
www.dghp.org.uk
FREEPHONE 0800 011 3447

0345 606 3447

OPEN DOOR
The newsletter for tenants and customers of DGHP

SPRING 2019

Looking after the future of your home is important to DGHP 
and over the next few months we, through contractors 
Savills UK, will be carrying out a Stock Condition Survey on 
all of our properties.  

This is part of a multi-million pound programme to look 
at how we invest in your homes over the next 30 years – 
and we require your co-operation to let us in to carry out 
the surveys. 

This survey will take no more than 40 minutes and will 
allow us to plan investments for the next 30 years. 

It will give us an independent assessment of whether the 
properties meet the Scottish Housing Quality Standards 
(SHQS) as well as the Energy Efficiency Standards for Social 
Housing (EESSH) – and let us identify what work is required 
if it doesn’t. 

This information is vital to ensure we can carry out work 
required to meet new standards set by the Scottish 
Government, improve the energy efficiency of your home 
and reduce costs for heating it. We will also be carrying out 
surveys on garages and garage sites. Staff from Savills UK 
will carry photographic ID with them at all times – however, 
if you have any concerns please ask them to wait outside 
and call DGHP on 0800 011 3447 and we can verify that 
they’re an employee of Savills. 

The surveys will be carried out between April 22 and 
September 28. You should receive a letter and leaflet with 
more details in due course, ahead of any survey of your 
property. 

We will be starting the surveys in our communal blocks and 
you may see contractors working in these areas over the 
next few months.

STOCK CONDITION SURVEY 
BEGINS ON DGHP HOMES 

LUCKY 
2000 FOR 
DORIS
Find out more on page 12

SHAPING THE 
FUTURE OF DGHP 
DGHP is currently undergoing a full Strategic Review of our Purpose 
and Direction that will shape the future of your landlord, and the 
services delivered to you. 

A number of things are being looked at as part of this review, 
including opportunities to increase investment for improvements and 
enhancements to services that DGHP can deliver in the coming years 
as well as ‘how’ they are delivered. 

Over the coming weeks you will receive more information from DGHP 
on the Strategic Review and we will be carrying out full consultation 
with tenants and residents. We will keep you up-to-date through 
your newsletter and direct communications, where required, going 
forward.

The review has been undertaken by independent consultants, Indigo 
House, and will be complete by early May with a full report and 
recommendations being taken to the Board of Management.

Some initial consultation has already taken place with staff, tenants 
groups, suppliers, stakeholders and partners to ensure a detailed 
understanding of the issues and the potential ways forward for DGHP. 

More on this, and our recent Governance Review, on page 19.
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DGHP TENANTS WORKING 
WITH CONTRACTORS 
DGHP’s grounds maintenance contractor idVerde have 
started their programme for the year and have a number of 
new faces joining their teams across the region. 

In January, DGHP and idVerde held some job opportunity 
days with the aim of hiring locally for their operational 
teams. The events were held in Dumfries, Stranraer and 
Annan as well as Dumfries Job Centre Plus.

Those employed are responsible for grass cutting, pruning 
shrubs and garden beds, weed control and more over the 
summer months - right across the region. 

Following the four January events, more than 200 
applications were received by idVerde for the positions, 
which is an incredible amount. During the events DGHP’s 
Switch Team, which deals with benefits and Universal 
Credit, were on hand to answer questions. 

The recruits have joined their new teams for the upcoming 
season and have received their training and work-wear. 

They will be involved in carrying out 18 grass cuts through-
out the region. Out of 16 new recruits for the 2019 season, 11 
are DGHP tenants or have family within DGHP homes.

The new team members are looking forward to getting 
started on the season, saying that it was “good to be 
working” with several of them returning to work for idVerde 
for another season. 

As always, all teams will be doing their best to monitor 
grass cutting, summer pruning and weed levels in the 
shrub beds. 

However, if you do see a particular area which needs 
attention, please get in touch to let us know on Freephone 
0800 011 3447 or contact us via email at customerservice@
dghp.org.uk or through Twitter or Facebook. 

RECOGNITION AWARDS
Following the successful 
recruitment events in 
January, two of the local 
idVerde staff, Leigh Stewart 
(Contracts Administrator) 
and William Stewart 
(Contracts Supervisor) both 
won recognition awards 
(from idVerde) following 
feedback provided from 
recent inductions.

Pictured in Dumfries are, left to right – Stephen Brock (DGHP tenant), Shaun 
Clow (DGHP tenant), Stuart Saunderson (DGHP tenant), Thomas Pickthall 
(DHGP tenant), Alexander Meikle (DGHP tenant)

Pictured in Newton Stewart are, left to right - Dougie McLean (DGHP tenant); 
Stuart McMurray (DGHP Tenant); Andrew Lees (DGHP Tenant); Kane Hayes (DGHP 
Tenant); Malcolm Heron (Team Leader) and Marc Reid (Working Supervisor)

DGHP has again partnered with Dumfries and 
Galloway College to create a 12-week training 
opportunity to provide local people with skills in 
roofing, render, window and door fitting. 

It was very popular with 46 applications received 
for only 12 available positions on this course with 
recruitment carried out via social media and a series of 
employment roadshows in local areas (as mentioned 
elsewhere in this Open Door). 

The course commenced on Wednesday March 13 and 
will complete on Friday June 14. 

Trainees (pictured right) will spend three days per 
week in the college gaining valuable skills that can be 
used utilised out in the work place.

This course is 90% practical but trainees will also 
receive certificated qualifications in manual handling, 
first aid and health and safety at work. 

Alongside this course, trainees will receive the 
opportunity to go on work placement with two of 
DGHP's investment contractors - Anglian and SERS. 

They will provide the trainees with first-hand experience 
and insight into the working day of a contractor and also 
give them the chance to put the skills they have learned 
in college into practice on-site.

TRAINEES EMBARK ON DGHP COLLEGE COURSE
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It gives some good advice and reminders of what you 
can do to keep your home and community safe – keep it 
somewhere close by.

BRINGING A FRESH NEW LOOK 
TO ‘THE BARRACKS’
A group of community-minded people in Gretna have 
got together with the local Tenants and Residents 
Association (TARA), the local primary school and the 
Devil’s Porridge Museum to bring a fresh new look to an 
area affectionately named “The Barracks”.

The Barracks, as it is known locally, is a DGHP-owned block 
of flats with a fascinating history. 

It was built around 1915 as part of the development of the 
huge munitions factory in the area and, at that time, it was 
felt that the largely female workforce - of around 10,000 - 
needed some discipline. 

In order to enforce this discipline, a police force of around 
150 women was established. They had a number of 
roles including breaking up fights, controlling queues 
and searching for potentially dangerous contraband 
like hairpins. The Barracks was built to house the police 
women and also contained a cell block and a washhouse.

Plans are taking shape to improve the area around the 
listed building, including removing two trees at the front 
of the building.

The group of local people have a number of exciting ideas 
involving local school children and are hoping to progress 
the project very soon - more updates will follow in future 
editions of Open Door.

SAFER COMMUNITIES, 
SAFER SCOTLAND
Included with this edition of Open Door is a leaflet, written 
by Neighbourhood Watch Scotland in partnership with 
several agencies, including Police Scotland, Scottish Fire 
and Rescue Services SEPA, Citizens Advice Scotland and 
many more.

This leaflet is a very helpful, clear and straightforward and 
gives some useful information on staying safe. 

It includes information on the following topics – 

• Home and possessions
• Staying safe when out 

and about
• Scams
• Fire safety
• Safety at home
• Neighbourhood Watch

• Road safety
• Antisocial behaviour
• Preparing and coping 

with emergencies
• Victim support 

and much more

OUT ON THE ROAD 
WITH MORGAN SINDALL

In March, we joined 
forces with our repairs 
contractor Morgan 
Sindall and hosted a 
series of roadshow events 
supporting recruitment 
efforts - in advance of 
future investment works 
in DGHP homes (more 
on this elsewhere in this 
Open Door). 

The events – held in Stranraer, Dumfries and Annan and 
Castle Douglas from March 11th – 14th– were aimed at 
recruiting for electrical, managerial and administrative jobs 
across Dumfries and Galloway. 

Staff from DGHP and Morgan Sindall were on-hand 
for each event and spoke with those who came along 
interested in learning more about the opportunities. 

These events followed previous recruitment days for both 
DGHP jobs and seasonal positions with our grounds 
maintenance contractor idVerde. Following on from the 
success of these days, we are hoping to be able to host 
more events like these throughout the year – we will be sure 
to tell you about these in advance so keep an eye on our 
website, social media and here in your Open Door.

OPENING THE DOOR TO A NEW JOB
In February, we held a second series of job and training 
recruitment days in partnership with Dumfries and 
Galloway college. 

Following the success of the idVerde recruitment days in 
January, the four days in February were put together to 
support a training course which started in March and will 
provide skills in roofing, rendering and window/door fitting 
with placements across the region with DGHP contractors.

People travelled from all over Dumfries and Galloway to 
attend the events which took place in Stranraer, Dumfries, 
Annan and Kirkconnel – they were once again popular as 
many took advantage of the opportunity to learn more 
about the training and vacancies.

Staff from DGHP were on hand to answer questions and 
provide information on the positions as well as guidance on 
submitting applications as were our Welfare Benefits Team, 
who deal with issues 
around Universal Credit 
and welfare benefits, 
to answer questions in 
relation to applying for 
the positions.

Pictured at the Stranraer 
event are Katy McBride, 
DGHP’s Wider Action Officer, 
James Ritchie, who came 
along to find out more 
on the day and Steven 
Kennedy, DGHP’s Universal 
Credit and Welfare Benefits 
Advisor
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BAKING UP A NEW ‘LEASE’ ON LIFE
A property on the edge of Lockerbie 
has been given a new lease on life 
recently after inspiration struck 
local couple, Charly Fox and Mark 
Stewart. 

Located at the edge of a residential 
scheme, the shop has been 
transformed into the home of 
Broomhouses Store, offering daily 
essentials and services to their local 
community. The property is owned 
by Novantie.

We’ll let them share their story with you….

“Living on the edge of Lockerbie, we've often wished there was 
a shop nearby selling the essentials - tea, bread, milk. The sort 
of things you don't want to walk 20 minutes into town to get. 
When we first moved here, we saw the old Gala Park store 
and celebrated. Until we realised it was shut and had been for 
some time.

For months, we asked ourselves ‘Why doesn't someone open a 
shop there?’ until we decided, why don't we?”

Following the handover of keys to Charly and Mark in 
November 2018, they have been hard at work cleaning, 

painting, contacting suppliers, speaking to passers-by, 
and baking lots of test loaves and goodies … if all goes to 
plan, they hope to be opening its doors before the end 
of April.

Charly and Mark hope to be able to offer a local, 
community shop which offers daily essentials for the 
local community from freshly baked bread to takeaway 
coffees, Paypoint for gas and electricity meters and 
eventually lunch deals.

If you live in the Gala Park, Lockerbie area – or nearby – 
your suggestions and ideas are always welcome and will 
help make it a truly local shop. 

Pop in to the shop itself at 11A Gala Park or get in touch 
through with them via their website or social media 
where you will also find the latest updates and be able 
to follow progress and activities of the shop. 

To find the Broomhouses Store search 
@Broomhousesstore on Facebook or Instagram or 
visit www.broomhousesstore.com.

For more information on our commercial properties, visit 
www.dghp.org.uk/available-properties/commercial-
properties-to-let/.

TENANT FEDERATION NEWS 
Dumfries and Galloway Federation of Tenants’ and 
Residents’ Associations held their Annual General Meeting 
(AGM) at the end of March in Troqueer Community Centre.  

The three office bearers were all re-elected - Mary Muir, from 
Gretna, as Chairperson; Dorothy Grant, from Troqueer, as 
Secretary and Diane Currie, from Annan, as Treasurer. 

Mary Muir said: “We would really 
welcome other Tenants and 
Residents Associations (TARA), 
who are not members of the 
Federation, to come and join us 
and see what we do. 

“We can make you an Associated 
Member until you decide if it’s for 

you or not and anyone wishing to start their own TARA let us 
know – you can even come along to one of the Federation 
meetings.”

The Federation meet on the last Wednesday in every month 
at Troqueer Community Centre from 10am until around 
12noon - you’ll be made very welcome. You can find out 
more by visiting www.dgtenantsandresidents.co.uk/.

The Federation work hard to raise tenant awareness of the 
rights of tenants and tenant participation and are involved 
with consultations and having a say on DGHP policies and 
also approving all leaflets and brochures and newsletters 
before they go to print, making sure they are ‘tenant friendly’.

“We are here to support you and your community – just like 
we hope you’d support your local TARA and make a big 
difference to your community. Come along and have your 
say - because TARAs and Federation have a strong voice,” 
added Mary.

Pictured above are Dorothy Grant, Diane Currie and Mary Muir.

Other things covered as standard
• Lost or stolen keys 
• The contents of your freezer if it broke down 
• Accidental damage to TV’s and home entertainment equipment 
• The damage caused by a leaking washing machine or a burst pipe 
• The contents of sheds and garages are included 
• Students possessions living away from home 
• Tenants responsibility

Limits and exclusions apply. A full policy wording is available on request.

For more information contact us on 0345 450 7286
or visit www.thistletenants-scotland.co.uk
Thistle Tenant Risks a trading style of Thistle Insurance Services Limited. Thistle Insurance Services Limited is 
authorised and regulated by the Financial Conduct Authority FRN 310419. Lloyd’s Broker. Registered in England 
under No. 00338645. Registered office: Rossington’s Business Park, West Carr Road, Retford, Nottinghamshire, 
DN22 7SW.

When you move into your property, you should think 
about protecting your personal possessions and 
home contents.

These include your furniture, carpets, curtains, 
clothes, bedding, and electrical items. And don’t 
forget your jewellery, pictures and ornaments. 

What does the Thistle 
Tenant Risks home
        contents insurance
           cover?

Fire Damage

Storm and  
Flood Damage

Damage caused by 
Water or Oil Leaks 

Theft
3

3
3

3

T E N A N T  R I S K S
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RENT INCREASE UPDATE
After extensive consultation, DGHP rents have 
increased with effect from April 1, 2019.

Following postal and telephone consultation, in 
January and February, the increase for this year has 
been agreed by the Board as 4.15%. This is based on 
the Consumer Price Index figure of 2.4% plus 1.75% 
as previously agreed by tenants. The rent increase for 
new build tenants works out at approximately the 
same amount per week.

This year’s consultation, which was carried out in 
January, saw more than 1,400 people take part. A 
total of 1,000 independent telephone surveys were 
carried out on top of forms returned from our 
consultation newsletter. 

The survey found that this year 85% said they 
understood why DGHP was increasing rents and 
78.2% felt DGHP rents remain very or fairly good value.

All tenants were lettered late February/early March 
with full details of the rent increase. If you have 
any questions please contact us on Freephone 
0800 011 3447.

SHELTERED HOUSING 
DEVELOPMENTS WIN AWARDS
Two of DGHP’s Sheltered Housing developments have 
been voted among the best in the UK after a vote by 
residents and their families. Heatley Court, in Annan, and 
Park View, in Lockerbie, received awards from the Elderly 
Accommodation Counsel (EAC) after a vote by residents. 

The estates have been praised for helping older people with 
the recognition of a national award.

Jeanette Barnes, Head of Supporting People with DGHP, 
said: “We are delighted with the awards and I would like to 
thank all of our residents who voted to put Heatley Court 
and Park View up there with some of the best specialist 
housing for older people across the country.”

A group of residents from Park View proudly described the 
housing as quiet and peaceful with kind, considerate and 
polite neighbours. 

Resident Moira Snowden said: “It’s very peaceful, I feel very 
safe and my family are reassured that when they are not 
here, I will be safe with help close by if needed.”

Audrey Scott, from Heatley Court in Annan, said: “It’s much 
more convenient than where I used to live – it’s great. I really 
enjoy staying here and my family has been reassured with 
help nearby should I need it.”

A spokesperson from the EAC said: “DGHP has been the 
recipient of a silver and bronze award for the two schemes. 
Each year the EAC celebrate examples of older people’s 
housing and invite nominations – this year 48 developments 
(managed by 12 different providers) were nominated in 
Scotland. 

“Voting takes place by residents, visitors, on-site staff and 
the winners are then announced. Local housing providers 
were strongly supported by those who voted, and this is 
reflected in the award winners. Well done to DGHP.”

Right: Heatley Court, 
Annan – Audrey Scott; 
Sheila Campbell, DGHP 
Visiting Officer and 
May Thorburn

Below: Brian Leaver; 
Janice Richardson – 
DGHP Visiting Officer; 
Tony Jardine; Michael 
Matthias; Moira Snowden 
and Judith Graham

SUPPORTING LOCAL GROUPS
DGHP supports the efforts of several independent tenant 
groups across Dumfries and Galloway. Currently there are 
Tenants and Residents Associations (TARAs) all over the 
region.

The TARA groups are independent of DGHP, and we help 
support them through guidance and funding for the cost 
of running the group.

There are currently groups operating in Annan, Cresswell, 
Gretna, Kelloholm, Langholm, Locharbriggs, Lochmaben , 
Maxwelltown, Moffat, Stranraer and Troqueer. 

The groups usually meet monthly and advertise meetings 
locally, if you are interested in attending your local one, 
or fancy starting one up yourself please give us a call 
on 0800 011 3447 and ask for the Communities and 
Communications Team.
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DUMFRIES AND GALLOWAY 
CITIZENS ADVICE SERVICE 
LAUNCHES NEW SERVICE 
Dumfries and Galloway Citizens Advice Service 
(DAGCAS) has launched a new service for people 
in our region to help make their Universal Credit 
claim and get their first payment on time and 
in full. This is in addition to the other advice 
services they offer.

Universal Credit is a new benefit that combines 
six benefits into one, including Jobseekers 
Allowance and Working Tax Credits.

People who need help making a claim can 
access the service in person through your 
nearest DAGCAS bureau, on the phone on 
0800 023 2581 or online at www.cas.org.uk/
helptoclaim. Details of bureaux and outreach 
clinics at www.dagcas.org.

DAGCAS offers independent, impartial advice to 
people in Dumfries and Galloway and benefits 
is the top issue for which people come for help. 
They have already helped 1475 people with 
problems relating to Universal Credit since it was 
rolled out in Dumfries and Galloway.

Christine Sinclair, DAGCAS Operations Manager 
said: “Universal Credit is now rolled out across 
the country and we know people have been 
struggling with the system. We’re now offering a 
new Help to Claim service that will help people 
complete their application so they can get paid 
on time and in full. 

“Our advisers are here to offer impartial advice 
and support to anyone who may need help with 
the process.”

To access the Help to Claim service over the 
phone, call 0800 023 2581 or online through 
webchat, please visit: 
https://www.cas.org.uk/helptoclaim.

STORIES, CONVERSATION, 
MEMORIES AND SMILES
DGHP recently teamed up with Wigtown Book Festival 
Company and Open Book to provide story-telling 
sessions (pictured right) to some of the Sheltered Housing 
residents at Catherinefield Court, Dumfries and at Daar 
Lodge, Kirkcudbright.

Due to the success of the two-pilot sessions at the end of 
last year, funding was sourced from the Open Book and 
Wigtown Festival Company to enable author and storyteller 
Jean Edmiston, to deliver monthly sessions at each location 
up until the end of 2019.

The first of the funded sessions took place at Catherinefield 
Court in early April.

Jean brought along items from the past, such as a war 
time silk parachutes and she told the story of how in those 

days women 
would make 
their wedding 
dresses from 
the silk. She 
also brought 
old magazines 
and knitting 
patterns from 
the 1940s, handmade lace collars and stain glass buttons. 
The stories helped to stimulate memories and stories 
among the residents that attended. 

Jean also told the group stories and poetry from the past. 
The next session will be in May and residents have been 
asked to bring along something that means a lot to them 
and share their story with others. 

Jean said of the sessions: “It was a gentle, informal 
afternoon of stories, conversation, memories and smiles.”

INSPIRED
The building of the new 
North West Dumfries 
Community Campus in 
Dumfries certainly made 
headlines in both the local 
and national press recently 
– yet at the same time the 
project inspired a pair of 
gifted young women to 
collaborate on a book 
telling the story of the 
“Floatin schuil”.

Kat Edwards, who wrote the 
book, and Michaela White, 
who illustrated it, are both 
DGHP tenants living in the 
heart of Lochside where the 
inspiration for their book 
came from.

Kat was attending meetings locally about the planning of 
the new school and decided to put together an quirky tale 
incorporating local landmarks like the “twelve apostles”, the 
“cuckoo bridge” and the museum.

Kat said: “I was interested in the whole project and how things 
were working out. I thought I’d like to tell the story in a light-
hearted way, and to make the work even more distinctive it’s 
written in the Scots tongue!!”

After finishing the book, before the school opened, Kat 
decided it needed some illustrations to really make her 
characters come to life and she was lucky enough to meet 
local student, Michaela White, who agreed to add some 
drawings.

“When Kat asked me to illustrate the book I was delighted 
and it has helped me gain the confidence to finish my studies,” 
said Michaela. 

The book is now selling very well locally and the two local 
authors are now firm friends and working on another project. 
Watch this space…!

to write

Kat and Michaela are pictured here with 
their new book
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DGHP’S 
NEIGHBOURHOOD 
MANAGERS – 
SPECIAL FOCUS
NAME Jane Carson

JOB Neighbourhood Manager, 
Stewartry Area

What does your job involve?

Setting up applicants in new 
tenancies and managing 
them. Carrying out rent visits 
and checking that tenants are 
maintaining their gardens and all communal areas 
and processing follow up visits. I carry out visits to 
tenants who are giving up their homes so that they 
are aware of the standard we expect the property to 
be returned to us. I also assist tenants with benefit 
issues including completing forms, signposting to 
other agencies and our own Welfare Benefits team. 

How long have you worked with DGHP? 

Since DGHP formed in 2003, and previously with the 
council for 17 years before that.

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

Been in this role for 33 years (between the council 
and DGHP).

What’s your favourite part of the job?

Meeting people and making a difference to their 
lives.

What’s the most challenging part of the job?

Managing expectations in the current climate.

What does a typical day look like for you?

There is no typical day in this role - every day has 
different challenges and rewards. I spend a lot of 
time out in my area visiting tenants in their own 
homes helping with lots of issues including rent 
arrears, condition of property and helping with their 
benefit enquiries.

What three words would you use to describe your 
role? 

Diverse, challenging and rewarding.

Tell us about some recent feedback you received 
from a customer

I had been involved with a family who needed a lot 
of support due to issues in their household. I was 
attending case conferences and generally being 
on the end of the phone for them whenever they 
needed me. They have been very grateful for the help 
I have given and it’s good to know I’ve been able to 
help them.

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

I enjoy golfing in my spare time and spending time 
with my 5-year old nephew.

INTERESTED TENANTS LIST
As a result of DGHPs area tenant census carried out 
over the last year, over 400 tenants indicated they were 
interested in getting involved with DGHP.

DGHP’s Community Participation Officer is currently 
updating our interested tenants list.  A letter and form 
has gone out to all of those who said they were keen to 
be involved when they completed the tenant census. 
This will help us establish what subjects they would be 
interested in and are they are they still interested in future 
engagement with DGHP.

The replies that come back will be added to our database 
and will be used for future engagement. It is important 
this list is kept up to date to allow the Communities 
and Communications team to contact tenants that are 
interested in engaging with DGHP for future working 
groups on specific subject.

If you are interested in getting involved with DGHP on 
any subject e.g. rent, local neighbourhoods , investment 
on properties, repairs, service improvement or delivering 
digital services, please contact the customer Service 
Centre 0800 011 3447 and ask to be put through to a 
member of the Communities and Communications team.

CHANGES TO CHARGEABLE 
REPAIRS POLICY
Following work undertaken by DGHP’s Scrutiny Panel, 
made up of tenants, DGHP’s former ‘rechargeable 
repairs’ policy has been renamed ’chargeable’ repairs 
and a few amendments have been made. 

In the main, chargeable repairs are anything needing 
done to the property that is deliberate damage, and not 
wear and tear - for example, deliberate damage to doors, 
kitchen units, broken windows, lost keys (not for the first 
time) etc. 

When reporting damage, which is considered ‘chargeable’, 
tenants have various options, which include:

• Tenants can arrange to have the works carried out by 
their own workman, contractor – we’d still like you to 
inform us and we’d like to check the standard of work 
once complete; 

• You can provide the materials required and pay only 
the charge applied to DGHP by their contractor (in line 
with agreed schedule of rate codes) for the works to be 
carried out; or 

• DGHP’s contractor can attend, supply the materials 
and carry out all of the works, which would then be 
charged to you.

There are, at times, exemptions to this and we would 
consider these at the time when you report this to us.

If DGHP are required to apply a charge, either for full 
or partial works, this must be paid prior to works being 
carried out. This can be in the form of a one–off payment 
or a payment plan.

If you have any questions please contact us on 
Freephone 0800 011 3447.
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TENANT VOLUNTEERS URGE 
YOUNG PEOPLE TO GET 
INVOLVED WITH OPEN DOOR
As a group of tenant volunteers who help to put together 
and edit your newsletter Open Door we are looking for 
younger adults to get involved. 

As a group we wanted to write and ask if you’d like to 
get involved with your DGHP newsletter. A word from 
the group – made up of Mary Muir, from Gretna; Dorothy 
Grant, from Dumfries; Russell McKie, from Creetown; 

Jim Kennedy, from Kirkcudbright, John McCraw, from 
Dumfries and David Wilson from Lochmaben: 

To all young adults of DGHP households across Dumfries and 
Galloway – We are looking for you to give us your views on our 
newsletter Open Door, from a younger person’s perspective. 
We are also keen to look at potentially having a young person 
on the group who could also write or contribute.
This could be an article, or it could be an actual section in the 
newsletter, written and/or designed by you.
This might be a great opportunity to showcase your talent and 
could be a valuable addition to your C.V. or future studies.

If you’d like to be involved please 
email us at opendoor@dghp.org.uk 

You can also write to us at - 

Tenant Editorial Group volunteers 
Dumfries and Galloway Housing 
Partnership 
FREEPOST NAT3109 
Dumfries 
DG1 4BR

A LETTER FROM YOUR TENANT EDITORIAL GROUP

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

Hetland Hall Competition, 
Dumfries and Galloway Housing Partnership 
(DGHP), FREEPOST NAT3109, Dumfries, DG1 4BR

no later than Friday May 31st 2019.

WIN A NIGHT WITH THE CLASSICS
We have teamed up with Hetland Hall, located near Dumfries, to 
offer Open Door readers another great prize. 

Hetland Hall is a grand country house, located between Dumfries 
and Gretna, and is set in 18 acres of parkland. They recently 
completed an extensive renovation in Spring 2018 and offer 
sweeping views over the Solway Firth and the Lake District. 

By entering our competition, you could be in with a chance to win 
a night out to one of Hetland Hall’s well-known tribute nights – for 
you and 3 guests – on Friday June 14th! Back by popular demand, 
enjoy a night of entertainment with the Dirty Dancing & The Movies 
tribute night – enjoy a 3-course meal, live entertainment and late 
bar until 1pm - and celebrate some timeless movie classics.

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

Q: WHEN WAS THE RENOVATION AT HETLAND HALL COMPLETED?

ANSWER: .....................................................................................................................

NAME: ............................................................................................................................

ADDRESS: ....................................................................................................................

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

TELEPHONE: ..............................................................................................................
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A LOOK AT WHAT’S BEEN 
ON DGHP’S SOCIAL MEDIA
DGHP tenants who are online can follow our social media 
channels to keep up-to-date with the latest news. However, 
we don’t want those of you are not online to miss out! If 
you have access to social media and you’d like to follow 
us please visit us at: Facebook: www.facebook.com/
teamdghp Twitter: www.twitter.come/DGHP_hq

  DECEMBER

This saw the return of DGHP’s 
Advent Calendar. Over 15 days, 
we shared tips and tricks to 
help with holiday budgeting, 
shopping for Christmas and 
even Christmas dinner.  For the 
2018 calendar, we had some 
great prizes to be won ranging 
from a photography package 
worth £120 to a festive stay at 
the Holiday Inn, Dumfries, a 
seasonal hamper and many 
gift vouchers. 

  JANUARY

We were out on the road in January with our social 
media pages following us as we visited Annan, Dumfries 
and Stranraer with our ground maintenance contractors 
idVerde to promote seasonal positions – 200 of you came 
along to see us over 4 days! 

We popped up helpful reminders on how to keep 
your house condensation free over the winter – and 
what to do to help prevent the pipes in your house 
from freezing – and let you know about Universal Credit 
changes taking place at the beginning of February. 

  FEBRUARY

We were back out and about in February and let you know 
about our information days for the latest college training 
course (in roofing, rendering and window/door fitting) 
along with several DGHP jobs which took place over 4 days 
in Annan, Stranraer, Dumfries and Kirkconnel. 

We kept you updated with the latest weather warnings and 
scheduling for services such as rubbish collection.  We let 
you know about Healthy Homes taking place in Kirkconnel 
– this was a hugely successful event put on by Building 
Healthy Communities and Home Energy Scotland and 
many of you stopped by! 

Finally, we announced our new build properties in Dumfries 
at The Meadows were now available from only a 60% share 
through the New Supply Shared Equity Scheme.

  MARCH

March saw us sharing information on how to vote for your 
favourite community projects to receive funding through 
the council’s Participatory Budgeting process.  

We were out and about once again with Morgan Sindall 
for 4 events mid-month in Dumfries, Annan, Stranraer and 
Castle Douglas.

GARDEN COMPETITION

DGHP’s Garden Competition has been launched for 
2019 and we hope as many of you enter as possible.

We will have an independent gardening expert, Felix 
Waterhouse, to judge the skills of the many gardening 
fans among you all and we look forward to seeing all 
your entries.

If you wish to enter please complete the attached 
entry form, or simply contact DGHP with your name 
and address and we will arrange to photograph your 
garden and the judge will make a decision based on 
the photograph. 

Closing date for entries will be 31st July.

  

Name:

Address:

Address of garden you are nominating if not 
your own:

Telephone number
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Disused and overgrown gardens belonging to three 
residents in a Lincluden block of flats have been 
transformed into a fun space for people, young and old – 
thanks to the hard work of DGHP staff and tenants. 

The area had become a magnet for antisocial behaviour 
and it wasn’t being used as a garden space for the families 
living there. 

However, Neighbourhood Manager Lesley Micallef had a 
vision to change this area to allow children to play safely, 
learn, have fun and for the families to come together.

Now, after many months of planning and organising -and 
an evening of ‘mucking in’ - it’s now a hive of activity. The 
area has been designed by the children and aimed at 
attracting bugs, birds and butterflies for endless learning 
and play.

With all residents on-board, an idea blossomed into 
the area coming alive with help on the day from Carol 
Irving, Neighbourhood Team Leader lending a helping 
hand and Gordon Williamson, Community Participation 
Officer popping in with goody bags and helping pop up 
bird boxes.

Rather than broken bottles and dog fouling, the 
children have been busy painting their own bird boxes 
and named a communal bug hotel “Bugsville” to help 

attract creepy crawlies. They’ve also arranged some plants 
to attract bees and butterflies.

A chalkboard was put up with further painting to goal 
posts and the bug hotel came alive with colour too.

This was a fantastic team effort with all of the children 
helping along with the adults.

Special thanks, for the contribution of secure fencing and 
garden work to contractor idVerde, and to Lochside Is 
Families Together (LIFT) for the bug hotel and bird boxes.

Further thanks for donations of plants and soil from 
Homebase and pots from Garden Wise.

A huge thank you to all colleagues who have supported this 
project and of courses the families themselves for making 
this a marvellous makeover.

WILD TO WONDERFUL… MANY HANDS MAKE LIGHT WORK!

BEFORE
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INVESTING £21M 
IN DGHP HOMES

DGHP is currently working on more than £21million of 
investment and compliance works to your homes across 
Dumfries and Galloway. 

Around £15.6million is being spent on various works 
including energy efficiency works, new windows, 
rendering and insulation as well as bathrooms and kitchen 
replacements that weren’t carried out the first-time round. 

New door-entry systems on our communal blocks, aids and 
adaptations as well as re-roofing and one-off pieces of work 
are also being carried out. 

As well as the investment works we are going to be 
spending around £6million carrying out electrical checks in 
around 4,000 properties as well as installing 4,000 smoke 
detectors over the next year in homes and communal 
blocks – all of which will make sure we meet new 
legislation due to come into force in 2021.

In addition (more information on page 1 and 18 of Open 
Door) we will also be undertaking a full Stock Condition 
Survey – in all our properties – over the next six months.

That’s the good news… the not so good news is that it will 
mean that DGHP and our contractors might be making 
more than one visit to your property this year – and we ask 
for your patience and understanding with this.

We will be trying our best to co-ordinate the works where 
possible – however, it’s inevitable that you may have more 
than one visit from us – and some households might have 
up to four. 

Please be patient with us – all of the visits and works 
to your home will help improve your home and make 
sure it’s as safe as it possibly can be – it will also give us a 
better understanding of future works required to meet 
legislation and regulations such as the Scottish Housing 
Quality Standard (SHQS) and the Energy Efficiency 
Standards for Social Housing (EESSH).
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Jean Anderson, known as Doris, lives in Eastriggs and 
last month she welcomed representatives of DGHP and 
contractors into her home to celebrate the successful 
installation of the 2000th boiler in the ongoing investment 
programme.  

The new heating system was installed as part of DGHP’s 
multi-million pound heating upgrade programme and 
Doris says she would encourage anyone to take up the offer 
of new heating. 

The new gas boiler heating system was installed as part of a 
four-year, £12.5million DGHP heating upgrade programme 
to replace 2,845 older, less efficient back boilers with gas 
and air source heating pump systems. The programme 
started in 2016 with British Gas and their subcontractors. 

Over the next year around £3.2million will be spent on 
upgrading the remaining 800 properties. Where possible, 
gas heating is installed as part of the programme, but if 
this is not available it is usually air source heating or electric 
wet heating.

The new gas combi-boiler central heating system was 
fitted following the removal of the old system – all in less 
than a day. 

Speaking recently, Doris said: “The new system is really 
good – there was absolutely no mess or hassle and I can’t 
wait to feel all the benefits.  I can’t believe how quick it all 
was – they were here by 8am and had the work all done 
and cleared up before 1pm.”

Mrs Anderson, who has lived in her DGHP bungalow for 

around eight years, said she would encourage everyone to 
take advantage of the investment works. 

“I couldn’t be happier with DGHP and all the works. I had to 
move house as I found my old place too difficult to manage 
with the stairs. The way I see it is I’m not having to pay out 
for the works and I will see the benefit from a better system. 
It also ensures anyone in the property after me will benefit. 
I’d encourage anyone to take this up.”

Jim Preston, DGHP’s Interim Director of Investment and 
Regeneration, said: “I was delighted to meet Mrs Anderson 
and hear how happy she was with her new heating. Making 
sure our tenants are benefitting from warmer, more 
efficient homes is what this programme is about and why 
we carry out the investment works.

“It sounds as though the experience has been very smooth 
and it’s really good to hear Mrs Anderson encouraging 
others to take up the investment works to their homes. 
New heating systems are one of the many measures we are 
introducing to ensure tenants homes are brought up to the 
new 2020 standards for energy efficiency.”

The programme has been designed by DGHP (in 
partnership with British Gas) to help tenants have warmer, 
more energy efficient homes. The new systems and 
measures being introduced are working towards all DGHP 
properties meeting the 2020 Energy Efficiency Standard 
for Social Housing (EESSH) guidelines. Tenants should see 
savings on their fuel bills annually as a result of the DGHP 
funded programme.

Photo – Mrs Anderson pictured with representatives from DGHP and British Gas – from left to right - Paul Glover, PH Jones; Errol Ross, Clerk of Works Investment 
DGHP; Doris Anderson; Stephen Liddle, Contract Delivery Manager PH Jones and Jim Preston, Interim Director of Investment and Regeneration with DGHP

REAPING THE BENEFITS OF A NEW HEATING 
SYSTEM - LUCKY 2000 FOR DORIS
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Around 800 tenants of DGHP will soon benefit from 
better energy efficiency and lower heating costs thanks 
to a multi-million pound contract to insulate and render 
their homes.

Miss Margaret Reid, of Annan, is one of those already 
benefitting and she said that she was delighted with the 
work carried out to her home. 

The insulation and rendering works are part of an £8million 
pound contract with SERS Energy Solutions (Scotland), 
carried out on behalf of DGHP. 

Margaret, who lives in her three-bedroom property with her 
daughter, said: “The house looks so much better now and 
the new rendering has made such a difference. I’m looking 
forward to noticing the benefits in terms of warmth in the 
winter months.”

As well as new insulation in the walls of Margaret’s property, 
new A-rated PVC windows have also been fitted to replace 
the old timber style windows. 

The programme of works for rendering means DGHP 
tenants will benefit from new external wall insulation, cavity 
wall insulation as well as new rendering and roofing to 
some properties.

Margaret also said that she would encourage everyone who 

is offered the chance to have the works done to have this 
carried out. “The contractors couldn’t have been better, they 
were very considerate and worked around the family, and 
everything went smoothly. We also have dogs and they took 
great care with them and with the gates when they were 
working outside.”

Jim Preston, DGHP’s Interim Director of Investment and 
Regeneration, said: “It was lovely to meet Miss Reid and 
hear of the benefits she is already seeing in her home. 

“For her to know that her home will be warmer and more 
energy efficient is what these investment works are all 
about. We want to ensure our tenants have lower energy 
bills and are more comfortable in their homes.

“The work we have carried out has brought Miss Reid’s 
home up to the new Energy Efficiency Standard introduced 
by the Scottish Government.” 

The render and insulation works, which began in January, 
will take around two years and will include properties 
across the region, from Stranraer to Langholm. Tenants will 
be informed in due course if works are being carried out to 
their property. 

If anyone has any questions regarding the works they can 
contact DGHP direct on 0800 011 3447.

DOOR ENTRY SYSTEMS 
UPGRADE
Around £1million will be invested in new door entry 
systems and communal doors in blocks of DGHP flats 
across Dumfries and Galloway this year. 

A contractor will be procured for the works shortly which 
will involve owners.

Last year, 85 blocks had new door entry systems fitted, 
meaning better security for everyone living there. 

The works are part of a programme to make sure they 
meet the Scottish Housing Quality Standard and further 
works will be underway soon.

LOWERING HEATING COSTS FOR DGHP TENANTS

Above left – The property before and after the works. Above right – left to right – Miss Reid with Jim Preston, DGHP’s Interim Director of Investment and 
Regeneration; Sandy McMillan, Senior Site Manager with SERS; Jessica Rae, Tenant Liaison Officer with SERS and Errol Ross, Clerk of Works Investment with DGHP.
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IMPORTANT WORKS BEGIN
Work has started to replace all smoke detectors in our 
tenant’s properties, ensuring your safety at all times in your 
homes. 

The replacement works – which will replace all detectors in 
our properties and communal blocks – follows changes in 
legislation and new regulations brought in by the Scottish 
Government. 

These changes and requirements of landlords, in terms of 
fire safety and electrical arrangements, were triggered by 
the 2017 Grenfell disaster and must be implemented by 
2021. Works to DGHP properties started in April.

The changes are linked to the ‘tolerable standard’ as 
defined in the Housing (Scotland) Act 1969 – changes this 
year led to the introduction of smoke and heat alarms in 
the tolerable standard. This is in recognition of the danger 
that fire poses to those living in a house and is intended to 
reduce this.

The standard now requires - 

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

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

• One heat alarm installed in every kitchen
• All alarms should be ceiling mounted and interlinked

While we are replacing the smoke detectors, we will also 
be carrying out some electrical works at the same time 
to make sure we meet these regulations. Blocks will be 
checked for emergency lighting as well as looking at 
installations and work required.

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

Our main priority with safety is prevention and we work 
closely with the Scottish Fire and Rescue Service (SFRS) 
and they can carry our home visits to anyone with concerns. 

DGHP’s Fire Risk Assessment programme is now complete 
and 461 blocks in total have had those carried out. Works 
identified as a result are being carried out.

At DGHP, within our blocks, we have fire doors, communal 
and domestic smoke detectors and concrete stairwells 
– all of which lessen the risk of fire. However, it’s hugely 
important to follow advice issued by the Scottish Fire and 
Rescue Service to keep these stairwells and communal 
areas clear of materials at all times 

In terms of risk, it is important to note that DGHP’s 
properties are clad with a range of materials - but not the 
composite material used at Grenfell. In addition, all fire 
appliances can reach the height of our tallest blocks here in 
Dumfries and Galloway. 

In addition, we now also issue a Scottish Fire and Rescue 
Service leaflet to all new tenants who are moving in to a 
DGHP property. If you’d like a copy you can call us on 
0800 011 3447 or email customerservice@dghp.org.uk – 
you can also find this online at www.dghp.org.uk.
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INTRODUCING OUR NEW TENANT 
LIAISON OFFICERS… 
There have been some exciting changes going on at DGHP 
lately including the introduction of four new Tenant Liaison 
Officers (TLOs). 

The new team are made up of Mandy Renwick, Susan 
Smith, Eddie McGlone and Neil Barclay and they will 
be working closely with you, our tenants, and our teams 
involved in carrying out investment works to your property. 

They will act as an in-between for you and our contractors 
who carry out works, for example new kitchens and 
bathrooms, and their aim is to make the process go 
smoothly and efficiently for you. 

What is a Tenant Liaison Officer (TLO)?

Our TLOs will be a supportive link between you, the 
Investment Team and the various contractors who carry out 
improvements to DGHP homes. Part of their role will be to 
assist with progressing investment works such as upgrading 
heating or windows as well as electrical compliance and 
smoke detector upgrades or rendering works. 

Why are we introducing the TLOs now?

Due to all the exciting improvement works we are 
undertaking we will be visiting some of your homes more 
than ever before and, in previous years, we’ve had a high 
number of investment works refused – the aim of the TLOs 
is to see if we can change that. 

If works are refused it means that the properties suffer from 
a lack of investment, often leading to issues. 

DGHP must, to meet requirements such as the Scottish 
Housing Quality Standard (SHQS) and the Energy Efficiency 
Standards for Social Housing (EESSH), be able to bring your 
homes up to a common standard and our tenant liaison 
officers will work closely with you to make sure works are 
carried out as smoothly as possible.

Homes where investment has been refused can have 
lower energy efficiency, resulting in higher energy costs, 
which could also lead to fuel poverty issues. In addition, the 
properties often end up requiring a lot of additional work 
to bring them up to the standards we expect from all of our 
homes. 

What will the TLOs do to make a difference? 

We understand that allowing contractors in to your home 
to carry out works can be a hassle, and a worry, and we 
want to do what we can to ease that. 

The TLOs will work with you to resolve any concerns you 
have and they will assist you with any practical support 
wherever it may be required. 

For example, a few of the things our TLOs can help you with 
before, during and after improvement works to your home – 

• Helping you to organise a new meter if required
• Helping you with packing and unpacking
• Organising day care if required

They are in place to help make the work as stress free for 
you as possible, and as least disruptive as possible - while at 
the same time allowing improvements to be carried out to 
the properties.

We have pictured all four of the TLOs here - they will be 
out and about in your communities so if you do see them, 
please speak to them if you have any questions. 

Also if you would like to speak to someone about any 
improvement works to your property, or to your TLOs, you 
can also contact them on Freephone 0800 011 3447 or 
email customerservice@dghp.org.uk.

AIDS AND ADAPTATIONS 
TO YOUR HOME
DGHP carries out a wide variety of aids and 
adaptations each year, and around £620,000 is set 
aside to invest over the coming year. 

Aids and adaptations works, which are demand led, 
allow families across Dumfries and Galloway to stay 
in their homes longer through works that make their 
property fit for purpose. 

Adaptation works can include things like handrails 
and access ramps. Major works can include things like 
level access showers, stair lifts and even downstairs 
bedrooms and bathrooms in exceptional cases. 

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.

For minor aids and adaptations (such as handrails) 
please speak to our Customer Service Centre; for major 
works please contact Occupational Therapy through the 
local council on 030 33 33 3000 as we require a referral 
for this type of work.

Mandy Renwick Neil BarclayEddie McGloneSusan Smith
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The most common cause of fires in the home is the misuse 
of electrical equipment, faulty appliances and leads. 
Domestic appliances including dishwashers, tumble dryers, 
cooking appliances and washing machines are a common 
source of ignition. 

Electrical products in the home

We use electrical equipment every day around the house 
and it's important to make sure it is safe.

Any electrical appliance that’s left plugged in to the mains 
could cause a fire. Some, like fridges and freezers, are 
designed to be left on but even these can cause fires if 
they’re not used properly.

Follow the safety advice of the Scottish Fire and 
Rescue Service:

• Keep the area around plug sockets and the 
mains switch clear

• Always use the right fuses

You should never -

• Use anything with a torn or damaged wire or plug

• Use anything electric that’s broken or not 
working properly

• Put electric cables under carpets

• Put too many plugs in sockets

Switching off at the socket and pulling the plug out 
is the only way to be sure no electricity is flowing 
through an appliance. Just using the socket switch 
isn’t safe because the switch could be broken.

If left plugged-in, many appliances still have power 
flowing through them even though they look like 
they’re off. The same is true of equipment in ‘sleep 
mode’ or on ‘standby’.

Lots of electric appliances contain transformers which 
retain power, even when the appliance is switched off. 
If a fault develops, the transformer could overheat and 
start a fire.

As well as keeping you safer, switching off and 
unplugging things at the wall will save you electricity 
and money!

Appliances that have motors, pumps or large 
magnets in them can use up to seven times more 
power. So - fridges, freezers, microwaves, washing 
machines, dishwashers, spin-dryers, vacuum cleaners, 
dehumidifiers, power tools and gardening equipment 
should never be plugged into adaptors or power strips 
with other appliances (they could be too much for the 
adaptor). Plug them straight into the wall instead.

The Scottish Fire and Rescue Service advise that when 
you are not at home you should turn off all of your 
appliances.

FAULTY APPLIANCES 
IN THE HOME –

DON’T PUT YOURSELF AT RISK
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SAFETY FIRST WITH WHITE 
GOODS AND APPLIANCES
The Scottish Fire and Rescue Service have launched a hard-hitting 
safety advert highlighting the dangers of white goods fires. 

The 30 second clip – showing a household washing machine blaze 
– was unveiled on Friday, March 22 and is available to view online on 
their website.

The SFRS is driving this safety message as new statistics reveal that fire 
crews were called to 327 white goods fires during 2018. 

The cause of these fires included – 
• 121 caused by a washing machine 
• 111 caused by a tumble dryer
• 53 relating to fridge/freezers
• 33 linked to a dishwasher 
• 5 linked to a combined dryer and
• 4 linked to a dryer

Deputy Chief Officer David McGown is the SFRS Director of Prevention 
and Protection. 

He said: “We have taken this step because the public needs to be 
aware of the potential dangers posed by the unsafe use of white 
goods. 

“People may not associate white goods such as washing machines 
and tumble dryers with fire but we responded to 327 white goods fires 
last year alone – that is why we are launching this campaign.

“We know that the Scottish public has a high awareness of the 
traditional causes of fire in the home. Cooking, smoking and alcohol 
are all factors which have been deservedly highlighted. But the risk of 
fire from white goods is also one which we all face. 

“This campaign sets out to highlight not only the risk of fire but simple 
steps you can take to significantly reduce that risk to yourself, your 
family and all that is important to you.”

DCO McGown added: “Our message is clear: use your white goods 
safely. Don’t risk it. If you’re out or asleep, it’s just not on.”

Register your goods

In addition, it’s important to keep up-to-date with any recalls or safety 
concerns that may arise and if you buy new white goods make sure 
you register them with the manufacturer immediately. 

This will make sure that the manufacturers have your details should an 
item need to be recalled for safety reasons. In addition, you can visit 
the government website and check if any goods you have, which have 
not been registered, are subject to any warnings. 

That website can be viewed at https://productrecall.campaign.gov.
uk/#check#dCYoqkXvE1mhwHos.97

ZERO TOLERANCE 
ON FIRE RISKS 
AND RUBBISH IN 
DGHP COMMUNAL 
STAIRWELLS
Do you live in a flat? Have you ever 
thought what you would do in the event 
a fire broke out in your building – or your 
stairwell? 

In our flatted properties, the common 
stairwell is often the only means of escape 
in the event of a fire. We will not tolerate 
any clutter of items in these areas. 

If DGHP identify any areas where there’s a 
fire risk or rubbish and items blocking an 
escape route, we will take action.

Household items such a pushchairs, 
bicycles, couches or even bags of rubbish 
can restrict access up and down the stairs 
which may make all the difference if there 
ever is an emergency. 

It is the responsibility of all tenants and 
owners in the blocks to ensure that 
communal areas in their flat/building are 
kept clean and tidy. 

If you are storing any items in these areas, 
please ensure they are removed and stored 
properly, keeping storage areas secure or 
locked. If you are moving larger amounts of 
household rubbish or old furniture, ensure 
these are moved out of the building and 
dispose of in the correct manner – contact 
Dumfries and Galloway Council for advice 
on the uplift of these items.  

If you have any concerns or questions 
about the stairwell in your building or 
advice on storing or removing items, 
please contact us on Freephone 0800 
011 3447 and ask to speak with your 
Neighbourhood Manager.  We will have no 
hesitation in lifting items that are being 
stored in these areas if we feel they pose a 
risk to health and safety.
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FUTURE WORKS AND 
STOCK CONDITION 
SURVEY
Over the next few months DGHP will be carrying out a 
large-scale stock condition survey of all of our properties. 

We will also be carrying out surveys in our communal areas 
within blocks of flats. 

As you will have read on the front of your Open Door 
newsletter, we need your co-operation to allow us access to 
your home to carry out will the survey work. 

This is a large piece of work which will help us plan where we 
invest money in your homes in the next 5-30 years. 

The survey is essential and will look at all components in your 
home including kitchens, bathrooms, windows, roofs, heating 
as well as communal areas, footpaths and garages. 

The work will give us an independent assessment of whether 
your home meets the Scottish Housing Quality Standard as 
well as the Energy Efficiency Standards for Social Housing 
(EESSH) - and let us identify what work is required if it doesn’t. 

Savills UK will carry out this survey work on behalf of DGHP 
– please read the article on page 1 for more information and 
look out for your letter in the post.

FUTURE WORKS

Over the coming months we will be carrying out various 
pieces of work across the region to improve your homes. This 
will include things like one-off structural repair works, in areas 
such as Castle Douglas, Dalbeattie and Dumfries as well as a 
re-roofing programmes in the west of the region. 

As part of a £250,000 roofing programme, around 150 homes 
have been identified in Newton Stewart and Stranraer for new 
roofs. 

Various works to our Factored properties, in relation to 
cladding and screens, are also planned.

WINDOWS PROGRAMME 
CONTINUES ACROSS 
DUMFRIES AND GALLOWAY
DGHP’s windows replacement programme 
is well underway now as part of ongoing 
investment works in our properties. 

June McLatchie, of Annan, was one of the 
first to receive new windows as part of the 
programme. 

The contract, with Anglian Building Products 
Ltd, is worth almost £9million and more than 
2,000 properties will receive new windows 
over the coming months. 

The first installations began in Annan and 
will work right across the region, with almost 
400 already complete. 

June received new A-rated PVC windows, 
in place of the old style ones, and she is 
delighted. “They’ve made such a difference 
and it’s good to see the properties being 
invested in.” 

The new high performance PVC windows 
will help improve energy efficiency, reduce 
fuel bills and require less maintenance. 
Over the next year we will be fitting around 
1,000 more in homes across the region, 
including Langholm, Gretna, Annan, 
Dumfries, Kirkcudbright, Upper Nithsdale, 
Castle Douglas and making our way over 
to the west of the region later in the year. 
If you have any questions or would like to 
speak to us regarding the works please 
contact us on 0800 011 3447 or email us at 
customerservice@dghp.org.uk.

Pictured - Mrs June McLatchie, one of the first tenants 
to benefit from new windows, in Annan with Mo Muir, 
DGHP’s Asset Management Officer.
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NEW STAFF AND BOARD MEMBERS 
DGHP’s Board is made up of a mixture of tenants and 
independent members from across Dumfries and Galloway and 
beyond.

Our Board’s main responsibilities are:

• To provide leadership to DGHP and decide its strategy

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

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

We wanted to let you know about some changes as well as 
introduce new Board Members. 

Jim Preston (Interim Director of Investment 
and Regeneration) - Jim has worked in social 
housing for 45 years across a number of local 
authorities and housing. He has a wide range 
of experience in housing having worked in new 
development, investment, asset management, 
business planning, leasehold, stock transfers 
and the full range of Housing Management 
services. 

Jim started his career in 1975 as a Housing 
Management trainee in the north east of 
England. For the last seven years, he has been 
carrying out interim work in Leicester, Essex, 
Liverpool, and Scotland. Jim joins DGHP 
passionate about standards of housing and 
service organisations should offer.

Chairman - Tenant member, Bill Robertson, 
from New Abbey is DGHP’s Chairman. Bill 
has spent much of his career working as an 
engineer in central and northern Scotland. He 
has been involved in local housing for the past 
20 years in various locations. 

Vice Chairman - John Henderson, from 
Dumfries, is DGHP’s Vice Chairman. John is 
an independent member on the Board. John 
joined DGHP’s Board in September 2018. A 
former solicitor, John specialised in commercial 
and domestic conveyancing and has a 
continuing interest in housing matters.

Irene Clark, Independent Member (casual 
vacancy) - Irene is a very experienced 
professional who, as well as having core 
financial professional qualifications, also has 
many years experience of organisational 
governance and change management at 
a senior level within high profile industries 
including the housing sector. Irene joined the 
Board earlier this year.

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

TALKING TO YOUNG 
PEOPLE ABOUT DGHP
Every year our Communications and 
Communities team deliver a series of 
talks to various local schools, these have 
developed over a long period and cover 
a number of housing related topics 
including responsibilities as a tenant, 
antisocial behaviour, paying your rent 
and avoidance of debt.

This session we have talked with more 
than 600 pupils, and both staff and 
pupils have said the presentations are 
very successful and are a great way for 
DGHP to engage with young people and 
communicate important messages.

SHAPING THE FUTURE 
OF DGHP
DGHP has recently undergone a Governance 
Review and (as you may have read on page 1) is 
currently carrying out a Strategic Review.

A number of things are being looked at as 
part of the Strategic Review, mainly focusing 
on improvements and enhancements to 
services for the future. 

Full details will be in future editions of your 
newsletter. 

In addition, the Governance Review, which 
has been carried out by Savills UK, was 
completed at the end of March and an update 
given to DGHP’s Board of Management which 
will focus on strengthening the tenant voice. 

Key recommendations that came from the 
Governance Review report included – 

• Restructuring the board and committees 
to enable a strengthening of the tenant 
voice on the board and making sure there 
is a direct link to the Board’s decision- 
making processes 

• Amending the articles of association to 
ensure improved Governance with an 
appropriate size of Board with the requisite 
balance of skills and experience. More work 
is to be done on what this means in practice 
and a full policy on this will be established 
and consulted with members. 

The Strategic Review of DGHP’s future 
purpose and direction has been undertaken 
by independent consultants, Indigo House, 
and it is expected to be complete at the end 
of April with a full report going to DGHP’s 
Board early in May.
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ENGAGING WITH OUR 
CUSTOMERS
There’s been lots going on since we last gave you an 
update. From last October to the end of March DGHP’s 
Communities and Communications team have interacted 
with almost 2,000 people. 

During our recent tenant census “Getting to know you” over 
400 tenants said they wanted to get involved with DGHP 
and we are currently contacting everyone to find out more.

If you’d like to be involved in shaping future services please 
contact us on customerservice@dghp.org.uk or call 

0800 011 3447 or visit our Facebook page at https://www.
facebook.com/teamdghp/ and private message us.

There are lots of fun and interesting ways to get involved 
with DGHP – there’s really something for everyone. 

Here is a breakdown of the events we’ve attended since 
October last year.

Monthly breakdown of what’s been going on

In OCTOBER we attended the Tenants and Residents 
Association (TARA) meetings, scrutiny panel sessions, and 
we also brought the DMC groups together for consultation 
on their future role. We carried out patch inspections 
involving volunteers and supported the Council’s “Tackling 
Poverty” programme by attending a number of community 
events.

NOVEMBER saw the start of the “Big World” youth initiative 
where DGHP staff delivered tailored presentations to 
school pupils throughout Annandale and Eskdale about 
poverty. These presentations were very well received. We 
attended TARA meetings, the annual TPAS conference and 
along with committee members from Nithsdale DMC we 
held a drop-in session for new tenants. We also arranged 
a “story telling” event at our sheltered housing complex in 
Locharbriggs.

DECEMBER is traditionally a quiet month as people have 
other things to involve themselves with, even so we held 
DMC meetings, scrutiny and attended TARA meetings. We 
also arranged a consultation event.

In JANUARY we held a number of consultation events on 
various topics including rent setting, there were the usual 
round of DMC and TARA meetings and scrutiny panel 
sessions. Other notable engagements included working 
with our grounds maintenance contractor idVerde as we 
hosted recruitment events in a variety of local premises 
helping bring potential employment opportunities to our 
tenants.

FEBRUARY was a very busy month - the schools 
presentation programme reached a peak with visits 
to a number of secondary schools giving talks on the 
challenges of setting up home for the first time. We also 
held consultations around community participation going 
forward and the design of DGHP leaflets. We also visited 
some Syrian refugee families to help them fully engage 
with consultation. There were also a number of recruitment 
days held in a variety of locations taking details of training 
programmes we are supporting. Nithsdale DMC attended 
the Oasis Centre in Dumfries to engage with young people, 
which they enjoyed.

MARCH saw more school events, another round of scrutiny 
and TARA meetings, and also Annandale and Eskdale 
DMC visited young people in Annan to get their views 
on a number of topics. We also worked with our partners 
Morgan Sindall on recruitment events around the region.

A total of 1,893 people have engaged with DGHP at various 
events across Dumfries and Galloway – would you like to be 
involved with us in the coming months?

If so we are currently looking for more people to join our 
interested tenants list and we would love to hear from you.

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

AN UPDATE ON FARESHARE 
ACROSS THE REGION
All around the country groups are coming together to 
try to minimise food wastage - one of the best known 
initiatives is FareShare.

The project has its roots in a pioneering initiative from 
1994 when homeless charity Crisis got together with 
Sainsbury's to establish Crisis Fareshare. This lasted 
until the early 2000s when FareShare became an 
independent charity to support growth and broaden its 
remit - since then it has gone from strength to strength.

FareShare distributes surplus food from supermarkets 
to charities who turn it into meals or pass it onto 
people in need. There is nothing wrong with the food, 
it is purely excess stock needing to be moved on.

DGHP saw the FareShare movement as a great 
opportunity to support the work of community groups 
trying to deal with people in real need - we continue 
to work with these groups in starting up or running 
FareShare initiatives. 

DGHP has teamed up with several local groups on 
projects across Dumfries, Upper Nithsdale, Stranraer 
and Annan.

Along with members of Summerhill Community 
Centre in Dumfries, Kate’s Kitchen in Annan, the FedUp 
Café in Stranraer and Kelloholm Action for Children, 
DGHP is supporting this region-wide. 

At the moment we work with partners in Dumfries, 
Annan, Stranraer, Kelloholm and Kirkconnel and we 
are also looking at expanding the areas to give help to 
other people.

If you are interested 
in the fare share idea 
please get in touch 
with us on 0800 
011 3447 and ask for 
Communities and 
Communications 
and we will put you 
in touch with the 
nearest group as they 
are always looking for 
volunteers.

Pictured - Carol Irving, Neighbourhood Manager Team Leader Nithsdale 
and Gordon Wiliamson, DGHP’s Community Participation Officer
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FREEDOM OF INFORMATION 
BRINGS NEW RIGHTS
Freedom of Information legislation will soon become 
applicable to Registered Social Landlords (RSLs) such as 
DGHP – from November 2019.

The Freedom of Information (Scotland) Act 2002 will be 
extended to apply to RSLs from November 11 this year. 

This governs the rights of individuals to access information 
held by Scottish public authorities.

DGHP will have three main duties under the act, which are – 

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

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

3. A duty to provide advice and assist.

DGHP is currently developing an action plan to ensure 
that we are in a position to be able to respond to the 
requirements of the legislation by November. We will 
develop a publication scheme and a ‘guide’ to the 
information that we publish, which will be available on the 
website www.dghp.org.uk.

If anyone would like further information on this 
please contact us on 0800 011 3447 or email 
customerservice@dghp.org.uk.

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

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

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

Very similar rules will apply for succession rights. However, 
the important issue is that the 12 months qualifying 
period only starts from the date that you have informed 
DGHP that the person is part of your household. So from 
now on it is crucial that you tell us when someone moves 
in or out of your household.

We wrote to you in September to provide details of how 
you can update your household details. If this information 
is not correct it is important that you contact us to update 
or records before the 12 month notice period mentioned 
above can start.

Because it is so important that we have the correct 
household details, changes will need to be made and 
recorded using DGHP’s agreed processes which are listed 
below: 

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

This includes telling us about anyone who has 
previously moved in with you who you haven’t already 
told us about, and when anyone moves into or out of 
your home in the future at the time they do so.

If you are unsure about whether you have told us 
about anyone who has moved into your home let us 
know now.

You can do this by:

Writing to us at:  DGHP 
 Freepost NAT3109 
 Dumfries
 DG1 4BR

Calling us on: 0800 011 3447    

Emailing us on: customerservice@dghp.org.uk

Updating your tenancy information on our website at  
https://www.dghp.org.uk/tenancy-rights-changes/

Important: It is vital you let us know this or it could 
impact your tenancy. If you are in any doubt, please 
call us. 

The legislation comes into effect in less than 
12 months time – if you have changes to make or 
if you are concerned or in any doubt, please call 
us on 0800 011 3447.

A GOOD NEWS STORY 
TO SHARE…
DGHP recently achieved a nationally recognised 
letting qualification. 

Irene Callander, Property Officer – Novantie, was 
awarded the qualification after passing the Level 
3 Scotland Foundation Lettings Course, run by the 
National Approved Lettings Scheme. 

The course covered a range of topics including 
legal obligations relating to letting agency work 
(in Scotland); rights and responsibilities; handling 
landlord’s and tenant’s money; arranging, managing 
and ending a tenancy; customer communications and 
complaints handling; equality issues relating to letting 
agency work; and the Letting Agent Code of Practice 
Scotland. 

This qualification is 
a legal requirement 
for DGHP to fulfil its 
obligations when 
acting as the letting 
agent for the Novantie 
and mid-market rent 
properties. The Code sets 
out standards expected 
of letting agents (in 
Scotland), with a focus 
on how they manage 
their business and 
provide services.
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DISTRICT MANAGEMENT COMMITTEE news
TRAINING SESSION FOR FEDERATION 
AND DMC MEMBERS
A total of 16 DMC and Federation members attended the 
final training session for 2018/19 on Universal Credit. 

This took place in early March with Carol Burnett, DGHP’s 
Welfare Benefit Officer and Fiona Thompson, Universal 
Credit and Welfare Benefit Advisor

DMC FORMAL MEETINGS
In January, at the DMC’s formal area meeting, the 
members scrutinised DGHP’s quarterly performance data.

Later in April, DMC members met along with DGHP staff 
at the Easterbrook Hall to discuss the way forward for 
committees in the future.

DIVERSITY DAYS
The DMCs all held their own Diversity Days recently where 
they engaged with various groups in their areas. 

Wigtown/Stewartry - In early February, Wigtown and 
Stewartry DMC visited the Wigtown Book Festival office. 
They met with two young people, Abby and Owen, who 
lead a group of six others and work on the festival’s Young 
People’s programme, and Anne Barclay, Operations 
Director of the festival.

They are also involved with “Hooked” a young readers and 
writers’ event in Dumfries in March. The group discussed a 
copy of last year’s youth programme and talked about how 
it attracts young people to read it. 

They also spent time looking at a previous edition of Open 
Door and the young people gave their views.

  
Nithsdale – In late February, Nithsdale DMC visited the 
Oasis Youth Centre in Dumfries and were given a guided 
tour and overview by Alison Telfer, Youth Development 
Worker Children, Young People and Lifelong Learning. They 
were shown round the centre and told about the purpose 
as well as hearing about all the groups that operate within 
the centre. 

The DMC were told about the work they do and how this 
helps them choose a career in putting on events working 
with sound and lighting for stage set up and other related 
skills.  One group member has just completed a degree, as 
well as volunteering for the Youth Beatz event. This work 
is something DGHP can take on board for the future for 
DGHP’s tenant structure.

Annandale and Eskdale DMC - At the end of March, 
Annandale and Eskdale DMC attended an engagement 
session in the Victoria Hall, Annan.  DMC members heard 
about the work being done by the young people, how 
they are involved in their community and how they could 
possibly work with our committees to make a positive 
difference in their locality. 

The young people spoke at length about their home 
towns, their schools and about park provision in the area. 
DMC members suggested that the young people may be 
interested in being involved with local TARA groups as both 
Gretna and Annan are always keen on new members and 
are involved in projects which might interest them.

In January, the Federation gave their input into DGHP's 
proposed rent increase for 2019/20. The Federation also 

followed this up with a statement about the increase to the 
Board of Management.  

The District Management Committees (DMCs) were 
consulted for their input at a separate session in December 
and another session was attended by a wider tenant focus 
group on the same topic. 

In February DMC and Federation members attended 
a consultation session facilitated by Lesley Baird, Chief 
Executive of Tenant Participation Advisory Service 
(Scotland) (TPAS) and DGHP's Community Participation 
Manager, on the new Community Participation Strategy 
and Action Plan. 

In April DMC and Federation members attended a session on 
the proposed changes to Homes4D&G’s Allocations Policy 
(pictured) as a result of the Housing (Scotland) Act 2014.

DGHP CONSULTATION WITH DMC AND FEDERATION

Members of Stewartry/Wigtown DMC
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HELP AVAILABLE FOR TENANTS OF DGHP

MORE GOOD NEWS FROM 
DGHP’S SWITCH TEAM

DGHP’s SWITCH team have been extremely 
busy with referrals to help people with their 

Universal Credit claim or other welfare benefits.

As of March 29, 2019 we have had 563 referrals 
for the 2018/19 financial year made up of - 

254 referrals to help with Universal Credit
309 referrals to check entitlements to other 

DWP benefits

For 2018/19 financial year, our SWITCH team has 
helped generate an additional weekly income 

of £16,201.02 for those who we have helped 
claim DWP benefits.

This means that over the first 12 months of their 
award it will generate approximately £921,131.26 

in total for these tenants.

If you are struggling to make a claim for 
Universal Credit or you are having problems 
with your Universal Credit claim contact us 

and make a referral to our SWITCH team.

If there are other DWP benefits that you think 
that you may be entitled to then contact us to 

make a referral to our SWITCH team – call us 
on 0800 011 3447.

These days it is always worth keeping this saying in mind 
when dealing with the many emails and phone calls we 
all receive each week. 

Telephone and email-based scams are becoming more 
and more common with many people losing thousands 
of pounds to scammers each week. 

Some of the scams which have been doing the rounds 
lately, and have been active in the area, include: 

• BT (landline calls) – the scammers claim to be calling 
from BT customer services. Issues range from your 
broadband being hacked to problems with your 
computer. If in doubt call your telephone provider.

• HMRC - calls about unpaid tax, or even threatening 
legal action over fraud. HMRC will not be in touch by 
telephone and if in doubt make sure and call them 
direct to check. 

• Phishing – this is emails/websites which can look 
legitimate but do not link to the real site or company. 
These can look very convincing so if in doubt contact 
them direct through the normal means.

• Romance fraud – this is a new type of scam where 
scammers target older or isolated individuals who often 
have profiles on dating websites – this leads to them 

eventually asking for money to support them or rescue 
them from a situation.

The website www.getsafeonline.org has some great tips 
on all these and more. Remember to ‘take five’ when you 
receive a call or email which is unexpected or too good to 
be true and remember the key things: 

• Don’t pay money out straight away - if you’re concerned 
about a telephone call demanding money, hang up. 
Wait five minutes or call a friend to ensure the previous 
call is completely disconnected. Contact the company in 
question using official numbers found on their website or 
paperwork.

• Check online websites by carefully checking the spelling 
of the address – and check for any typos in the email 
content. 

• Purchasing or submitting payment online? Ensure the 
payment page is secure by looking for ‘https’ (the s stands 
for secure).

• Don’t send money to anyone you’ve never met in person. 

If you think you’ve been a victim of a scam or fraud, report it 
straight away by calling Police Scotland on 101 and let your 
bank/payment card provider know immediately (you can 
find details specific to your bank/card on their website).

IF IT’S TOO GOOD TO BE TRUE… 
IT OFTEN IS ...OR SO THE SAYING GOES

BE AWARE 
OF SCAMS

PROTECTING AGAINST 
NUISANCE CALLS AND SCAMS
Dumfries and Galloway Trading Standards are aware that 
residents in Dumfries and Galloway are being targeted by 
phone calls from individuals claiming to be from agencies 
such as banks, HMRC, the police, telephone and internet 
providers and other organisations. 

If you receive this type of phone call, the advice of Trading 
Standards is to terminate the call and do not give the caller 
any personal information (such as bank details etc) under 
any circumstances. Genuine businesses do not operate in 
this way and will never ask you for personal details over the 
phone.

Trading Standards have a limited number of call blocking 
devices available for loan to local residents who are being 
targeted by nuisance calls and phone scams. 

These small boxes plug into a landline phone and block 
unwanted calls. Trusted phone numbers can be 
registered on the device so that friends and family 
can get through without being blocked. 

The call-blocking devices can be fitted in homes 
with CareCall alarms and do not affect the alarm 
system in any way. 

For further information or to request a call blocker, 
contact Trading Standards at trading.standards@
dumgal.gov.uk or on 030 33 33 3000.
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WELFARE REFORM  NEWS

REPORTING YOUR RENT INCREASE TO UNIVERSAL CREDIT
If you are on Universal Credit (UC), it is important that you 
report your rent increase to UC. If you have not already 
done so, you need to ensure that you log on to your online 
account and report this as a change of circumstance.

Unsure or can’t remember if you’ve done this? 

You can check your online journal to see if you answered a 
‘to-do’ on or after 3rd April 2019 in relation to your housing 
costs. If you did then this means that you should have 
reported your change. 

You can also check your payment notification on your 
online account to confirm the amount of your housing 
cost element; this is more than in previous months, this 
indicates that you have reported your change.

What are my monthly housing costs?

If you are not sure what your monthly housing costs 
element should be, it is easy to work it out. Below are 
details of how to work this out depending on whether or 
not you are under occupying your property (i.e. you have 
more bedrooms than you require and need a Discretionary 
Housing Payment for the shortfall).

Rent is £85.75 per week and you are not 
under occupying the property

85.75 multiplied by 52 then divide by 12

£371.58 per month will be your housing costs

Rent is £85.75 per week and you are under occupying 
the property by 1 bedroom.

85.75 less 14% then multiply by 52 then divide by 12

Rent is £85.75 per week and you are under occupying 
the property by 2 or more bedrooms.

85.75 less 25% then multiply by 52 then divide by 12

UNIVERSAL CREDIT RULES 
ARE CHANGING IN MAY
Will this affect me?

If you live with a partner and one of you has reached 
pension age, but the other hasn’t, this change could 
affect you.

If you are not already getting Pension Credit or 
Housing Benefit, from May 15, 2019 you will have 
to claim Universal Credit instead – which could be 
much less generous.

Try and safeguard your income now by seeing if you 
are eligible for Housing Benefit or Pension Credit. 
Act now before you miss out. 

How could this affect me? Here’s an example:

Mary is 56 and Robert is 66. Mary currently works 
part time and Robert has his state pension and they 
currently receive Housing Benefit. Mary is finishing 
work on 17th May which means they will only have 
Robert’s pension as income. As they were already 
receiving Housing Benefit before 14th May they will 
still be able to make a claim for Pension Credit.

If they hadn’t already been getting Housing Benefit 
they would have to make a claim for Universal Credit 
and possibly not be entitled to receive any help as a 
result.

Contact us on 0800 011 3447 and ask for a referral 
to be made to our SWITCH team.

UNIVERSAL CREDIT
WHAT INFORMATION DO I NEED TO MAKE A CLAIM?

 Your postcode

 Your National Insurance Number (this may be on a payslip or 
letter from DWP or HMRC. You can call a helpline if you cannot find it 
and they may be able to assist. The number is 0300 200 3500

 Details of all your household income – earnings, DWP benefits, 
Tax Credits, pensions etc.

 Details of any capital you have, including your bank details 
(sort code and account number)

 An email address

 Bank details

 Child Benefit reference numbers – these will be on letters sent 
to you about child benefit and will start with CHB and is made up of 
8 numbers and 2 letters. You can phone the Child Benefit Office on 
0300 200 3100 if you need help with this

 Your landlords name, address and phone number (Dumfries and 
Galloway Housing Partnership, Grierson House, The Crichton, 
Bankend Road, Dumfries, DG1 4ZS. Tel: 0800 011 3447

 Details of how much rent you pay including any service charges – 
contact DGHP if you need this information. It is important that you 
answer yes to the question that asks if you live in a rented property 
as this is what will make sure that your housing costs are assessed 
for Universal Credit.

 How much you pay for childcare if you want to claim help with 
childcare costs

Proof of all these details will be required at your interview at the Job 
Centre so you will need to ensure that you keep these documents in a 
safe place and take them with you on the day of your interview.
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Digital accessTo get online and check 
your journal you can use 
your local Job Centre 
Plus or local library. 

Look out for free Wi-Fi 
hotspots too.

Final salary – including any 

holiday pay

If you stop work and need to 

claim Universal Credit but are 

still due a final pay, this will be 

taken in to account in your first 

payment. This could mean that 

your first payment is reduced. 

This applies to any holiday pay 

that you are due too.

Bank accountYou need to have a 
Bank/Building Society 
account, Post Office 

account or certain Credit 
Union accounts when 

making your claim for 
Universal Credit.

Capital and AssetsIf you have savings and/or property, then this 
may affect any payment you receive.

Reporting changes to DWP

You should tell the DWP as 

soon as you have a change in 

circumstances. This includes 

changes to your rent.

If you don't your money 

could be stopped.

Deductions from Universal Credit
Deductions can be made 

from your Universal Credit to 

repay various debts including 

any outstanding benefit 

overpayments, Tax Credit 

overpayments, Social Fund 
Loan repayments.

If this happens you can ask for 

the deduction to be reduced.

SOME FACTS ABOUT UNIVERSAL CREDIT

PRIMARY ID
You will need to provide 1 of the following: -

 Passport

 UK photo driving licence

 Residence permit or card

 Immigration status document

 Registration or naturalisation certificate

 Young Scot card (with PASS hologram)

 Citizen card

 Bank card for the account where you 
want your Universal Credit to be paid

If you provide a bank card it must show your name, account number and sort code (or be 
supported by a recent bank statement)

SECONDARY ID
You will need to also provide 2 of the following: -

 Birth certificate

 Council Tax statement

 NHS medical card

 Building society passbook

 Recent bank or building society statement (if a bank card has been provided from 
the primary ID list above then the statement must be fore a different account that 
you have)

 Debit or charge card (if not already provided as primary ID)

 Passport (if not already provided as primary ID)

 UK driving licence (if not already provided as primary ID)

 Local authority rent card

 Marriage or civil partnership certificate

 Registration or naturalisation certificate (if not already provided as primary ID)

 Tenancy agreement

 Young Scot card (if not already provided as primary ID)

 Citizen card (if not already provided as primary ID)

 Non-UK driving licence

You will also need to take other documents with you to verify your identity, such as 
something to prove your address. You will get a ‘to do’ in your online account with details 
of any other documentation you need to provide.

If you have any questions please contact us on 0800 011 3447
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WELFARE REFORM  NEWS
NON-DEPENDANT DEDUCTIONS 
HAVE CHANGED …
The level of non-dependant deductions that are applied 
to Housing Benefit claims and Universal Credit claims 
changed on April 1, 2019.

The new rates for Housing Benefit from 1st April 2019 are - 

Circumstance Weekly deduction from 
Housing Benefit

Aged 25 and over in receipt of 
Income Support or income-
based Job Seekers Allowance

£15.60

Any age and in receipt of 
main phase income-related 
Employment Support 
Allowance

£15.60

Aged 18 or over, not in 
remunerative work

£15.60

Aged 18 or over and in remunerative work

Gross income: less than £143 £15.60

Gross income: £143 to £208.99 £35.85

Gross income: £209 to £271.99 £49.20

Gross income: £272 to £362.99 £80.55

Gross income: £363 to £450.99 £91.70

Gross income: £451 and above £100.65

The new rate for Universal Credit from April 1, 2019

Universal Credit refer to a non-dependant deduction as a 
housing cost contribution. From 1st April 2019 this is £73.89 
a month.

If you are struggling to pay your full rent charge as a 
result of a non-dependant deduction or housing cost 
contribution, then you can apply to Dumfries and Galloway 
Council to see if they can offer you any assistance by way of 
a Discretionary Housing Payment (DHP).

CHANGES TO NATIONAL 
MINIMUM WAGE AND 
NATIONAL LIVING WAGE
The hourly rate for the minimum wage increased on 
April 1, 2019. The rate that you are entitled to depends 
on your age and whether you’re an apprentice. 

You must be at least - 

• School leaving age to get the National Minimum 
Wage

• Aged 25 to get the National Living Wage - the 
minimum wage will still apply for workers aged 24 
and under.

The new rates from 1st April 2019 are - 

Hourly 
Rate

25 
and over

21 to 
24

18 to 
20

Under 
18 Apprentice

£8.21 £7.70 £6.15 £4.35 £3.90

DISCRETIONARY HOUSING 
PAYMENT NEWS
If you currently receive a Discretionary Housing 
Payment (DHP) due to having more bedrooms in 
your property than your household requires, you will 
not need to re-apply for your Discretionary Housing 
Payment for the new financial year.

Dumfries and Galloway Council will re-award your 
Discretionary Housing payment for the new year.

If you are on Universal Credit and receive a DHP from 
the council it is important that you contact them if 
your Universal Credit stops. This will help make sure 
that you are not overpaid any DHP.

DGHP are here to help – if you’d like to speak to our specialist teams contact us on 0800 011 3447
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WIN!
We have teamed up with 

the Holiday Inn Dumfries 
to spring Open Door readers 

into the season with a special treat. 

Up for grabs in this edition is a 
delicious three course meal for four 
people at the Bankend Bar and 
Brasserie which is located within 
the Holiday Inn on the beautiful 
Crichton Campus, on the outskirts of 
Dumfries.

To enter the competition, you 
must be a DGHP tenant and answer 
the question below returning your 
form back to us no later than Friday 
June 14th 2019.

To enter simply answer the 
following question:

Q: What is the name of the 
restaurant located in the Holiday 
Inn, Dumfries?

Please send us your entries using our 
freepost address (no stamp required) 
to: Holiday Inn Competition, 
Dumfries and Galloway Housing 
Partnership (DGHP), FREEPOST 
NAT3109, Dumfries, DG1 4BR no later 
than Friday June 14th 2019. 

GREAT PRIZE FOR ONE LUCKY 
OPEN DOOR READER

Answer:

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

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

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

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

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

IMPROVING SERVICES TO OUR 
CUSTOMERS 
We always aim to provide the best service to our customers at 
DGHP. However, we know we don’t always get things right and 
we always value your complaints and use them to improve.

We would like you to tell us if we get it wrong as this allows 
us to put things right. If you’d like to make a complaint, or 
a compliment, you can do so by speaking to any member 
of staff, or by contacting our Customer Service Centre on 
Freephone 0800 011 3447, by email to 
customerservice@dghp.org.uk or via our facebook page at 
www.facebook.com/teamdghp.

Complaints 2018/19 Quarter 
3

Quarter 
4

Total 
2018/19

Number of complaints 
received 162 165 707

Number of complaints 
responded to in full at 
Stage 1

137 137 607

Number of complaints 
responded to in full at 
Stage 2

23 18 88

Number of Stage 1 
complaints upheld/partially 
upheld

81 62 322

Number of Stage 2 
complaints upheld/partially 
upheld

12 10 46

What do we mean by an “upheld complaint” 

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

Complaints that were upheld – an example

DGHP upheld a complaint made by a tenant regarding 
how long it was taking for the window contractor to 
return to finish the installation of their new windows. 
The contractor had promised to return within the week, 
however, they didn’t and did not advise the tenant that 
they were not going to attend. The complaint was upheld 
and the need to properly communicate with our tenants 
was emphasised with the contractor. 

Complaints that were “not” upheld

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

Complaints not upheld – an example

A tenant complained about how DGHP had allocated a 
property. The complaint was not upheld because DGHP 
and Homes 4D&G had allocated the tenancy correctly in 
terms of the policy and housing legislation. An explanation 
was given to the tenant about how DGHP allocates its 
properties in order to ensure compliance with legislation 
and its policies. 

Scottish Public Services Ombudsman (SPSO)

When a customer has exhausted the complaints process 
and remain dissatisfied they can request an independent 
review by the office of the SPSO.  

Compliments

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

• A tenant called to thank DGHP for being a good landlord 
and taking care of her and said she was very happy with 
the service from Saltire.

• The Switch Team who help tenants with welfare benefit 
advice have been receiving some positive feedback via 
our social media pages.

WIN A MEAL FOR 4
WORTH £120
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Congratulations go to 
Margaret Boyd, of Stranraer, 
who picked up the top prize 
of £50; S Garrett, of Dunragit, 
took second prize of £25 and 
well done to Ricki Anderson, 
of Dumfries, who claimed 
third prize of £10. 

The correct answers were…

1. By phone, by email or by 
social media

2. 344 referrals

3. Creetown, Gatehouse, 
Kirkcudbright, Locharbriggs, 
Lockerbie or Hightae 

4. Fareshare, Food in Action; 
Ive always wanted to try 
that; Let’s Get Active/and 
walk; Creating the customer 
experience of the future 
(going digital); Investing in 
your future; or Keeping safe 
online and on the phone

5. Never apply a direct flame or 
attempt to thaw by putting 
immersion  heater or central 
heating boiler on

We also had several other sets 
of prizes to be won in the last 
Open Door.  The lucky winners 
were: Hetland Hall (meal for 2 
at the Copper Beach restaurant, 
Hetland Hall) - Jean McTaggart 
of Kirkcudbright; Holiday Inn 
B&B Stay for 2 - Rachel Kentley 
of Kirkcudbright; and Hidden 
Doors - Nancy Kelly of Newton 
Stewart.

Also the two winners of our 
recent rent consultation prizes 
were - A. Little, of Kirkcudbright, 
and A McLaren, of Locharbriggs, 
Dumfries.

Well done to all – make sure to 
look out for your chance to win 
in this Open Door!

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 June 14th. 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 June 14 to be in with the 
chance to win a voucher worth up to 
£50. First prize will win £50, second prize 
will win £25 and third prize will win £10.

OPEN DOOR 
COMPETITION TIME

All the answers are within articles in this edition of Open Door.
Questions –
1. We tell you in here about the Stock Condition Surveys 

which we need to carry out – how long should a survey 
take?

2. Tell us one of the current scams doing the rounds, which 
you should be careful of if you’re contacted by email or 
phone?

3. Tell us how many people in total attended the recruitment 
events we held with our contractor IdVerde?

4. How many new properties have received their new 
windows as part of the windows programme?

5. How many people told us recently that they’d like to get 
involved with DGHP – and have since been written to as 
part of the interested tenants list?

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

COMPETITION WINNERS

ALTERNATIVE FORMATS 
This publication is also available on tape,  
in Braille, large print and community languages. 

For information contact DGHP’s Customer Service Centre on:

0345 606 3447

FREEPHONE 0800 011 3447

EMAIL customerservice@dghp.org.uk

FOR FURTHER INFORMATION, PLEASE CONTACT:
DGHP Customer Service Centre 
Grierson House, The Crichton,  
Bankend Road, Dumfries DG1 4ZS 
0800 011 3447 (freephone) 
0345 606 3447 
email us: customerservice@dghp.org.uk  
or visit our website: www.dghp.org.uk

This material is environmentally friendly from FSC sources 
A registered Scottish Charity - SC039896

This publication is available on tape, in Braille, large print and community languages. For 
more information contact DGHP’s Customer Service Centre on Freephone 0800 011 
3447, email customerservice@dghp.org.uk or visit the website at www.dghp.org.uk  
 
CANTONESE  
 

 DGHP  0800 011 3447 
customerservice@dghp.org.uk 

POLISH 

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

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

BENGALI 

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

URDU 

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

 

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

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

Ask at the desk for one 
or call us on

Freephone 
0800 011 3447

and we'll post you one out

WIN!
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