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Dumfries and Galloway Housing Partnership (DGHP) is 
registered with the Scottish Housing Regulator and is 
the second largest Registered Social Landlord (RSL) in 
Scotland. We are constituted as a company limited by 
guarantee and we are also a Scottish charity. 

DGHP was established in April 2003 after a transfer of 
homes, previously owned by Dumfries and Galloway 
Council. Since then we’ve diversified and, as well as our core 
landlord functions, DGHP is involved in new house building, 
regeneration, factoring and supporting people services.

DGHP currently owns around 10,300 homes in Dumfries and 
Galloway, less than the 12,000 at transfer. 

Right-to-buy and demolition of low demand stock account 
for the decrease but we’ve added to our stock by building 
many new homes and acquiring a number of homes through 
the Scottish Government’s mortgage to rent scheme. DGHP 
also owns around 100 mid-market rented (MMR) homes, 
managed by our subsidiary, Novantie Ltd. 

DGHP’s Board consists of  15 members, including 6 tenants. 
DGHP’s District Management Committees (DMCs) are sub-
committees of the Board, with a membership elected by 
local tenant members of DGHP. The company has around 
1,690 members, almost all of whom are tenants. Members 
have the right to attend general meetings of the company, 
and to take part in the election of DGHP board members.

About DGHP

Chief executive’s foreword

It is my pleasure to present our 2017/18 
Annual Report and Report Card. Each year 
we produce this, in line with the Scottish 
Social Housing Charter, to show our 
performance over the last 12 months. 

Our Report Card/Annual Report underpins 
our commitment to demonstrate continuous 
improvement in all aspects of our frontline 
services.  We want to demonstrate that 
everything we do provides good value for 
money, and it’s important that we keep this 
at the forefront. Our tenants in Dumfries 
and Galloway are paying for their services 
through their rents and we are pleased with 
the performance here, and we recognise 
where we must improve. 

In 2017/18, overall we have outperformed 
the national average on 13 key service areas.  
We did this by listening to tenants and 
driving service improvements.

In addition, compared to last year, we 
improved/sustained the level of service in 14 
out of the 19 indicators and met our targets 
on 12 out of the 15 (that have targets set). 

Also, importantly, compared to our local 
peer group 14 out of our 19 indicators were 
better than the average. Our local peer 
group consists of Loreburn, Home Scotland, 
Scottish Borders Housing Association and 
Irvine Housing Association.

As Chief Executive I would like to express 
my thanks and gratitude to all of our staff 
in DGHP, who work hard every day to deliver 
an excellent service to all of our tenants and 
customers. 

With the Welfare Reform changes, and 
the introduction of Universal Credit earlier 
this year, it’s been an uncertain time. Our 
tenants are facing harder times, and we 

understand the challenges this brings. Our 
staff work hard to help our tenants in all 
circumstances.

Given the changes, it’s even more important 
to recognise that DGHP’s rent arrears remain 
at a good level and this is down to the hard 
work of the teams.  

In the last year our staff have again been 
recognised at our staff awards ceremony – 
where almost 25% of employees received 
training awards and recognition for their 
achievements throughout the year. Through 
investing in staff training we are continuing 
to move closer to our goal of being the best 
Registered Social Landlord in Scotland. 

Without training, and investing in our 
staff, we simply couldn’t deliver excellent 
services to our tenants. Also, central to 
that service delivery is the fact that we 
embrace the ethos of our tenants being at 
the core of everything we do. This ethos is 
further shown in our new company values – 
passionate, united, innovative, dynamic and 
excellent.

I hope you enjoy reading through the Annual 
Report, incorporating our Report Card for 
2017/18.

Chief Executive

02



Chairman’s foreword

I would like welcome you to 
Dumfries and Galloway Housing 
Partnership’s 2017/18 Annual 
Report and Report Card. 

This document looks back 
on the last financial year and 
reflects on the achievements 
and challenges. We always 
want to strive for further 
improvement, however, DGHP 
has had a great year when it 
comes to performance and 
that’s what this Report Card 
demonstrates. 

During this financial year, 
we have been continuing to 
progress the work on our digital 
strategy to improve the way in 
which our customers contact 
and engage with us. A lot of 

work has already been undertaken and this continues to be an ongoing 
high priority.

This year has also seen us deal with uncertain times around welfare 
reform. However, DGHP’s Welfare Benefits Advisors have been out 
and about helping our tenants, making sure they are receiving all the 
benefits to which they are entitled. The welfare benefit advisor post was 
created thanks to DGHP’s District Management Committees (DMCs) 
and a massive £2million in extra income has been generated for our 
tenants.

I’d like to express my thanks to all of DGHP’s Board of Management, 
which is made up of both independent and tenant members. I’d like to 
extend special thanks to Vice Chairman Bill Robertson, who has been 
very supportive throughout the year. Bill has gone above and beyond in 
the last 12 months and has been a delight to work alongside. The Board 
continue to always deliver and excel in their commitment to DGHP. 
I’d like to say a special thank you to Beryl Castle and Jim Steen, who 
both retire this year from the Board. Their contribution, in particular 
in relation to their finance skills, has been invaluable and they will be 
greatly missed from the Board. I’d also like to extend a welcome to our 
new members Maureen Dowden and Heather Macnaughton.

I would also like to take this opportunity to thank all of our volunteer 

tenant members who make up our District Management Committees 
(DMCs). They continue to play an important role in DGHP as they 
continue to challenge the performance information during their 
quarterly meetings where they monitor how we perform, in line with the 
Scottish Social Housing Charter. 

Representatives from the DMCs also come together for the scoring of 
this Report Card. The fact they challenge and validate this information 
throughout the year ensures that what we present to you here is 
an accurate reflection of what our tenants tell us in terms of our 
performance.

I’d like to also extend my thanks to everyone on the Tenants and 
Residents Associations (TARAs), the Federation and those who are part 
of other groups and panels with DGHP.  Throughout the year they work 
with DGHP in an independent capacity and they make sure the voices of 
tenants and residents across the region are heard as they feedback into 
the organisation.

Over the last 12 months we have completed our new-build properties 
at Palmerston View, Lochfield Road, Dumfries and tenants have moved 
into their new homes. The £2.24 million development of 16 properties, 
built by Ashleigh Scotland, was completed ahead of schedule and the 
mix includes Gold and Silver standard properties, which will have a long 
term benefit for tenants with reduced fuel bills. I would like to take this 
chance to thank our funders, Dumfries and Galloway Council and the 
Scottish Government. 

We will be looking at tenant participation over the next 12 months 
and trying to encourage more people to volunteer and get involved 
with DGHP. If you have any ideas or thoughts you’d like to share with 
us on this please contact us. DGHP always puts tenants at the heart of 
everything we do and we need your voice to help create the future. 

Also over the next 12 months we will be looking at the new repairs 
contract and the demand and supply of housing in the region.
 
I hope you enjoy reading through this year’s Report Card, and Annual 
Report. If you would like to speak to anyone about it, please contact our 
Customer Service Centre on Freephone 0800 011 3447. 

Robert Higgins
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WHAT IS THE SCOTTISH SOCIAL HOUSING 
CHARTER (SSHC/the ‘Charter’)?

The Scottish Government introduced the 
“Charter” in April 2012 (updated April 2017) with 
the sole purpose of setting out standards that 
landlords - like DGHP - should be meeting. This is 
to demonstrate that DGHP (and other landlords 
across Scotland) are providing good quality 
services to tenants and other service users.

To measure our performance and to assess if we 
are meeting the standards set out in the Charter, 
the Scottish Housing Regulator asks us to provide 
a wide range of information about our services – 
and they let us know how we compare to other 
Registered Social Landlords (RSLs), including 
local authorities.

WHAT DOES THE REPORT CARD MEAN FOR 
TENANTS OF DGHP?

The information in the Report Card is very 
important to tenants, DGHP as an organisation, 
staff and other service users. We have always 
shared this information widely, but it is now 
presented in this Report Card format. 

The information here tells you how our tenants 
feel we’ve performed in terms of providing 
services and lets everyone see how DGHP 
compares to others in Scotland.

WHO DECIDES WHAT INFORMATION GOES 
INTO THE REPORT CARD?

While it would be impossible to publish every 
piece of performance information we collect, 
we hope that you will see that what has been 
included in this Report Card is comprehensive. 

Members of our Board have worked alongside 
tenants to decide what is included in this 
Report Card, in line with the Charter. Once the 
information was agreed, everyone looked at the 
performance information – compared it to last 
year’s data and the Scottish National Average 
figure - before issuing a star rating accordingly. 
Throughout all of the 19 indicators in this Report 
Card the group have assessed whether or not we 
are meeting the standards in the Charter. 

WHY IS IT IMPORTANT?

This information is how we show and 
demonstrate that we are meeting the standards 
expected of us in the Charter. Tenants wanted 
us to group the standards into the following 
sections -
 
• Tenant satisfaction and complaints
• Quality and maintenance of homes 
• Neighbourhoods 
• Our homes and rents 
• Value for money

Under each of these sections (separated 
by different colours) we have set out the 
information the group felt was the most 
important. 

HOW DO WE KNOW IF DGHP’S 
PERFORMANCE IS GOOD?

DGHP’s Board of Management - along with 
a group of tenants - have looked at this 
information and compared it to our previous 
performance as well as the national average 
before grading.

As well as the star rating please take the time to 

read the text that goes along with each section 
as it explains in more detail the background and 
reasons behind the rating. It also sets out where 
we will focus in the future and how we will aim 
to improve. 

I’D LIKE MORE INFORMATION, WHERE CAN 
I FIND IT?

More information is available from DGHP 
on Freephone 0800 011 3447 or email 
customerservice@dghp.org.uk 

You can also find out more about the 
Charter itself by visiting https://www.
scottishhousingregulator.gov.uk/what-we-do/
how-we-regulate/scottish-social-housing-
charter

YOUR VIEWS ARE IMPORTANT TO US

If you find that when you are reading through this 
document that you would like more information 
then please get in touch with us on the contacts 
above. We are always keen to hear your feedback 
on the content, layout or results within this 
Report Card. Thank you for taking the time to go 
through it.

The format of this Report Card was 
designed following the introduction 
of the Scottish Social Housing Charter. 
Every year we publish information on 
how we perform as an organisation 
and we hope you find this Report Card 
useful and easy to understand.

Following discussions with tenant 
representatives from our District 
Management Committees (DMCs) and 
consideration by DGHP’s Board, we present 
our fifth Report Card which shows our 
performance from April 1, 2017 – March 31, 
2018.

Throughout the year, our tenant members 
on our DMC’s study DGHP’s performance 
at their quarterly meetings. This allows 
them to monitor and scrutinise DGHP’s 

performance throughout the year, which 
leads to this Report Card and our year 
end performance. This Report Card and 
Annual Report is a culmination of all of that 
information.

For 2017/18 we have kept the same format 
as last year, following feedback from 
tenants that it was easier to understand 
in this style. We have kept the star rating 
method, including the use of half stars 
where required (star rating guide below). 
For the 19 indicators you can see our 
performance from this year, last year and 
also the Scottish average. Each indicator has 
been rated following a discussion between 
tenant representatives and the Board. 

DGHP’s governing body, the Board of 
Management, are responsible for the 

information presented here and we are 
reassured that this is a good reflection of our 
performance following the input from our 
DMC representatives, throughout the year. 
As a Board we’d like to say a very big thank 
you to those who gave their input into the 
scoring of DGHP’s performance.
  
From the information here we agree, as a 
Board of Management, that DGHP has met 
the Scottish Social Housing Charter. We 
remain absolutely committed to being the 
best Registered Social Landlord in Scotland 
and, with your support, we believe we can 
achieve this.

DGHP Board of Management

FREQUENTLY ASKED QUESTIONS

STAR RATING GUIDE Excellent

Very Good

Good

Average

Poor

Very Poor

INTRODUCTION

DGHP Board and DMC members assessing 
performance and awarding star ratings



DGHP’s Board and District Management Committee (DMC) members 
remain pleased with this result of 95.2% and feel the importance of it 
speaks for itself.  This result is based on a survey that is carried out on a 
three-year cycle, meaning the performance is the same as last year.

We are pleased that we remain above the Scottish average, which has 
improved slightly on last year and now sits at 90.5%. We are extremely 
pleased that we remain significantly higher than the local peer group 
average of 84.4%.

This is a very important indicator to DGHP, the Board and our tenants 
as it tells us – overall – how tenants view all of our services as a whole. 
However, we will continue to strive for improvement on this and the 
Board and DMCs will be supporting the organisation to continue to drive 
improvement in the year ahead, including the use of mystery shoppers.

This result, like the first one, is based on a survey that is carried out on a 
three-year cycle, meaning the data is from 2017. 

However, as a Board, we are very pleased with this indicator as 95.6% 
of our tenants tell us that DGHP is good at keeping them informed 
about services and decisions. We always want to make sure that 
our tenants and customers can communicate with us in a way that 
is suitable for them and also receive the information they need and 
require about their landlord.

We are very pleased to report that we are much higher than our local 
peer group on this indicator, which is sitting at 73.7%. We have recently 
evolved our long-standing tenant editorial group, made up of tenants 
from across Dumfries and Galloway. Members on the group now help 
create, produce, write for and edit our tenant newsletter. The small 
group are truly acting now as an editorial group and produce a lot 
of material to continually make sure information given to tenants is 
relevant and interesting. 

TENANT SATISFACTION & COMPLAINTS

The percentage of tenants who are satisfied with the 
overall service provided by DGHP

The percentage of tenants who feel that DGHP is 
good at keeping them informed about their services 
and decisions

1

2

95.2%

95.6%

DGHP BOARD AWARD

DGHP BOARD AWARD

DGHP
2017/18

DGHP
2017/18

DGHP
2016/17

DGHP
2016/17

SCOTTISH
NATIONAL
AVERAGE

2017/18

SCOTTISH
NATIONAL
AVERAGE

2017/18

95.2%

95.6%

95.2%

95.6%

90.5%

91.7%

PERFORMANCE

PERFORMANCE
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TENANT SATISFACTION & COMPLAINTS

In this indicator we are pleased to report that 94.5% of our tenants are 
satisfied with the opportunities given to them by DGHP to participate 
in decision-making processes –as per our survey last year. We are also 
pleased that we remain significantly higher than both the Scottish 
average of 85.9% and also our local peer group at 69.6%.

In terms of performance at 94.5% we remain above our own target of 
90%.

All of the work we do within DGHP is carried out with our tenants in 
mind, and we are fiercely proud of this. Two years ago DGHP picked 
up the coveted Gold accreditation with Tenant Participation Advisory 
Service (TPAS) Scotland - achieving one of the highest scores 
ever awarded. However, we are currently looking at increasing and 
improving the ways in which people can engage with us and that will 
be a focus over the next year.

DGHP prides itself on having an open, honest and transparent 
approach when it comes to our complaints and we would always 
encourage people to tell us when things go wrong as this allows us to 
resolve issues and make improvements for the future.

This year we have dealt with slightly less Stage 1 and Stage 2 
complaints than the previous year. This is a very difficult indicator to 
rate as there are a lot of factors that play a role in the outcomes. In 
addition, we are finding that our Stage 2 complaints are becoming 
more complex, and requiring longer to resolve in terms of investigation.

We have seen a reduction in the number of Stage 1 complaints 
responded to within the Scottish Public Services Ombudsman (SPSO) 
timescales and an improvement in the number of Stage 2 complaints 
that are responded to on time. Again, in 2017/18 there were no 
complaints relating to equality or diversity issues, demonstrating 
that we treat all of our customers fairly and with respect. We remain 
below the Scottish and peer group average on both Stage 1 and 2 
response times.  The Scrutiny Panel will soon be starting to look at the 
complaints process.

The percentage of tenants satisfied with the 
opportunities given to them by DGHP to participate 
in decision-making processes

The percentage of 1st and 2nd stage complaints, 
including those related to equalities issues, 
responded to in full in the last year, that were 
resolved by DGHP and the % upheld

3

4

94.5%

DGHP BOARD AWARD

DGHP BOARD AWARD

DGHP
2017/18

DGHP
2016/17

SCOTTISH
NATIONAL
AVERAGE

2017/18

94.5%

94.5%

85.9%

PERFORMANCE

PERFORMANCE

Complaints responded to
Our performance Trend
Stage 1 – 594 Decreased from 635 last year
Stage 2 – 74 Decreased from 97 last year

Complaints upheld
Our performance Trend
Stage 1 – 366 Decreased from 410 last year
Stage 2 – 29 Decreased from 49 last year

Complaints responded to within Scottish Public Services Ombudsman (SPSO) 
timescales
Our performance Trend How we compare

Stage 1 – 435
73.2% of all stage 1 complaints received 
were responded to within the SPSO 
timescales

Dropped 
from 81.9% last year

DGHP is below the Scottish 
average of 86.2%

Stage 2 – 44
60.3% of all stage 2 complaints received 
responded to within SPSO timescales

Increased 
from 44.9% last year

DGHP is below the Scottish 
average of 83.4%
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QUALITY & MAINTENANCE OF HOMES

We remain pleased with this result as we want our tenants to be 
satisfied with their home. 

This is another question from the three-yearly survey and is the same 
as last year therefore we remain below our own target (by less than 
1%) however we are above the Scottish average of 87.9% and our peer 
group average of 73.7%.

In the financial year 2017/18 we installed 61 door entry systems, 
including entrance doors, 79 standard bathrooms, 166 aids and 
adaptation bathrooms, including wet-floor bathrooms as well as 69 
other aids and adaptation works (including ramps) and 54 kitchens. 
We also carried out 713 heating replacements, including energy 
efficiency works and carried out 16 window replacements.

The percentage of existing tenants satisfied 
with the quality of their home

5 94.2%

DGHP BOARD AWARD

DGHP
2017/18

DGHP
2016/17

SCOTTISH
NATIONAL
AVERAGE

2017/18

94.2%

94.2%

87.9%

PERFORMANCE

This is a question that we now ask our tenants throughout the year 
when houses are allocated - this is carried out by an independent 
survey company, and helps us monitor this continually. During the 
last year we re-let 925 properties, and carried out interviews with 551 
people.

Although the level of satisfaction has gone down from 96.1% last year, 
we remain above our target of 85% and are better than the Scottish 
average of 90.2%. We also remain significantly higher than our peer 
group average of 76.7%. Our tenant DMC and Board members have 
awarded 4 stars in reflection of this drop. 

Analysis of the feedback showed that issues other than void repair 
standard (including cleanliness and decoration) could have influenced 
some responses. This has been reviewed and the questions are now 
more focused and specific to the standard of the home. 

The percentage of tenants satisfied with the 
standard of their home when moving in

6 91.5%

DGHP BOARD AWARD

DGHP
2017/18

DGHP
2016/17

SCOTTISH
NATIONAL
AVERAGE

2017/18

91.5%

96.1%

90.2%

PERFORMANCE
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QUALITY & MAINTENANCE OF HOMES

As a Board, supported by our DMC representatives, we remain 
absolutely delighted with the performance reported here. Our 
performance this year is, on average, 10.2 minutes slower than last 
year, but given the rural area we live and work in, this is a brilliant 
statistic.

To be able to complete repairs, right across the region, in 2.3 hours is 
excellent.

In total last year we completed 12,121 emergency repairs – 1,124 more 
than last year. This figure does not include emergency repairs carried 
out during out-of-hours.

We are delighted with the results of this indicator as we know how 
important it is to our tenants. We are also delighted to be ahead of the 
Scottish average of 4 hours (an improvement on last year) and the 
local peer group at 2.6 hours. 

The average length of time taken to complete 
emergency repairs

7 2.3 HOURS

DGHP BOARD AWARD

DGHP
2017/18

DGHP
2016/17

SCOTTISH
NATIONAL
AVERAGE

2017/18

2.3 HRS

2.1 HRS

4 HRS

PERFORMANCE

This year we carried out 24,492 non-emergency repairs across the 
region – a decrease of 4,467 on the previous year. 

Our research indicates that we continue to carry out more types of 
repairs as responsive (as opposed to planned) than most landlords 
and this is shown in our levels of tenant satisfaction with our repairs 
service. We are pleased with our performance of 7 working days for this 
indicator.

We are pleased that this figure is within our target - the Scottish 
and peer group averages of 6.4 days have also both improved. 
The improvement in the Scottish average is notable; however, the 
difference in time between us and the average is 14.1 hours.

The average length of time taken to complete non-
emergency repairs

8 7 WORKING DAYS

DGHP BOARD AWARD

DGHP
2017/18

DGHP
2016/17

SCOTTISH
NATIONAL
AVERAGE

2017/18

7 DAYS

7.7 DAYS

6.4 DAYS

PERFORMANCE
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QUALITY & MAINTENANCE OF HOMES

This indicator tells us the percentage of reactive repairs appointments 
carried out in the last year, that were complete right, first time. 
In 2017/18 a total of 24,492 reactive repairs were carried out, with 
22,534 of those being complete right, first time.

We can see here continued improvement of 1% on last year and we 
remain above target, however, we are below the Scottish average by 
0.2%. In terms of numbers this is equivalent to approximately 60 
repairs (out of almost 25,000)

It’s important to note that all of our non-emergency repairs are within 
the scope of this figure, regardless of the complexity of the work. The 
age and diversity of our stock in comparison to others remains a factor 
– primarily as a greater range of materials are required to carry out and 
complete works.

The percentage of reactive repairs carried out in the 
last year completed right, first time

9 92%

DGHP BOARD AWARD

DGHP
2017/18

DGHP
2016/17

SCOTTISH
NATIONAL
AVERAGE

2017/18

92%

91%

92.2%

PERFORMANCE

This indicator – the percentage of repairs appointments kept – is 
always a very important one for tenants. We fully understand that for 
you, our tenants, completing a repair first time and at a time that is 
convenient for you are important factors – and for many, even more 
important than how long it takes to carry out the repair. 

Our contractors kept 96.2% of appointments in 2017/18 – a very slight 
drop on last year’s (96.6%) – this equated to 24,935 out of 25,933 
appointments made. We remain well above our target and better than 
the Scottish average of 95.5% and our peer group (93.7%)
We know that keeping appointments is very important to our tenants 
and we always listen to your feedback on this. We will continue to work 
with our contractors to maintain this.

The percentage of repairs appointments kept

10 96.2%

DGHP BOARD AWARD
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DGHP
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NATIONAL
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96.2%

96.6%

95.5%

PERFORMANCE
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We have seen a reduction in the percentage of tenants who have had 
repairs and maintenance work in the last 12 months that are satisfied 
with the service. This reduction from 99.4% to 93.7% has been 
reflected in the star rating for this indicator.

This is one of the questions we ask our tenants continually through 
the year, through an independent satisfaction survey company, as and 
when repairs are completed. The surveys are carried out within one 
month of the repair being completed as this provides us with the most 
accurate feedback. 

Similar to indicator six we have analysed the feedback from the 
surveys and reviewed the way in which the questions are focused to 
ensure the information we collect is relevant – this is already showing 
an improvement in satisfaction. 

Although we are just below target of 95%, we remain above the 
Scottish average of 92.1% and significantly above the peer group 
average of 80.2%

The percentage of tenants who have had repairs or 
maintenance carried out in the last 12 months that 
are satisfied with the service

11 93.7%

DGHP BOARD AWARD
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SCOTTISH
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93.7%

99.4%

92.1%

PERFORMANCE

We are pleased to say that again we have achieved 100% on this 
indicator. This indicator is all about the safety of our tenants, which is 
paramount, and we wouldn’t want to see any other figure than 100%. 
We are hugely proud of achieving 100%, especially with the Scottish 
average at 99.8%.

We would like to thank all of the staff involved in achieving this result 
–team work on this is what gets this result.  It’s also very important 
to note that this work is carried out on around 8,000 properties right 
across Dumfries and Galloway – and we believe this 100% figure is 
achieved through close monitoring and good communication. Well 
done everyone for putting the safety of our tenants first.

The percentage of properties that require a gas 
safety record which had a gas safety check and 
record completed by the anniversary date

12 100%

DGHP BOARD AWARD

DGHP
2017/18

DGHP
2016/17

SCOTTISH
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100%

100%

99.8%

PERFORMANCE

QUALITY & MAINTENANCE OF HOMES
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This indicator is the figure for measuring the level of energy efficiency in 
our properties.

Our performance remains the same, however the Scottish average 
has increased slightly. For us, this indicator is about compliance with 
the Energy Efficiency Standard for Social Housing (EESSH) and a 
lot of work is being undertaken to meet this for 2020. The aims of 
EESSH are to improve the efficiency of social housing in Scotland and 
to help reduce energy consumption, fuel poverty and the emission of 
greenhouse gases. 

We remain committed to improving our homes to the highest energy 
efficiency standards and are leading the way in many areas of this. 

The percentage of properties at or above the 
appropriate NHER or SAP ratings specified in element 
25 of the SHQS, as at 31 March each year

13 97.1%

DGHP BOARD AWARD
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PERFORMANCE

QUALITY & MAINTENANCE OF HOMES

NEIGHBOURHOODS

This indicator is a difficult one to define and to rate because the 
perception that one person has of a well-managed neighbourhood is 
very different to someone else’s. In addition, there are so many factors 
that make up a neighbourhood and there are many areas that DGHP, 
as your landlord, is not responsible for. 

We have continued to focus on this, and making our tenants aware of 
what DGHP is, and isn’t, responsible for. This figure is another that is 
part of the large scale three year survey, therefore our figure remains 
the same. Despite improvements in the Scottish average to 88% (and 
our peer group at 71.4%) our performance remains very good and 
above our target.

The percentage of tenants satisfied with the 
management of the neighbourhood they live in

14 91.9%
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NEIGHBOURHOODS

Again we are pleased to report that we resolved 100% of our antisocial 
behaviour cases within our locally agreed targets – as agreed with 
tenants. However, the figure here of 86.9% relates to the number 
of cases opened and resolved within the reporting year, in line with 
how the Scottish Housing Regulators asks us to measure this. In the 
reporting year to end of March 2018, 370 cases were resolved.

This definition means that some cases, which are reported and not yet 
fully resolved, result in the figure being less than 100%. For example - a 
case received towards the end of the reporting year in March would 
be impossible to resolve in the time allowed before the end of the 
reporting period – this is classed here as still ongoing at 31st March. 

This is an indicator our tenants tell us is not very important to them 
and is low priority as all it measures is if we open and resolve a case 
within the reporting year. 

For DGHP there are, on average, 4.1 cases per 100 tenants compared to 
a Scottish average of 7.5 per 100. Tenants on the group, and the Board, 
awarding star ratings congratulated the team on achieving these 
results in what are very difficult and sensitive matters. 

The percentage of antisocial behaviour cases 
reported in the last year which were resolved within 
locally agreed targets 

15 86.9%
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This can be an indicator of social and economic factors but it is not 
always within the control of the landlord to set targets on housing 
becoming empty. It is also noted that our local peer group had a similar 
turnover rate of 9.4%. 

A total of 943 properties became vacant in 2017/18 and we re-let 925. 

Our average time to re-let these properties was 26.4 days, an 
improvement on the 30.5 days in the previous year – a great result 
based on increased promotion of our available properties and 
contacting applicants direct about their choices.

The Scottish average has also increased to 8.6% and our peer group 
sits at 9.4%.

The percentage of lettable houses that became 
vacant in the last year

16 9.3%
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VALUE FOR MONEY

This indicator specifically measures how much rent we could collect - but 
can’t - because some tenants and former tenants don’t pay. Despite difficult 
economic conditions for our tenants, and the roll-out of Universal Credit, this 
remains an excellent result for DGHP – and improved on last year. 

We continue to promote the message of Rent First to help our tenants focus 
on the importance of paying their rent, supporting people when they need it 
and thanking those who pay on time. In addition, the continued work of our 
Welfare Benefits Advisors in helping people with their benefits, has proven 
hugely beneficial.

Our performance in managing the rent money still owed is very good and is 
much better than other organisations in Scotland. Our figure also includes 
former tenant arrears that have been written off in the year. The total rent 
owed by our current tenants as at March 2018 was approximately £927,000.

Please note - on this indicator a lower percentage indicates better performance

This indicator measures how much rent DGHP loses each year because 
some properties are sitting vacant. 

There has been a significant improvement in the Scottish average from 
0.87% to 0.74% on this indicator however we remain better than this. 
We are also in a better position than our peer group, who sit at 0.99%.
This year, there was an improvement of £27,919. The percentage of rent 
lost is also better than our target and the Scottish average.

This figure is affected by the fact that some properties and property 
types in certain areas have less demand. We have carried out a number 
of initiatives to promote and let these properties, including looking at 
the void standard of properties and wider advertisement of them on 
our website and social media. These have all had a significant impact 
in bringing this figure down.

On this indicator being below target indicates better performance.

The gross rent arrears (all tenants) as at 31 March 
each year as a percentage of rent due for the 
reporting year

The percentage of rent due lost through properties 
being empty during the last year

17

18

3.58%

0.68%
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VALUE FOR MONEY

This is the final indicator and this one lets us know whether our tenants feel 
their property and services are value for money. This remains the same as last 
year, due to being surveyed on the three year cycle.

This one missed target by less than 1% but we are pleased that we remain in 
a better position than the local peer group average (at 67.7%) and also the 
Scottish average of 83.2%. 

Finally...

We hope that through reading this Report Card you will be able to see how we 
are performing. As well as letting you know where performance is good, we 
are also highlighting the areas needing improvement. We are pleased with the 
improvements we have made this year, in the areas we promised to improve 
last year. In addition, we now turn to the year ahead to focus on maintaining 
the performance where it’s good and improving where we need to.

We are absolutely committed to delivering the very best services to you, all of 
the time, at good value for money. We want to encourage you to let us know 
when that happens, and when it doesn’t, to allow us to improve for the future.

The percentage of tenants who feel that the rent for 
their property represents good value for money

19 83.3%
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ANNUAL ACCOUNTS 2017/18

DGHP’s accounts for the year to March 2018 show a surplus before 
pension scheme adjustments of £6.1million, compared to £5.9million in 
2016/17. The cumulative reserves now total £16.3million.

In addition to rental income of £39.9m, DGHP also received revenue 
grants from the UK and Scottish Governments and Dumfries 
and Galloway Council of approximately £1m for the Temporary 
Accommodation Project, the Young Person’s Project and adaptations to 
the homes of our tenants. The Big Lottery also contributed £85,000 to 
the Young Person’s Project.                                                                            

DGHP’s repairs spend was £8.9m and investment spend was £6.9m 
before the capitalisation of components required by the accounting 
standard FRS102.

Following the staff restructure in 2016/17, staff costs fell to £7.6m, 
compared to £8.4m in 2016/17. Overheads rose, from just under £3m in 
2016/17 to £3.25m, as we began our Digital Strategy Project, which will 
bring about major changes in how our customers can access our services 

and in DGHP’s use of technology to achieve customer service excellence, 
and as we prepared for the roll out of Universal Credit.

A total of 30 new homes for rent were completed in 2017/18, as the 
regeneration projects in Dumfries and Stranraer came to an end and 
homes were built in Lochmaben. A total of 34 homes were sold in 2017/18 
as the Right to Buy (RTB) ended, compared to 115 sold under RTB in 
2016/17.

DGHP secured a loan of £5m from Allia, the second of three £5m 
tranches backed by the Scottish Government, in March 2018. This is a 
ten-year fixed rate loan and will fund the development of approximately 
80 new homes. This contributed to a cash balance of £41.1m at March 
2018; the Business Plan projects that the cash balance will be exhausted 
by mid-2020/21 as major investment and new build contracts progress.
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ANNUAL ACCOUNTS 2017/18
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STATEMENT OF INCOME

Income 2017/18 2016/17

£000 £000

Rent and Service Charges 39,881 38,571

Other Income 2,005 2,252

Shared Equity Sales 3,059 2,220

Grants 1,051 956

45,996 43,999

Costs

Investment 1,267 940

Responsive Repairs 6,759 6,374

Cyclical Repairs 2,143 2,041

Staff and Overheads 11,102 11,350

Bad Debts 470 499

Housing Depreciation 7,245 6,919

Other Costs 993 993

Shared Equity Costs 3,125 2,308

33,104 31,424

Operating Surplus 12,892 12,575

Loss on disposal of fixed assets (inc RTB) (451) (506)

Interest Receivable 194 190

Interest Payable (7,577) (7,317)

Movement in Fair Value of Loans 1,063 968

Surplus for the Year 6,121 5,910

Change in Pension Liability 4,452 (2,297)

Retained Surplus 10,573 3,613

STATEMENT OF FINANCIAL POSITION

2017/18 2016/17

£000 £000

Fixed Assets

Housing Properties

Cost 273,994 264,043

Depreciation (61,610) (54,988)

Other Fixed Assets 359 393

212,743 209,448

Current Assets

Shared Equity Houses for Sale 2,776 5,738

Rent Arrears 1,202 1,189

Other amounts owed to DGHP 2,484 3,238

Cash 41,148 31,661

47,610 41,826

Amounts payable by DGHP 
within one Year (7,649) (10,668)

Net Current Assets 39,961 31,158

Amounts payable by DGHP 
after more than one Year

HAG and other grants (72,824) (71,289)

Loans (161,423) (157,486)

Pension liability (2,205) (6,152)

(236,452) (234,927)

Total Net Assets 16,252 5,679

Retained Surplus 16,252 5,679



ANNUAL ACCOUNTS 2017/18 continued
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STATEMENT OF CASHFLOW
2017/18 2016/17

£000 £000

Cash at 1 April 31,661 23,645

Income
Rents Received 39,595 38,691
RTB Sales Income 1,358 4,533
Other Income 3,579 3,395
Shared Equity Sales 1,870 1,419

Operating Income 46,402 48,038

Expenditure
Housing Repairs 10,236 9,547
Housing Investment 6,924 4,242
Staff and Overheads 10,321 11,494
RTB Sales - DGC Share 2,309 3,133
Other 59 1,055

Operating Expenditure 29,849 29,471

Operating Cashflow 16,553 18,567

New Build Housing (7,128) (13,659)
Grants 2,062 5,099

Development Cashflow (5,066) (8,560)

Interest Paid
Interest Received 131 117
Interest Paid (7,131) (7,108)
Loan Drawn 5,000 5,000

Financing Cashflow (2,000) (1,991)

Net Cashflow in the Year 9,487 8,016

Cash at 31 March 41,148 31,661



DGHP’S BOARD OF MANAGEMENT
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DGHP’s Board of Management provides the strategic direction of 
the company.

Our Board is very active in all work undertaken by DGHP, often out 
and about at events ranging from the handover of new homes to 
presentations of money to local groups and organisations.

Our Board’s main responsibilities:

• 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 recruit 
new Board members annually.

For more information on how to get involved, contact the 
Customer Service Centre on 0800 011 3447 
or visit our website at www.dghp.org.uk

DGHP’s Board of Management (missing is Beryl Castle)
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