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Commercial occupiers are less satisfied with their landlords compared to last year, according to the sixth
annual Occupier Satisfaction Survey from the Property Industry Alliance.

The latest results mark an end to consecutive years of improvements in occupier satisfaction and
highlight clear opportunities for improvements in service. The survey is based on feedback from occupiers
across all commercial sectors.

Sustainability remains the lowest scoring area in terms of tenant satisfaction, achieving just 3.8 out of 10.
This is despite a high level of importance attached to this issue by occupiers.

However changes to leasing processes are clearly being welcomed by occupiers with scores in this area
increasing from 5.5 in 2010 to 6.1 in 2012. However, it was perceptions of service charge arrangements
that have seen the greatest continuous improvement over the past three years, with satisfaction levels
rising by a total 5%.

SMEs are notably less content than larger occupiers, the report found, with 40% of respondents reporting
dissatisfaction with service, compared to just 10% of larger occupiers.

In sector terms, retail occupiers are the least satisfied, reporting levels of 4.7 overall.

John Story, chairman of the PIA Occupier Satisfaction Survey Steering Group, said: “Action is clearly
neededto address the ongoing dissatisfaction reported by occupiers – particularly given the current
supply-demand gap in this market and the need for owners to gain competitive advantage. Sustainability,
the management and delivery of service charges and the lack of knowledge of the occupiers’ business are
key issues requiring improvement.

“Whilst some of the scoring has shown some improvement, and whilst there is good evidence to show
some really good service, there is still much further to go. Fifty per cent and below is a disappointing
rating which clearly shows that there is still much dissatisfaction in the market.”

The Occupier Satisfaction Survey is sponsored by the Property Industry Alliance, whose members are the
Association of British Insurers (ABI), Association of Real Estate Funds, the British Council for Offices (BCO),
the British Council of Shopping Centres (BCSC), the British Property Federation (BPF), the Investment
Property Forum (IPF) and the Royal Institution of Chartered Surveyors (RICS).

For full coverage of the report, see this Friday’s issue of Property Week.
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