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The Perceptions Gap icH

A Commissioned research of Leaseholders & Landlords 2015
A Core Group of major Landlord®Round Table Sessions
A National survey of 756 Leaseholders (LEASE database)
A Survey of 32 Landlords
AFocus Group meetings with Leaseholders and Landlords
A Academic support from University of Birmingham
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Consultation, Involvement, Engagemen
and Transparency

1. Majer works aetais

2. Contracior procurement

3. Standards and expectations
4., [Leasenolder Scrutiny



Leaseholder responses

Online Leaseholder survey 756 responses in 2 weeks

A 59% unhappy or very unhappy with Major Works

Information
A 61% dissatisfied or very dissatisfied with the breakdown

of costs
A 61% poor or very poor Major Works Consultation

A 54% dissatisfied or very dissatisfied with Scheduled
Future Works information



- CKH
Leaseholder Perceptions -

G¢CKSNBE gl a Iy X
GO2y adzt G GA2YE
clear that all the decisions
had already been taken and

Oz2dzZ Ry Qi 0S ¢

VEE

www.crosskeyshomes.co.uk



Leaseholder Perceptions Cost and Value

A57% unhappy or very unhappy with communication on
the annual service charge

A52% dissatisfied or very dissatisfied about the way they
were billed for their works

A71% rated value for money poor or very poor in the most
recently completed works

AClear correlation between satisfaction with how provider
consulted and overall satisfaction with works



Perceptions: Information & Communication
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no information about the available options, no
information how the contractors were chosen.

At least, such information can be provided
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Fairness and Transparency
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both times. Nothing provided to the TMO.
Major Works Dept. (leaseholder Services) has problems gettin
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Problems and Issues
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differences between estimates and
actuals.

Multiple schemes carried out at the
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Useful Approaches
4
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Valued Engagement
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The Perceptions Gap

A Gap between engagement leaseholders want and what is promised anc
provided

A Improved leaseholder satisfaction with engagement results in improved
satisfaction overall but few examples showed recognition of this

A Staff overwhelmingly crying out for online resource tools for
Leaseholder engagement
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Independent-Sources:ef Support

cc: quinn.anya https://www.flickr.com/photos/53326337@N00
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