region, over a four year period. 

the programme will see the removal of all of 
our gas back boilers (those that are sited in 
the chimney in living rooms) and these will 
be replaced by “A” rated boilers which should 
result in our tenants benefitting from savings 
in their fuel bills. the programme also deals 
with those who, in the past, have refused 
electric heating and replacements e.g. voids. 

Door enTry anD SeCure DoorS 
ProGramme 

this will ensure that the vast majority of 
our common blocks pass this element of the 
Scottish housing Quality Standard. 

Approximately 114 blocks will have new, or 
replacement, systems installed over a one year 
period. the vast majority of these will be in 
dumfries, with other larger towns also seeing 
replacements. 

leGaCy anD aDaPTaTion ProGramme 

this four-year contract covers two key areas. 
firstly, legacy covers tenants who have refused 
the offer of new kitchens or bathrooms. 
Secondly, our adaptation service covers ramps, 
wet floors, handrails, widened doorways etc. 

the plan is to have one contractor covering 
the region which should improve the time we 
currently take to make these improvements. 

All tenants and owners who will have work 
undertaken in year one of any of these 
programmes will have letters sent to them 
early in the new Year. If you have any 
questions please contact our Customer Service 
Centre on 0800 011 3447.

on tarGet For major improvements

dGhp’s heating contractor, 
Saltire, attended dGhp’s 
conference and offered a great 
prize to tenants - a Kindle fire.

to interact with the local 
tenants, and to help grow and 
continue their excellent working 
relationship, Saltire held a draw 
at the event and have picked the 
lucky winner of their top prize.

out of all the entries, Yolanda 
rossi of Langholm, was the lucky 
winner. 

miss rossi said: “I’m delighted 
to have won the prize, I really 
enjoyed the day at the conference 
and have always been happy with 
the service I have received from 
Saltire." 

Saltire enjoyed the opportunity 
to meet dGhp tenants and assist 
them with heating and energy 
advice as the winter starts to set 
in.
 

Is there an area of ground near 
your home which needs a new 
lease of life? 

do you love the idea of growing 
your own fruit and veg to use for 
fresh and filling meals or snacks?

If so, a group in dumfries is keen 
to help people just like you make 
these thoughts reality. 

Incredible edible is looking for 
anyone with a ‘can-do’ attitude, 
enthusiasm and willingness 
to get involved to reawaken 
connections with locally 
produced food.

Whether you’re keen to be 
part of a local growing project, 
developing an area of ground 
in your neighbourhood into 
something new or working to 
make a small space something 
really special for your 
community, Incredible edible is 
keen to help.

If there is an area in your 
community which you think 
could kick start a project near 
you, let us know. 

Write to us at dGhp, freepost 
nAt3109, dumfries, dG1 4Br.

saltire prize draw do you know an area oF 
Ground needinG a new lease 
oF liFe?

pictured are rebekah Jarvis and rena mcAleese, of Saltire, selecting the 
winner at random
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17-year old Gibb fraser, from Kelloholm, has 
just been crowned World Juvenile drum major 
Champion. 

Being a drum major requires a lot of practice 
and it’s not the kind of thing you can practice in 
the front room.

Gibb said: “I need a lot of space because of what 

I have to do – I have to throw the mace and it’s 
not ideal even in a back garden.”

having just gained national recognition, Gibb 
has been using an area of ground of dGhp’s to 
the rear of his property to allow him a bit more 
space.

Staff at dGhp have been very impressed with 
what Gibb, who is also the current Scottish 
Juvenile Champion, has achieved in the short 
time he’s been a drum major.

Gibb, who is an apprentice engineer with Brown 
Bros in Kellohom, is now urging other young 
people to take this up. he added: “I’m one of 
the only ones in this area and it would be good 
for more to get involved. I practice with my 
tutor Campbell Waddle every Sunday at 11am 
in the miner’s memorial Centre in Kirkconnel 
and if anyone is keen they should just come 
along and find out more.

“It’s not just about being a drum major, 
there’s a lot of social events which have been 
really good fun and I’ve had some amazing 

opportunities, including travelling to many 
places. I’ve been to Colorado and Switzerland. 
It also gives you some discipline and you get to 
meet lots of people.”

A drum major is the leader of a marching band, 
drum and bugle corps or a pipe band. the drum 
major is also responsible for calling the band to 
attention, beginning, and conducting the show. 
the drum major may use a whistle, vocal, or 
hand commands to do this. this practice goes 
back to the military origins of the marching or 
field band.

drumminG up success

A group of daring dGhp staff took to the skies recently to fundraise for 
two local good causes.

the team of 11 did tandem skydives from 11,000 or 15,000ft at Black 
Knights parachute centre near Blackpool – raising more than £2,000 in 
the process.

the group managed to rack up a staggering £2,148 to be split between 
the Children’s Ward at dumfries and Galloway royal Infirmary and 
macmillan Cancer Care.

myra robertson, a neighbourhood manager in Stranraer, organised the 
jump after a chat with colleagues with a similar passion for adrenaline 
fuelled challenges. 

She said: “other colleagues have completed big challenges for charity in 
the past – we had a think about something we could do this year which 
was a bit different and the idea of a team skydive was born!”

the group, made up of staff from our dumfries, Lockerbie and Stranraer 
offices, all fundraised personally with some raising as much as £500 
towards the total.

Kirstine Burns, Senior Charge nurse in the Children’s Ward, received the 
donation and said: “What a fantastic gift to our ward – contributions 
just like this one help make staying in hospital a far more positive 
experience.”

Angela mcCormack from macmillan Cancer Care said: “on behalf of 
macmillan, thank you so much to the staff at dGhp. donations like 
yours help us to continue to deliver services to people when they really 
need us.”

staFF skydivinG For charity

the team handing their cheque to Angela mcCormack (centre) from 
macmillan Cancer Care earlier this month

Kirstine Burns (centre) receiving the funds from our team at the Children's 
Ward dGrI

Gibb is pictured here after recently being crowned 
World Champion – we wish him every success in 
the future.

Gibb at an event
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learninG From where we Go wronG – service improvementLearning from where we go wrong – service improvement 
 
From June 19th to September 27th (quarter 2 of the year) there were 198 
closed complaints.  
 
Fifteen of those were brought forward from quarter one and 183 were new 
issues.   
 
At the time of preparing the information there were 10 open cases that were 
received during the quarter that are under investigation. 
 

 
 

Front Line 
Resolution 

Upheld (114) 

Front line 
Resolution Not 

Upheld (44) 

Investigation 
Upheld (14) 

Invetigation Not 
Upheld (26) 

Repairs and Maintenance 88 28 11 20 

Investment 11 2 3 0 

Housing Management 11 11 0 6 

Corporate 1 2 0 0 

Customer Service Centre 2 1 0 0 

Common Housing Register 1 0 0 0 
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During the quarter, the 198 complaints received were a decrease of 12%, 
based on the number received during quarter two in the previous year. 
 
From the 198 complaints that were closed, 158 were Frontline Resolutions 
(FLR) and 40 were investigations. 
 
The table below shows a comparison between quarter one and two for the 
2015/16 reporting period - 
 

 
 
Improvements identified 
 
As a result of the complaints received during the period, a number of service 
improvements have been identified and are being considered for 
implementation. The items listed below have already been implemented 
within the organisation -  

Quarter 1 - TOTAL 
199 

Quarter 2 - TOTAL 
198 

YTD - TOTAL  
(April 2015- 

September 2015) 

Common Housing Register 4 1 5 

Corporate 2 3 5 

Finance 2 0 2 

Customer Service Centre 7 3 10 

Investment and Development 9 16 25 

Housing Management 17 28 45 

Repairs and Maintenance 158 147 305 
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from June 19 to September 27 (quarter 2 of the year) there were 198 
closed complaints. 

fifteen of those were brought forward from quarter one and 183 were 
new issues.  

At the time of preparing the information there were 10 open cases that 
were received during the quarter that are under investigation.

during the quarter, the 198 complaints is a decrease of 12% based on the 
number received during quarter 2 last year.

from the 198 complaints that were closed, 158 were frontline 
resolutions (fLr) and 40 were investigations.

the table below shows a comparison between quarter one and two for 
the 2015/16 reporting period -

 ImProvemenTS iDenTifieD

As a result of the complaints received during the period, a number of 
service improvements have been identified and are being considered 
for implementation. the items listed below have already been 
implemented within the organisation - 

•	 New	guidance	has	been	introduced	to	staff	and	contractors	when	
dealing with lock changes in properties

•	 Further	training	and	guidance	has	been	delivered	to	all	staff	
who are responsible for completing tenancy references from 
homes4d&G, the region’s Common housing register

makinG a ComPlainT

dGhp always aims to provide the best service to our customers. 
however, we value complaints and use them to improve – as we know 
we don’t always get things right.

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

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

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

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

have you Got a recipe that you 
want to share?
we’re looking for some easy and budget friendly recipes to 
share with our tenants. and, in association with electrical 
manufacturer wahl, we’ve got some fantastic James martin 
kitchen appliances to give away in this edition for the best ones. 

If your recipe has what it takes to cook up a storm, let us know 
by friday december 18th - send us a copy along with your name, 
address and a contact telephone number to: 

dGhp, freepost nAt3109, dumfries, dG1 4Br

Recipes
competition
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Condensation can be a huge problem at this 
time of year in your home when warm moist 
air (like steam) comes into contact with either 
a cold surface or air. 

Condensation is due to the mis-management 
of moisture created within a property by its 
occupants and not through water ingress. We 
have a good example from one of our tenants 
in Collin, near dumfries.

nicola ritchie, aged 35, contacted us recently 
to inspect her property after she noticed some 
black mould appearing on her ceiling. 

“I was really worried as I’d previously had a leak 
in the property from the loft so I contacted 
dGhp straight away,” said nicola.

dGhp technical Inspector Garry Stevenson 
attended the property to check things out. 

“When I arrived at the property it was quite 
clear to see that this wasn’t a leak or a damp 
problem. the problem was being created 
within the property due to lack of ventilation 
and ultimately drying a lot of wet clothes on 
radiators.”

dGhp has a robust damp and condensation 
procedure in place to deal with issues similar 
to what nicola was experiencing and Garry was 
able to help out. 

nicola said: “during the visit Garry explained 
everything very clearly to me. he fully checked 
the property for areas of moisture and he was 
able to show me and help me understand what 
was happening. 

“my kitchen walls had condensation running 
down them but through the tests Garry carried 
out I could see it was me that was causing this 

through cooking and drying clothes. When I 
was shown how much more heat was able to 
get in to the room when there were no clothes 
covering the radiators I was amazed.

“It’s been a real eye-opener for me and I’ve 
realised what I need to do.”

Since the initial visit nicola says she has 
noticed a massive difference already. 

“through ventilating the property better, 
keeping the shower door shut when someone 
is showering and not drying clothes on the 
radiators it’s made a massive difference. the 
house has been warmer, I’ve not had the 
heating on as much and the air has felt clearer. 

“Also my daughter, who suffers from asthma, 
has been miles better. She isn’t coughing the 
same as before. I just didn’t realise before that 
I was able to control this better and when it 
comes down to our health I’m absolutely going 
to stick to the changes.”

nicola also says she has recently been keeping 
her heating on low all day at a constant 
temperature of around 19/20 degrees and she’s 
already seeing the benefits.

“It’s saving me a fortune,” said nicola who lives 
in a two-bedroom bungalow with gas heating. 
“Someone told me to do this and I didn’t 
believe them but decided to give it a try and 
it’s brilliant. I’m saving around £15 a week.”

dGhp will keep in touch with nicola and her 
two young children dylan and Lauren to make 
sure there are no more issues.

If you’d like to speak to dGhp about 
condensation issues in your property please 
contact us on 0800 011 3447.

preventinG condensation – "it's Been a real eye opener For me"

dGhp technical Inspector Garry Stevenson 
with tenant nicola ritchie handing over a new 
temperature and humidity reader

tIps
You can look after your property by 
simply remembering a few things to 
prevent condensation.

1. Keep your heating on low during the 
day – this allows your entire home to 
say at a constant temperature.

2. When it comes to your radiators, make 
sure there is a little room around them 
so that the air can circulate around 
the room.

3. When drying clothes inside, keep a 
nearby window open.

4. Don’t put damp clothes onto a warm 
radiator to dry.

5. If you have a bath, or a shower, keep 
the door closed and use an extractor 
fan if you have one.

6. When cooking, keep your kitchen 
door closed if possible. Also keep lids 
on pots to prevent any steam from 
escaping – use an extractor fan if you 
have one.

An extractor fan can help reduce moisture 
in the bathroom

If you have black mould it’s more than likely 
related to condensation



spotliGht on services provided By our antisocial Behaviour team

the focus of our antisocial behaviour (ASB) slot 
in this edition is on the services that our team at 
dGhp provide to our tenants.
 
As you will know – through receiving a “rent 
first” pack last month – rent is a priority at dGhp. 
Quite simply without the rent we can’t provide 
services to our 10,300 tenants.
 

All of the services our staff – and our ASB team 
– provide are only possible if all of our tenants 
continue to make rent their number one priority.

dGhp’s ASB team consists of six-specially 
trained officers, including an Antisocial 
Behaviour manager. they work in partnership 
with dGhp’s company solicitor and a seconded 
police officer, from police Scotland, to ensure 
that action is always taken against any 
perpetrators of ASB. 

having our own in-house team of specialist 
officers means dGhp tenants get a fast and 
responsive service to any complaints of ASB. 

When an incident is reported to dGhp, 
the victim is allocated a dedicated officer 
responsible for their case and will provide 
them with updates on the progress of their 
investigation and sign post additional support 
as required. this officer will be their point of 
contact at dGhp throughout the case. 

this, combined with our antisocial behaviour 
pack, aims to guide tenants through the process 
of reporting antisocial behaviour and the 
measures we can take to help you on ASB issues, 
so that everyone is fully aware of the help and 
support available. 

dGhp’s pack of information also explains some 
of the delays that can occur during the court 
process (if a case reaches the stage of us taking 
an ASBo against a perpetrator or if we look to 
evict someone for ASB).

As well as dealing with cases of ASB, dGhp’s 
team also deal with instances where our tenants 
have been found guilty of dealing drugs from 
their property - or for using the property for 
other illegal means. 

In cases such as these our staff are able to 
investigate the matter quickly and can then 
instruct legal action to remove the person from 
the property. dGhp will not tolerate tenants 
using their houses for illicit activities and will take 
robust action to have the tenant removed if they 
are found guilty. 

the services that the ASB team provide form an 
invaluable element of protection to our tenants 
but none of this would be possible without our 
tenants paying their rent. 

If you’d like to speak to anyone about any issues 
raised here – ASB, rent first or any other matter 
please call us on freephone 0800 011 3447 or 
email customerservice@dghp.org.uk 
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this month marks the beginning of the 
final phase of homes being built in dGhp’s 
regeneration project in dumfries and 
Stranraer. 

107 new homes are to be completed 
between the Lochside extension site in 
dumfries and dickshill in Stranraer to 
complete the original contract.

Cruden Building and renewables is the 
contractor for both sites and construction 
work is imminent. homes will be available 
for sale as well as mid-market and social 
rent. Construction is intended to be 
complete in the spring of 2017.

Keep a look out in open door for our 
progress.

Final phase oF reGeneration proGramme to BeGin

Since July this year we have engaged with a 
total of 742 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

July - In July we met with a total of 140 
tenants and residents through various 
events including school events, tenants and 
residents Association (tArA) meetings, 
diversity sessions with various groups, district 

management Committee meetings, planning 
meetings for the tenant Conference as well 
as having a presence at several local events to 
raise awareness and recruit for new members.

august - In August we met with 181 tenants 
and residents. events during this month 
included a meeting on dGhp’s report Card 
where tenants had first-hand input into the 
commentary and scoring in relation to the 
company’s performance over the last year. 

In addition, we attended several local tArA 
meetings and held sheltered housing events 
across the region for our residents. 

septembeR - In September we met with a 
total of 421 tenants, residents and housing 
applicants. during this month we held our 
tenant Conference which saw almost 300 

people attend, including exhibitors.

A total of 348 of those we engaged with 
were male, and 394 were female. With the 
schools being on holiday during this quarter 
we engaged with less under-25s than normal, 
a total of 41 and 247 were between 25 and 
60. due to the number of sheltered housing 
events we held this quarter, the over-60s made 
up 454 of those we engaged with and a total 
of 232 were disabled.

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

enGaGinG with our tenants 
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Be prepared 
For winter
With a particularly mild start to the winter 
season, it would be easy to be complacent 
about being prepared.

however, we all know that the weather in the 
uK is highly unpredictable and it always pays 
to be prepared.

here we offer you some advice to make sure 
you are prepared for all weather, in your home 
this year

extreme cold can damage homes and 
belongings but you can be one step ahead and 
help avoid the problems.

make suRe youR home Is Ready FoR wInteR:

•	 Know	where	your	stop	valve	is	and	how	to	
use it

•	 The	stop	valve	controls	the	water	supply	to	
your home. It is normally under the kitchen 
sink. turn it clockwise to turn off your water 

supply
•	 Keep	your	home	warm	on	a	low	and	

constant heat
•	 Check	dripping	taps	and	overflows	and	

report them before it’s too late
•	 Combat	dripping	taps	by	keeping	the	plug	

in the sink to prevent water freezing in the 
waste pipe

•	 Keep	our	Customer	Service	Centre	number	
handy – its 0800 011 3447 (freephone) 
or 0345 606 3447. use these numbers to 
report any repairs at any time of year.

pRoteCt youR home and youRselF by 
keepIng the heat In:

•	 If	you	have	a	loft,	leave	the	door	open	
slightly to allow heat into your roof space

•	 Keep	your	curtains	closed	at	night	to	
prevent heat escaping

•	 Let	warm	air	circulate	throughout	your	
home 

•	 Make	sure	you	have	plenty	of	warm	clothes	
handy too

•	 Try	to	keep	your	heating	on	all	the	time,	
even at a low temperature

•	 Rooms	like	the	kitchen	and	the	bathroom,	
where pipes are, should be kept warmer. 

•	 Try	to	increase	the	temperature	by	keeping	
the doors closed in the rooms.

buRst pIpes

•	 You	need	to	turn	your	water	off	at	the	stop	
valve straight away

•	 Switch	off	your	electricity	supply	at	the	
mains too if there is any chance of water 
getting into electrical fittings 

FRozen pIpes

•	 Know	what	you	can	do	to	defrost	your	pipes	
if the worst does happen and they freeze

•	 Keep	a	hairdryer	handy	-	a	hairdryer	or	a	
small heater can be used to gently heat 
any frozen sections, but never turn on your 
boiler or apply a direct flame

•	 If	your	pipes	burst	as	a	result	of	the	heating,	
call the service centre on 0800 011 3447 
immediately and get assistance.

if you know of a neighbouring property that 
is empty this winter and the temperatures 
drop please let us know. it’s important as 
burst pipes in a neighbouring property can 
cause damage to your home as well.

dGhp, volunteers, dGhp’s repairs contractor 
morgan Sindall and a local councillor held a 
mock emergency flooding exercise recently in 
Kirkconnel.

dGhp has provided tenants in the St Conal’s 
Square area with new floodgates following 
unprecedented flooding in the village in 2013. 

the exercise followed many months of 
planning by the team and was aimed at 
making sure everyone knows what to do in the 
event the flooding happens again.

A group of local people have pulled together, 
along with Councillor John Syme and the 
support of dGhp representatives, to form a 
community resilience group. 

the emergency team planned and carried out 
the exercise, which took place in St Conal’s 
Square in the village, to make sure everyone is 

fully prepared in the 
event of any future 
flooding. 

Jayne moore, director 
of housing Services 
with dGhp, said: “Well 
done to everyone 
who has got behind 
this plan – the staff, 
contractors, local 
volunteers and 
Councillor Syme. 

“I am absolutely 
certain that the 

residents of St Conal’s Square will take great 
assurance from this exercise. While we hope 
we never again have to implement this for real, 
everyone can take piece of mind from knowing 
a plan is in place should it happen.”

Councillor Syme added: “residents will, 
understandably, be nervous when they see 
the water getting 
higher and a little 
bit frightened that 
it might all happen 
again. But dGhp has 
taken the lead and put 
measures in place to 
protect the properties 
and the tenants.

“this is all about 
teamwork and we need 
to work together to 

make this work. We are very grateful to dGhp 
for providing the new floodgates and for 
organising the emergency plan and putting it 
into practice.

“however, in the event of another flood, we 
need local people to help as well. We are in 
the heart of the community and could be 
first on scene to help. We are still looking for 
more volunteers to help out and if you are 
interested please let me know.”

John hughes, dGhp technical Inspector for the 
area, added: “It is important that everyone is 
familiar with the floodgates and how to install 
them in the event this happens again.

“the exercise allowed everyone the chance 
to install a floodgate themselves and we had 
a run-through of what order they should be 
fitted. everyone remembers the awful events 
of that festive period when the flooding hit 
and, while we never want it to happen again, 
we must be prepared.”

emerGency FloodinG exercise in kirkconnel

dGhp’s norman Burns; Councillor John Syme; local volunteer richard Lamb; 
mike roberts, morgan Sindall Area manager; david Branton, volunteer; Chris 
donald, morgan Sindall; dGhp technical Inspector John hughes and Jane 
mcGinley, dGhp neighbourhood manager during the emergency exercise

Kirkconnel during the flooding in 2013
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conFerence hailed a "massive success" By tenants

tenants from across dumfries and Galloway attended 
dGhp’s 11th tenant Conference recently. the theme this 
year was “empowering tenants for the future”.

Around 220 tenants attended the event along with 25 
housing applicants, who were invited for the first time. 

prizes, donated by many local organisations, included a 
hoover from Kevin farish, some shopping vouchers from 
tesco and Argos, a digital camera, toy boxes from the local 
charity headway, a tablet pC donated by British Gas and 
vouchers for the panto, donated by the easterbrook hall.

the tenant working group, along with dGhp staff, planned 
and organised the event – with the single aim of helping 
tenants with skills they could use at home, now and in the 
future. 

one member of the working group, dorothy Grant from 
dumfries, said: “It was very important to us that people 
weren’t coming to the event to be talked at – we wanted 
them to get involved and learn some real skills that they 
could use in their home and in every-day life.”

Workshops on the day included – A masterclass on heating 
and energy; ready, Steady, Cook – all from the cupboards; 
empowering you through colour and style; focusing on 
customer care and service excellence; Basic, basic It and a 
workshop focused on letting tenants try various activities 
first-hand such as knitting, crocheting, building bird boxes, 
basic first aid, gardening, short mat bowling and baking.

Local charity headway were there to help people build bird 
boxes. In addition, several dGhp tenants held workshops to 
share their skills with others. 

dGhp tenants, Jim and Carol thomson of moffat, held a 
gardening workshop and neill and Wilma mcLachlan, tenants 
from Lockerbie, were there along with Stella mcLachlan to 
show people how to knit and crochet. the 
family were also raising funds and awareness 
for meningitis research foundation. 

So far they have raised thousands for the 
charity and they continue to champion the 
cause and raise awareness whenever they 
can. neill said: “We raised almost £100 at 
the conference and we can’t thank people 
enough.”

feedback from the tenants who attended 
has been excellent. one tenant said: “I had a 
great day, it was very informative about how 
to save money. everyone was very friendly 
and the atmosphere was great.” Another said: 
“I learned how to build a bird box and use a 
defibrillator on the day.”

more than 30 exhibitors attended the event including the 
local credit union, representatives from dGhp’s contractors 
Land engineering, morgan Sindall and Saltire; Jobcentre plus; 
home energy Scotland; dumfries and Galloway federation of 
tenants’ and residents and also a number of dGhp staff.

mary muir, a member of the working group behind the event, 
said: “this has been a great event to put together. It’s always 
a challenge to come up with something new and different 
each time and we had some really interesting and innovative 
workshops on offer for everyone attending.”
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Be prepared this winter! 
Locate your stop vaLve today 

and help prevent an emergency in your home

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

very effective step to preventing catastrophic damage.

dGhp customer service centre
0800 011 3447 (freephone)

0345 606 3447 (charged at network rate)
email us: customerservice@dghp.org.uk

or visit our website: www.dghp.org.uk

Do you know where to find your 
stop vAlve in your home?

Locating your stop valve -

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

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

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

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

prevention - simple steps to take 

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

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

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

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

Burst pipes

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

water	AFTER	the	stop	valve	has	been	turned	off.	This	will	
minimise	damage

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

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

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

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

Frozen pipes

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

thawing out frozen pipes 

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

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

•	 never	apply	a	direct	flame
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sheltered housinG events 
Almost 90 sheltered housing residents got together in a series of events 
across the region recently.

events were held at the Arden house hotel in Kirkcudbright, the 
Craignelder hotel in Stranraer, the Solway Lodge hotel in Gretna and at 
dGhp’s sheltered housing scheme at Catherinefield Court in dumfries.

the events gave residents a chance to catch up in a larger group and 
enjoy a tea or coffee together. Staff from the food train joined the 
residents at the events and gave a talk about the services they provide.

following their helpful feedback, it’s clear the residents would like a 
single event for all sheltered residents from across the region next time.

Be prepared this winter! 
Locate your stop vaLve today 

and help prevent an emergency in your home

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

very effective step to preventing catastrophic damage.

Do you know where to find your 
stop vAlve in your home?

15

and the winners are...
2015 has again seen some high quality entries 
entered into dGhp’s garden competition. 

the top prize this year returns to last year’s 
winner Jim thomson, from moffat. 

Jim has been the winner of this trophy on 
several occasions and he retains the title of 
Best Garden for the second year in a row.

Second prize goes to Keith Kennedy (who 
was third last year), of dumfries. the judges 
really struggled to choose third and decided 
to award it to joint winners, mr d hughes, of 
Gatehouse of fleet, and Kathy robinson, of 
dumfries. 

Jim, who is pictured here with his trophy, 
is absolutely delighted to be chosen as the 
winner again this year by judges Incredible 
edible, a voluntary gardening group in the 
region.

he said: “You’ve got to enjoy the garden and 
avoid it becoming a chore."

the winning garden was recently hailed as 
‘one of the nicest ever seen’ at dGhp’s tenant 

Conference where Jim and his wife, Carol, ran 
a stand throughout the day helping others get 
started in gardening.

“We were very honoured to be asked to take 
part in the conference and to help others with 
advice on their gardens. I’m no expert, I just 
enjoy my garden and learned as I went along.” 

two representatives from Incredible edible, 
rosie and Jill, said of this year’s entries: “this 
wasn’t an easy job at all. they were all so 
different, but we were very impressed by 
the standard and the obvious hard work and 
enthusiasm that has been spent on them. 
I know, personally, I wouldn’t have wanted 
anyone taking photos of my garden this year 
as the weather has not been kind – so very 
well done to all the entrants.”

Speaking of the overall winning garden, they 
added: “the garden is clearly a very lovely 
well thought out mature garden, with lots of 
interest. It is extremely well maintained and 
loved – that is clear to see. It would be hard 
for most amateur gardeners to achieve the 
same standard, though it’s good to have some 
inspiration about what is possible.”

the winners will receive vouchers to spend 
on their beautiful gardens and Jim also keeps 
the main trophy for another year. first prize 
receives a £50 voucher; second receives £25 
and joint third picks up £10 each.

Jim thomson of moffat with his winner's trophy
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Priority Services for customers with special needs 
during power loss

Step 1: If you have a trip switch, check to see if it has operated. If it has, switch off all
your appliances and try to reset the trip switch. 

Step 2: If possible, check to see if your neighbours have lost supply. If they are also
without power please contact us, if not please go to Step 3. 

Step 3: If you have checked your trip switch and your wiring and appliances are not
faulty please contact us.

Don’t assume that we will know that your power has gone off. Please report your loss
of supply using the power loss & emergency numbers shown. You may wish to keep a
note of this number and keep it near to your telephone. If you have a mobile phone,
you may wish to save the number in your contacts now.

What happens when you call?
When you call we may require some information from you such as your name,
postcode, house number and telephone number . 

If we are aware of an interruption to supply and we have enough information for us to
deal with the situation, we may activate our voice messaging system giving information
about the interruption including the estimated time of restoration wherever possible.
This message will be targeted to a specific geographic area and contain  all the relevant
information we hold at the time you call.

General Enquiries

For more information see our website

www.spenergynetworks.co.uk 

If you have a power cut... 
we’re the people to contact 
to get the power back on
Central & Southern Scotland

Power loss & emergencies

What to do if your electricity supply goes off

Being on our register won't necessarily
mean we can restore your power more
quickly, however we will try to contact
you if we know of a problem in your
area.

We'll keep you informed with regular
updates and, if necessary, we can work
with external agencies who may be
able to assist.

If you meet the criteria we have
outlined for inclusion on our register
and would like to take advantage of
this service, please contact us on our
website
www.spenergynetworks.co.uk
or phone us on .

Looking after your health when
the power goes off
If electricity is crucial to your health (for
instance, if you use medical equipment at
home) ask to be included on our Priority
Services Register. 

Also ensure you have plans in place in
the event of a long power cut. 

Make sure any medical equipment has
battery back-up. 

If you are suffering from serious health
problems please call the NHS 24 Scotland

. In an emergency please contact your 
local hospital. 

Make sure you stay safe and comfortable,
during cold weather dress warmly using
several layers of clothing. 

If you have vulnerable or elderly
neighbours please try to ensure they are
safe, comfortable and, wherever possible,
have some food or a warm drink. 

Switch off and unplug any electrical
appliances that get hot such as electric
fires, heaters and cookers as you may
forget they are on when the power is
restored. 

Keep a battery power radio in your house,
as you may be able to receive updates on
the incident. 

Unplug sensitive equipment such as TVs,
videos, faxes and computers. 

Ensure you have a torch with charged
batteries. Leave it somewhere you can get
to easily. 

Avoid opening your fridge or freezer if you
can. 

Leaving a light switched on will tell you
when the power is restored. 

Many modern telephones won’t work in a
power cuts so please try to keep at least
one phone in your house that doesn’t run
off the mains supply, i.e. a traditional
analogue telephone or mobile.

Remember street lights may also be off so
take care if you have to go outside. 

If you have a mains operated stair lift,
check to see if there is a manual release
handle that can be used to return the stair
lift safely to ground level. Many stair lifts
have battery backup. If yours does not, it
may be possible to get one fitted.

We know how difficult it is for anybody
during a power loss, but in particular
we recognise how especially worrying
it must be if you rely on electricity for
medical equipment, or have other
special needs.

We keep a Priority Services Register
so that we can contact our most
vulnerable customers if they do
experience a power loss. You can be
included in our register if you are:

• Dependent on medical equipment

• Chronically sick

• Disabled 

Or have some other special needs you
would like us to consider 

A number of information leaflets including those dealing with energy supply  interruptions
and priority services are also available from local libraries and community centres. 

article supplied By sp enerGy networks
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dmC news
dmc diversity days
every year, each of our four district management Committees spend 
time with an under-represented group in their community for their 
annual diversity day.

the Annandale and eskdale Committee met a hard of hearing group in 
moffat back in June and were the first of the committees to enjoy time 
in the community.

over two days in october, the nithsdale group visited dGhp’s 
temporary supported accommodation (pictured right) where they met 
staff to learn about the project and the level of support provided to 
service users. 

the members were given access to a void property on the first visit and 
on the second visit, a service user volunteered to show the members his 
flat, sharing his story with the members.

the Stewartry dmC is scheduled to join a silver surfers taster event 
at daar Lodge sheltered housing complex in Kirkcudbright this month. 
the Wigtown committee is due to visit a parent and toddler group in 
newton Stewart in february next year.

traininG 
Attending training and developing your 
knowledge are crucial parts of being a dmC 
member. 

our dmC members recently shared training 
with the dumfries and Galloway federation of 

tenants and residents members to learn more 
about the services provided by Citizens Advice.
In october, two sessions were held for 
members – one in dumfries, the other 
in newton Stewart – with staff from the 
dumfries and Stranraer Citizens Advice offices.

A total of 24 members from both the district 
management Committees and the federation 

attended the training. the training was well 
received and the members felt they had 
learned something they could easily pass onto 
other people in their communities.

the final training session of the year takes 
place in february covering fire safety at home 
with the Scottish fire and rescue Service.

recruitment
In September this year, every single 
tenant member of dGhp was invited 
to express their interest in joining the 
district management Committee for 
their area. 

the response was excellent - and as a 
result of this invitation, there are 12 
new members ready to join our four 

committees next month.
Annandale and eskdale's committee has 
four new members; one new member 
will join the nithsdale group; the 
Stewartry dmC has two new people 
joining and the Wigtown committee has 
five new members joining.

membership will be complete and 
official following an induction day in 
dumfries this month.

do you want to join 
the stewartry dmc?
do you live in the Stewartry area? Would you like 
the opportunity to play an important part in the 
way services are delivered in your area? Get in 
touch. 

Anyone who is interested should call Linda nelson, 
Governance officer, on 01387 242505.

joB well done!
thanks to team 23 from the princes trust who 
gave up their time this month to give our fence 
a lick of paint before we get stuck into the next 
part of the garden project at oliphant Court in 
dumfries. 

Well done guys and thank you So much for your 
help!
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universal Credit went live on april 27 2015. universal Credit is 
currently a benefit for single people, with no children, who have 
recently lost their job or finished college.

As of September 3 this year 559 people have applied for universal 
Credit in dumfries and Galloway and approximately 83 of these cases 
are for dGhp tenants.

If you have applied for universal Credit it is important that you do the 
following-

1. make sure you tell the dWp that you have housing costs.  this is the 
amount of your full weekly rental charge.  

2. Contact us and let us know that you have claimed.  We will be able 
to give you some general advice.

3. make sure you advise the Council as you will need to apply for a 
Council tax reduction (previously known as Council tax Benefit).  
this will not be part of your claim for universal Credit.  You can 
apply for this online at www.dumgal.gov.uk/benefits.

4. report any change of circumstances to the dWp as soon as possible.  
You can do this by phoning 0345 600 0723.

waiTinG DayS

universal Credit legislation has been re-written and now anyone 
applying for universal Credit as of August 3 2015 may have to wait an 
additional seven days before a payment is made.  this is because the 
government introduced a seven ‘waiting days’ period.

there are, however, some exceptions so the seven-day waiting period 
will not apply in all instances.

the exceptions are -
•	 Entitled	to	IB-JSA,	IR-ESA,	Income	Support,	Housing	Benefit,	Tax	

Credits within past month;
•	 Entitled	to	CB-JSA	or	C-ESA	at	any	point	in	three	months	prior	to	

claim for uC;
•	 Entitled	to	IB-JSA,	IR-ESA	or	IS	at	any	point	in	the	three	months	

before the date of claim, and that benefit ended because they 
started work;

•	 A	single	claimant	who	had	previously	been	claiming	UC	as	a	couple;
•	 Terminally	ill;
•	 Recent	victim	of	domestic	violence;	
•	 Care	leavers;	

•	 16/17	year	olds	without	parental	support;	
•	 Been	a	'prisoner'	either	on	remand	or	sentenced	within	the	past	

month;  
•	 A	lone	parent	with	a	child	under	5;
•	 Working	and	earning	above	'earnings	threshold';
•	 A	carer	entitled	to	the	carer	element;
•	 In	the	limited	capability	for	work	related	activities	group;
•	 Pregnant	and	11	weeks	before	baby	due;
•	 A	foster	carer	of	a	child	under	16

Do you live in THe DG16 area?

If you live in the dG16 postcode area, you will not have been able to 
apply for universal Credit before.  however, as of September 21 2015 
you will be able to apply for universal Credit if you are a single person, 
have no children, are aged between 18 and 60 and a half and you have 
lost your job or finished college.

i GeT univerSal CreDiT PaiD DireCT To me buT i’m STruGGlinG 
To manaGe THe PaymenT.  wHaT Can i Do?

tell the Jobcentre. If you have rent arrears or other debts you may be 
considered for an Alternative payment Arrangement.  this would allow 
your rent element of universal Credit to go directly to your landlord for 
a period of time to help you adjust to your finances.

You may also wish to open a rent first account with Solway Credit 
union if you live in its catchment area.  this account allows you to have 
your universal Credit paid in to the account and they will ensure that 
the amount you receive for your rent is paid direct to dGhp.  You will 
be able to access the balance of this money using the visa debit card 
issued to you.

this account is of benefit to anyone in receipt of universal Credit and is 
ideal for you if -

•	 You	don’t	have	a	bank	account	or	are	looking	for	an	easy	alternative	
to pay your rent

•	 You	need	to	have	your	Universal	Credit	paid	into	an	account	and	
have easy access to the money

•	 You	want	to	be	able	to	manage	your	finances	and	budget	easily
•	 You	want	a	safe	and	convenient	way	to	spend	your	money	at	home	

or abroad
•	 You	have	a	poor	credit	history
•	 You	want	to	shop	on	the	high	street,	online	or	by	telephone	but	

don’t have a payment card 

there are many other advantages of the rent first account from Solway 
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Credit union.  to discuss all the benefits of Solway Credit union phone 
them today on 01387 267200.

You can also read more about the account and apply for the rent first 
account online by visiting www.solwaycreditunion.co.uk/rent-first-
account

DiSCreTionary HouSinG PaymenTS (DHPs)

the amount of money available to dumfries and Galloway Council for 
dhps is limited this year.

If you are in receipt of housing Benefit or universal Credit and are 
under occupying the property by 1 or more bedrooms then you will be 
awarded a dhp for this to the end of the financial year if you apply for 
it.

A dhp can also be considered if you are on housing Benefit or universal 
Credit but the amount you receive to help you pay your rent does not 
meet the full rental charge.  If you are struggling financially to pay 
your full rental charge then you should complete a dhp form.  You can 
do this online at www.dumgal.gov.uk/benefits or by contacting us for 
assistance.

Your application will then be assessed on your needs.  there is however 
no guarantee that you will be awarded any additional help and any help 
you are given may only be for a short period of time.

A number of tenants will have been awarded a dhp up to october 4 
2015 only.  You will need to reapply for a dhp should you wish this help 
to continue.  please ensure you give the council up to date details of 
your income and expenditure.  Again, there is no guarantee that you will 
be given any additional help and if you are it may be at a reduced rate 
and for a short period of time.

IF you aRe stRugglIng to pay youR Rent 
then please ContaCt us and speak to us.  
we aRe heRe to help.

on 12 october 2015, a new top-up scheme will be introduced to allow 
existing pensioners, and those who will reach State pension age before 
6 April 2016, to increase the amount of pension they get.

By making a lump sum Class 3A Voluntary national Insurance 
contribution, pension income can be boosted by up to £25 per week. 

the amount people will need to pay to receive the additional pension 
will depend on their age. for example, to get an extra £1 per week State 
pension for life, the lump sum payment for a 65-year-old would be 
£890, compared to £674 for someone who is 75.

A State pension top-up calculator is available on the gov.uk website to 
show the lump sum contribution needed to increase pension income by 
between £1 and £25 per week.

example - You are 68 years old in october 2015. You decide that you 
want to get an extra £5 per week (£260 a year) on top of your pension.
the cost of an extra £1 per week for a 68 year old is £827, so you 
multiply £827 by 5. You’ll make a lump sum payment of £4,135.

state retirement pension top-up scheme

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.

contractor survey winners
the luCky wInneRs FRom the last Few months aRe - 

morGan SinDall

June winner mr W Corrigan, 
 Belmont   
 Crescent, Stranraer
July winner miss S Brown, West  
 Street, Langholm
August winner miss S Anderson,   
 mulloch View, dalry
September winner mr phillips, Ashwood  
 drive, Stranraer

SalTire winnerS

June winner ms A mason, Kirtle  
 place, Gretna 
July winner mr hardie, dounan  
 road, Stranraer 
August winner miss S Johnstone, 
 Glen road, Leswalt,  
 Stranraer
September winner mrs J mcharg, 
 the park, Whithorn,  
 newton Stewart



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 
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DGHP’s accounts for 2014/15 show a company that is maturing 
into a strong and secure business that is well prepared to face the 
challenges that lie ahead.

As in 2013/14, dGhp has recorded a surplus, after interest, for the year; 
this is a result of a reduced level of investment expenditure required 
now that the ShQS has been achieved. We will continue to invest in 
the housing stock, to maintain homes at the ShQS standard and to 
meet new standards as they emerge. We are improving our detailed 
knowledge of the housing stock, and using that knowledge to develop 
accurate and realistic plans for future investment.

despite the pressures of welfare reform, dGhp has managed to control 
rent arrears and rent lost on empty properties at a very similar level 
to 2014. debts owed by factored owners are also lower than last year. 
expenditure on repairs was higher than in 2013/14, including the 
cyclical painting programme. other costs, including staff costs and 
overheads, show no significant increases from 2013/14.

dGhp completed 111 new homes in 2014/15 in dumfries, Stranraer, 
Kirkcudbright and dalry. We have funding commitments from the 
Scottish Government, dumfries and Galloway Council and our private 
lenders to allow us to complete another 177 homes for rent and 55 for 
sale by 2017. 

during 2014/15, dGhp sold 53 homes under the right to Buy scheme, 
with the profits passing back to dumfries and Galloway Council and the 
Scottish Government. We also sold six under the Scottish Government’s 
new Supply Shared equity Scheme, in Stranraer and dalry.

We continue to closely manage our loan agreements with dexia and 
thfC, to ensure we meet all their reporting requirements and to ensure 

our interest costs are well controlled. 

We will always control and manage the flow of cash through dGhp 
tightly. Cashflow was stable in 2014/15, with no new loans drawn and 
cash balances remained healthy despite the high level of spend on new 
and existing housing stock. dGhp will draw down new debt in 2015/16 
as the new build programme picks up pace.

the balance sheet shows a strong positon, showing dGhp has invested 
almost £250 million in the housing stock since transfer, supported 
by £66 million of Scottish Government and Council grants, and with 
private loans now totalling just under £143 million.

the business Plan shows dGhp’s debt rising to £160 million by 2018, 
and then being repaid to dexia and thfC in line with our obligations 
to them, while managing the risk of the implementation of universal 
Credit.  

See page 21 for more

annual accounts

sinGinG For charity
members of staff from 
dGhp, our repairs contractor, 
homes4d&G partners and 
family and friends took part 
in this year’s Choir for Charity 
event.

Some members of the choir 
took part in last year’s event 
and decided to return again 
this year – and they took the 
top prize on the first show 
night and second place on the 
second night.

the group were delighted to 
take the top spots during the 
event – but for everyone the 
main thing was raising money 
for the chosen charities. 

the homes4d&G choir have 
decided to raise money for 
the local branch of Welfare 
rights. Look out in a future 
open door for news of the 
cheque handover when they 
know the full amount raised.

the Charity Choir
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Income and expendIture account 
	 	
	 2014/15	 	 2013/14
	 £000	 	 £000

Income	 	 	
	 	 	
Rent	and	Service	Charges	 36,629	 	 35,440
Other	Income	 908	 	 467
Shared	Equity	Sales	 441	 	 1,062
	 	 	
	 37,978	 	 36,969
	 	 	
costs	 	 	
	 	 	
Investment	 753	 	 760
Responsive	Repairs	 6,935	 	 6,424
Cyclical	Repairs	 1,668	 	 1,848
Staff	and	Overheads	 11,499	 	 11,187
Depreciation	 5,716	 	 5,644
Other	Costs	 976	 	 321
Shared	Equity	Costs	 474	 	 1,062
	 	 	
	 28,021	 	 27,246
	 	 	
operatIng	surplus	 9,957	 	 9,723
	 	 	
Loss	on	RTB	sales	 (503)	 	 (454)
Interest	Receivable	 35	 	 56
Loan	Interest	Payable	 (6,912)	 	 (6,821)
Pension	Adjustment	 55	 	 (54)
	 	 	
surplus	for	the	Year	 2,632	 	 2,450
	 	 	
Change	in	Pension	Liability	 (1,721)	 	 (210)
	 	 	
retaIned	surplus	 911	 	 2,240

Balance Sheet   
	 2014/5	 	 2013/14
	 £000	 	 £000
Housing	Properties	at	Cost	 	 	
Cost		 246,943	 	 236,974
Depreciation	 (39,531)	 	 (34,182)
HAG	and	other	Grants	 (65,996)	 	 (60,647)
Other	Fixed	Assets	 664	 	 631
	 	 	
	 142,080	 	 142,776
	 	 	
Shared	Equity	Houses	for	Sale	 2,805	 	 1,504
Rent	Arrears	 1,140	 	 480
Other	Amounts	owed	to	DGHP		 2,190	 	 3,651
Cash		 5,372	 	 5,388
	 	 	
	 11,507	 	 11,023
	 	 	
Amounts	payable	by	DGHP	
within	one	year	 (8,096)	 	 (11,052)
	 	 	
Net	Current	Assets	/	(Liabilities)	 3,411	 	 (29)
	 	 	
Dexia	Loan	 (101,300)	 	 (101,300)
THFC	Loan	 (41,447)	 	 (41,499)
Pension	Liability	 (4,368)	 	 (2,481)
	 	 	
Total	Net	Liabilities	 (1,624)	 	 (2,533)
	 	 	 	
Retained	Deficit	 (1,624)	 	 (2,533)

caShflow   
	
	 2014/15	 	 2013/14
	 £000	 	 £000

cash	at	1	april	 5,388	 	 12,584
	 	 	
Income	 	 	
Rents	Received	 35,142	 	 34,898
RTB	Sales	income	 2,117	 	 1,229
Other	Income	 1,174	 	 1,757
Grants	 1,003	 	
Shared	Equity	Sales	 359	 	 1,216
	 	 	
operating	Income	 39,795	 	 39,100

expenditure	 	 	
Housing	Repairs	 8,861	 	 9,328
Housing	Investment	 3,192	 	 7,750
Staff	and	Overheads	 10,044	 	 10,031
RTB	Sales	-	DGC	share	 1,619	 	 878
Other		 77	 	
	 	 	
operating	expenditure	 23,793	 	 27,987
	 	 	
operating	cashflow	 16,002	 	 11,113
	 	 	 	
New	Build	Housing		 (13,353)	 	 (18,319)
Grants	 4,233	 	 6,942
	 	 	
development	cashflow	 (9,120)	 	 (11,377)
	 	 	
Interest	Paid	 (6,954)	 	 (6,936)
Interest	Received	 56	 	 4
Loan	Repaid	 	 	
	 	 	
financing	cashflow	 (6,898)	 	 (6,932)
	 	 	
net	cashflow	in	the	Year	 (16)	 	 (7,196)
	 	 	
cash	at	31	march	 5,372	 	 5,388
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every year, we look back over the last 12 months at dGhp and reflect 
on our achievements, look at our challenges and recognise areas for 
improvement.

I was pleased to be re-elected as Chairman of dGhp, Scotland’s second 
largest registered Social Landlord, and I would like to thank robert 
higgins who has served as Vice-Chairman over the year.

2014/15 has been another busy time for the organisation and I’d like 
to express personal thanks to each and every one of our Board of 
management members for their continued enthusiasm, support and 
hard work. I’d also like to give special mention to former Board member 
Scott Armstrong, who sadly passed away earlier this year. Scott gave so 
much of his time to the benefit of dGhp and its tenants - he was very 
dedicated.

I’d like to make a special mention to John potts, a former Chairman of 
dGhp, who passed away in January this year. everything John did during 
his time on dGhp’s Board and as Chairman was for the benefit and good 
of the tenants and, in doing so, he was a very much respected part of the 
organisation.

Also I’d like to thank the many committed tenant members who form 
our district management Committees (dmCs). they always play an 
integral role in the running of the organisation through monitoring the 
performance information in line with the Scottish Social housing Charter. 

In addition I would like to express my gratitude to those who sit on the 
various tenants and residents Associations (tArAs) across dumfries 
and Galloway and also on the federation. through their work, which sits 
independently of dGhp, they ensure the opinions and experiences of 
tenants in our communities are heard and fed-back to the organisation. 

dGhp as an organisation will continue to move forward in 2015/16 and 
rise to the challenges that may lie ahead.

david mcmillan

It’s that time of year 
again where we look back 
and reflect on the last 
12 months at dumfries 
and Galloway housing 
partnership (dGhp). 

our annual performance 
information, like last year, 
is presented in our report 
Card, which is enclosed with 
this newsletter. If you would 
like extra copies please 
contact us on freephone 
0800 011 3447 or email us 
at customerservice@dghp.
org.uk  

2014/15 has again been a busy, interesting and - at times - challenging 
year for dGhp, our tenants, our staff and contractors.

I’d like to say a big thank you to all of our dedicated and hard-working 
staff who make all the achievements possible. We are very fortunate to 
have a professional team of trained staff who are committed to dGhp 
and its’ tenants.

to date at dGhp our key achievements include -
•	 Investing	more	than	£150	million	in	our	tenants’	homes
•	 Building	around	600	new	homes	across	the	region	as	part	of	mixed	

tenure regeneration and development programmes
•	 Substantially	achieving	the	Scottish	Housing	Quality	Standard	(SHQS)	

on time
•	 Attracting	high	levels	of	investment	to	the	region,	benefiting	the	

economy as well as the tenants and local communities we serve
•	 Providing	housing	support	services	to	assist	our	more	vulnerable	

tenants
•	 Taking	a	sector-leading	approach	to	community	involvement	in	

dGhp’s activities 

In relation to our services to our tenants and customers our priorities 
going forward include -
 
•	 Continuing	to	support	our	tenants	and	protect	DGHP’s	future	income	

streams especially as universal Credit and Welfare reform measures 
continue to roll out at local level

•	 Beginning	a	new	programme	of	work	to	bring	long-term	changes	to	
our tenant communication and customer care

•	 Improving	access	to	our	housing	and	the	sustainability	of	new	
tenancies

•	 Identifying	strategic	options	for	DGHP’s	lower	demand	housing
•	 Improving	customer	satisfaction	with	the	repairs	service	and	re-let	

standards for empty houses, alongside a number of repairs’ pilot 
projects in rural areas

As we look to the future, beyond 2014/15, we must focus our resources 
where they are needed most. With Welfare reform continuing to be upon 
us locally we continue to keep that at the forefront for everyone. We will 
work closely with our tenants to advise and support them through our 
support services in every way possible through the difficult times.

Zoe forster

a look Back at the last 12 months with dGhp's chairman and chieF executive
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dGhp began an in-depth survey at the end 
of last year to look at all types of heating 
throughout the region to determine running 
costs over a full 12 month period.

the first part of the survey was to have 47 
properties surveyed to establish heating type 
and to take electric and gas meter readings. 

these properties were identified through 
volunteers responding to an article in open 
door. We also looked at any historic utility bills 
and we are also monitoring fuel consumption 
over a year-long period.

We had around 25 properties in the east of the 
region and 22 in the west allowing us to get 
good coverage across our homes in dumfries 
and Galloway.

to help further explore the survey results, 
we then added further properties when they 
became empty and ready for re-let. this 
allowed us to get quick, accurate details of 

running costs over a year-long period as well. 

the survey has been looking at the following 
types of heating - 

5 systems with storage heaters, 4 electric wet 
systems, 1 ground source heat pump, 2 oil 
systems, 18 air source heat pumps, 31 baxi 
bermuda, 55 combi boilers with some older 
types and some condensing boilers, 2 open 
coal fires.

As you can see from the table below all the 
different heating types vary greatly in terms of 
running costs. 

We will publish the full results at the end of 
the survey.

dGhp heatinG survey looks at Fuel poverty 

what Is Fuel 
poveRty?

what Is Fuel poveRty?

if someone needs to 
spend more than 10% 
of their household 
income on fuel to 
heat their home they 
are deemed to be 
living in fuel poverty. 

Three factors influence whether a household is in fuel poverty:
•	 Low	household	income	-	the	costs	of	heating	a	property	form	a	greater	proportion	of	

total income for those on low incomes
•	 Fuel	costs	-	higher	prices	reduce	the	affordability	of	fuel.	Prices	of	different	types	of	

fuels can vary considerably, as can the availability of different fuels in different areas, 
and of different types of heating systems. This affects the ability of tenants/consumers 
to exercise choice

•	 Energy	Efficiency	-	the	energy	efficiency	of	the	building	and	the	efficiency	of	the	
heating source determine the amount of energy needed to heat the home

makIng the most oF youR heatIng

• THINK 18 – this is the magic number. 
With the thermostat at 18C most 
people should be warm enough in jeans 
and a jumper. If that feels too cold, 
try bringing it down in stages, starting 
at a comfortable temperature and 
going down by one degree each week 
to give yourself time to adjust. *The 
temperature should not be lower than 
16C for elderly people and those with 
impaired mobility

• Turning your thermostat down by 1 
degree cuts your fuel consumption by 
up to 10%, so even a small change here 
can bring serious savings

• Its all about timing - if your boiler has 
a timer function, it’s worth taking a 
minute to get the hang of it. With clever 
use of the timer, you can always wake 
up and come home to a warm house 
without leaving the heating on 24/7

• Remember that your house will take a 
while to heat up after you turn it on, 
and cool down after you turn it off, so 

try setting the timer so the heating 
kicks in 20 minutes before you wake 
up and switches off 15 minutes before 
you leave home. In the evening, set 
it to come on 20 minutes before you 
get home from work, and turn off 20 
minutes after you go to bed

• Not sure how to set your timer, you 
should contact DGHP on 0800 011 3447

• Turn down the thermostatic radiator 
valves - the radiators in the rooms that 
are not used also lower temperatures 
in hallways, corridors and bedrooms. 
Bedrooms can have radiators turned 
up higher just before bedtime but 
remember to turn stat valves back 
down

• Close the doors in the living room in the 
evening to allow a higher temperature 
to build up

• Keep radiators  clear - Have you 
ever felt the back of a sofa that’s up 
against a radiator? Warm, isn’t it? But 

by moving the sofa away, even a few 
inches, hot air can circulate more freely. 
That’ll save damage to your furniture, 
and warm up the whole room. The same 
goes with curtains, and the towel that’s 
been hanging on the radiator for weeks 
- PUT IT AWAY!  

• Don’t close long curtains that will cover 
the radiator, use blinds or have curtains 
at a length that stops at the top of the 
radiator

• Don’t put your wet laundry on the 
radiators.  Radiators must be used to 
heat the house not dry clothes on

• Hunt down hidden draughts - check 
to see if you can see daylight! You will 
find big gaps where pipes or cables go 
through the wall. Check behind washing 
machines, kitchen cupboards and 
around sinks and toilets
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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 december 18th.  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 december 18th 
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	 dGhp has just launched a new rent initiative – tell us why

➋	 how many tenants attended dGhp’s tenant Conference this year?

➌	 dGhp has just started having a presence on social media – can you 
tell us what?

➍	 We’ve made a change to our garages policy – can you tell us the 
change?

➎	 Who is dGhp’s Vice Chairman?

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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our open door Autumn 2015 winners have 
been announced.  George richardson, from 
Annan, picked up the top prize, winning £40 
of shopping vouchers.

George said: “this is a great prize! thank 
you dGhp, I look forward to spending the 
vouchers!”

Second prize went to may Slavin from 
Stranraer, bagging £25 worth of vouchers 
and douglas hamilton from Kelloholm was 
our final winner, picking up the £10 third 
prize. 

the correct answers from the summer competition were as follows:

1. the Customer resolutions Co-ordinator is Gemma Green.
2. You could have answered our upcoming project of new homes 

in Lochmaben or the Gold Standard housing project in Queen 
Street, dumfries – either of these would have been a correct 
answer.

3. there are lots of correct answers for this one – our favourites 
were using low energy Led light bulbs and making the most of 
washing machine settings for smaller loads to save energy.

4. the date of dGhp’s tenant conference in 2015 was thursday 24 
September 2015.

5. the dmC members visited maryhill housing Association

rent First competition winner
Congratulations to Lauren Crosbie from Glenluce who was selected 
as the winner of the rent first survey prize draw. £50 of shopping 
vouchers are on their way to you!

competition winners

if you Prefer To ConTaCT uS via 
email you Can Do So aT

customerservice@dghp.org.uk

George richardson 
was the lucky winner 
of the vouchers in the 
summer edition


