











. UK Occupier Satisfaction Index 2008 - Key Findings

Industry Challenge What Occupiers Say o
Perceived
Change 2007-¢
Flexibility B 7 in 10 can find property that meets their needs Sadsthibniwith lede
B Flexibility is improving as landlords take occupier planning cycles flexibility| infterms of lease +34%
into account length and ability  to break
W Organisations with strong brands and covenants are able to secure better terms
B The assignment and sub-letting process is a cause of dissatisfaction for Satlsfac'tlon Wi ﬂeX|b|I|t.y' o
. [ leases|in terms of the ability; to +6%
| in 3 occupiers |
assign/and sub:-let
B There is a perception that the property market will soften and that this
will favour the occupier Ability to findlproperty of the /
B Compliance with the Lease Code is perceived to be inconsistent right size and location n/a
Satisfaction with specifications n/a
and build quality
Partnership B Communication and understanding of occupiers’ needs have improved Satisfaction with level and style +20%
in recent years of communication |
B Communication is too focused around lease events and needs to
be consistent throughout the contract period Satisfaction with the property
B Larger landlords are making swifter progress with communication indgstry’s understanding of +15%
and relationship building their needs
Feeling a “valued customer”
cling dvalliediou n/a
of the property industry
Responsiveness H Nearly 2 in 5 think that responsiveness is poor Satisfaction with o
M The quality and speed of the response is variable but larger landlords responsiveness to requests +3%
are perceived to be better
B Satisfaction with facilities services could be improved through more
“hands-on” management Satisfaction with facilities n/a
Bl Responsiveness to applications for consent is considered poor R
Satisfaction with quality of
service provided by property n/a
advisors, property lawyers and
other property professionals
Sustainability M There is lots of talk about sustainability but occupiers want to see Progress in implementing best +54%0
more action practice in environmental
B Environmental solutions are needed for older building stock initiatives
H Energy consumption, waste management and sustainable development
are the issues that occupiers would most like the industry to address
Value for money | B Occupier pressure rather than supplier action is perceived to have Satisfaction with availability of
driven improved service charge value for money lease terms at a price willing +11%
B Occupiers demand greater transparency and more competitive to pay
procurement
B Some feel that managing agents do not have enough incentive to keep Value for money for service Ly
costs down charges +7%
B Occupiers perceive that compliance with the Service Charge Code
is variable and that larger landlords are better Overall value for money
B Current rental levels make the UK an expensive place to do business provided by the property -6%
industry

*These figures show the percentage of occupiers who think that performance has got better, less the percentage of occupiers who think
performance has got worse, over the past |2 months.Where the perceived change question was not asked, this is indicated by “n/a”.
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M “Five years ago | would have rated lease flexibility as ‘poor’. There is now
recognition that the dynamics of the business planning cycle have changed
demand.’

M “|'ve just done an assignment and it was a painful experience. There were
so many parties involved it was like trying to herd fish.”

M “lIt/is evident that the slowdown in the retail sector is causing more
property to become available all the time.”

W ‘There's a lot of lip service going on with the Lease Code”
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M iMihere needs to be a true partnership arrangement where both sides
understand each lother's business ... there needs to be more give and take.”

M |'Mhe|big players are really concentrating on communication but the vast
majority| of landlords have a long way to go.”

M 'l would like a call|to say ‘How are things going? What can we do to
improve the lexperience?’

M {Owners need better internal communication and to provide better
continuity of personnel’!
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M “‘Some of the larger property owners seem more aware of tenants' needs
and concerns, particularly around dilapidations.”

M ‘Managing agents do not communicate...so that the tenant ends up feeling
abandoned and assumes that nothing is being done.”

M “‘Real estate people...don't want to know about blocked toilets. Facilities
needs ‘hands-on’ management and that is how you retain clients. They want
a quick win and walk away.”

M ‘The major issues are things like getting consents. Some landlords can be a
real impediment to getting things done and hassle over trivial things.”
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M ‘Environmental progress has started to improve dramatically in the last 12
months.|.. The property industry has suddenly realised the importance.”

M| ‘Mhey're making|a lot of noise and there's a lot of awareness but I'm not
entirely sure how much progress has been made.”

M “New |builds|are taking this into consideration but it's very expensive to
enhance existing stock and so this is a problem that needs addressing.”
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M “Value for money has improved and is better than it has been for a long
time. This is partly the result of constant pressure from occupiers.”

M “There is still a lack of transparency and accountability. They don't submit
accounts until we demand them.”

M ‘‘They pay lip service to competitive tendering, but in reality there is very
little drive to achieve value for money for service charges.”

M ““‘Adoption of the Service Charge Code varies across the industry with the
institutional landlords more likely to comply.”

M ‘We've just opened a low cost processing centre in Poland. The UK is poor
value compared with Europe.”

1
I = % of occupiers rating ‘very poor’ or ‘poor’

ﬁ= % of occupiers rating ‘average’

[ ]
1 = % of occupiers rating ‘good’ or ‘excellent’




