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The Perceptions Gap

Á Commissioned research of Leaseholders & Landlords 2015

ÁCore Group of major Landlords ςRound Table Sessions

ÁNational survey of 756 Leaseholders  (LEASE database)

ÁSurvey of 32 Landlords

ÁFocus Group meetings with Leaseholders and Landlords

ÁAcademic support from University of Birmingham



cc: orangebrompton - https://www.flickr.com/photos/31153174@N00



The Key to Engagement Success

Build 
Trust

Educate 
Leaseholders

Provide 
excellent 

information

Be transparent

Plan timely 
engagement

Demonstrate 
VFM & provide 

payment 
options

Demonstrate a 
positive 
attitude



Consultation, Involvement, Engagement 
and Transparency

1. Major works details

2. Contractor procurement

3. Standards and expectations

4. Leaseholder Scrutiny



Online Leaseholder survey 756 responses in 2 weeks

Å59% unhappy or very unhappy with Major Works 
Information
Å61% dissatisfied or very dissatisfied with the breakdown 

of costs 
Å61% poor or very poor Major Works Consultation 
Å54% dissatisfied or very dissatisfied with Scheduled 

Future Works information 

Leaseholder responses



Leaseholder Perceptions 

άŎƻƴǎǳƭǘŀǘƛƻƴ ǿŀǎ ƻƴƭȅ 
available during the day, 
ǿƘŜƴ ǿŜ ŀǊŜ ŀǘ ǿƻǊƪέ

ά¢ƘŜǊŜ ǿŀǎ ŀƴ ŜȄŜǊŎƛǎŜ ŎŀƭƭŜŘ 
άŎƻƴǎǳƭǘŀǘƛƻƴέΣ ōǳǘ ƛǘ ǿŀǎ 
clear that all the decisions 

had already been taken and 
ŎƻǳƭŘƴΩǘ ōŜ ŎƘŀƴƎŜŘέ

ά¢ƘŜǊŜ ƛǎ ŀƴ ŀǘǘƛǘǳŘŜ ǘƘŀǘ 
ǘƘŜȅ ŘƻƴΩǘ ƘŀǾŜ ǘƻ ŜƴǘŜǊ ƛƴǘƻ 

meaningful consultation ς
only do the barest to satisfy 

legislation

ά²Ŝ ǿŜǊŜ ƛƴǾƛǘŜŘ ǘƻ ƳŜŜǘƛƴƎǎΣ ōǳǘ ƴƻǘ ǊŜŀƭƭȅ ƭƛǎǘŜƴŜŘ ǘƻΦέ



Leaseholder Perceptions ςCost and Value

Å57% unhappy or very unhappy with communication on 

the annual service charge

Å52% dissatisfied or very dissatisfied about the way they 

were billed for their works

Å71% rated value for money poor or very poor in the most 

recently completed works 

ÅClear correlation between satisfaction with how provider 

consulted and overall satisfaction with works



Perceptions: Information & Communication 

ά±ŜǊȅ ōŀǎƛŎ ƛƴŦƻǊƳŀǘƛƻƴ ǇǊƻǾƛŘŜŘ ƛƴ ŀ ƭŜǘǘŜǊ ǿƛǘƘ 
option to go to offices to see more detail which is 
ƻŦǘŜƴ ƴƻǘ ǇƻǎǎƛōƭŜ ŦƻǊ ŜƭŘŜǊƭȅ ǊŜǎƛŘŜƴǘǎΦέ

άtƻƻǊ ŎƻƳƳǳƴƛŎŀǘƛƻƴΦ ¢ƘŜȅ Ŏŀƴϥǘ ŜǾŜƴ 
tell me if the work scheduled for 
WŀƴǳŀǊȅ Ƙŀǎ ōŜŜƴ ŘƻƴŜ  όƛǘǎ WǳƴŜΗΗύΦέ

ά bƻ ƛƴŦƻǊƳŀǘƛƻƴ ŀōƻǳǘ ǘƘŜ ƴŜŜŘ ŦƻǊ ǘƘŜ ǿƻǊƪǎΣ 
no information about the available options, no 
information how the contractors were chosen. 

At least, such information can be provided 
ƻƴƭƛƴŜ ǿƛǘƘ ƳƛƴƛƳŀƭ ŎƻǎǘΗέ



Fairness and Transparency

ά{ŜŎƻƴŘ ƳŀƧƻǊ ǿƻǊƪǎ ǳƴŘŜǊǿŀȅΦ aƛƴƛƳŀƭ ƛƴŦƻǊƳŀǘƛƻƴ ǇǊƻǾƛŘŜŘ 
both times. Nothing provided to the TMO.

Major Works Dept. (leaseholder Services) has problems getting 
ŘŜǘŀƛƭǎ ŦǊƻƳ ǘƘŜ ǘŜŀƳ ǳƴŘŜǊǘŀƪƛƴƎ ǘƘŜ ǿƻǊƪǎέ

ά¢ƘŜ ōǊŜŀƪŘƻǿƴ ƴŜŜŘǎ ǘƻ ōŜ ŎƭŜŀǊ ǘƘŀǘ 
Leaseholders are not paying a 

disproportionately larger
share of the cost of the major work than 

ǘƘŀǘ ōŜƛƴƎ ǇŀƛŘ ōȅ ǘŜƴŀƴǘǎΦέ



Problems and Issues

ά[ŀŎƪ ƻŦ ǘŜŎƘƴƛŎŀƭ ƪƴƻǿƭŜŘƎŜκ 
ŘŜǘŀƛƭǎ ƻŦ ǎŎƘŜƳŜ ōȅ ƻŦŦƛŎŜǊǎέ

ά5Ŝƭŀȅǎ ƛƴ ǇǊƻŎǳǊŜƳŜƴǘ 
mean lengthy gaps between 
Ŏƻƴǎǳƭǘŀǘƛƻƴ ǎǘŀƎŜǎέ

ά[ŀǊƎŜ Ŏƻǎǘǎ ǇŀǎǎŜŘ ƻƴ ŀƴŘ ōƛƎ  
differences between estimates and 

actuals. 
Multiple schemes carried out at the 

ǎŀƳŜ ǘƛƳŜΦέ

άbƻǘ ŎŀǊǊȅƛƴƎ ƻǳǘ ǘƘƻǊƻǳƎƘ 
surveys of each property to 
include in the major works 

programme. 

This escalates the costΦέ



Useful Approaches

άtƘƻǘƻƎǊŀǇƘƛŎ ŜǾƛŘŜƴŎŜ ƻŦ 
ǇǊƻōƭŜƳǎ ǊŜǉǳƛǊƛƴƎ ŀǘǘŜƴǘƛƻƴέ

άCƛǾŜ ȅŜŀǊ ǇƭŀƴƴŜŘ 
programme produced 

and sent to 
ƭŜŀǎŜƘƻƭŘŜǊǎέ

ά[ŜŀǎŜƘƻƭŘ ǎǘŀŦŦ ŀǘǘŜƴŘƛƴƎ ǎƛǘŜ 
progress meetings to obtain 
ƛƴŦƻǊƳŀǘƛƻƴ ŦƛǊǎǘ ƘŀƴŘέ

άIŀǾƛƴƎ ŀ 
centralised single 

point of contact for 
queriesέ



Valued Engagement

άLƴǾƻƭǾŜ ƭŜŀǎŜƘƻƭŘŜǊǎ ŦǊƻƳ 
an early stage, when a 
programme is being 
considered not when it has 
ōŜŜƴ ŦƛƴŀƭƛǎŜŘέ

ά²Ŝ ƘŀǾŜ ǊŜŎŜƴǘƭȅ ƛƴǘǊƻŘǳŎŜŘ ŀ Ŧƛƴŀƭ 
step in the process whereby the 
contractor and in house surveyor 

visits each leaseholder after works are 
complete and asks them to sign a 
ŦƻǊƳ ǘƻ ǎŀȅ ǘƘŜȅ ŀǊŜ ǎŀǘƛǎŦƛŜŘΦ ά

ά{ǘŀƴŘŀǊŘƛǎŜ ǘƘŜ ǇǊƻŎŜǎǎΦ IŀǾŜ 
more staff trained to respond to 
queries correctly the first time

ŀǊƻǳƴŘΦέ

άŘŜǾŜƭƻǇ ŎƭŜŀǊ ŦƛǾŜ ȅŜŀǊ 
programmes and 
ŜǎǘƛƳŀǘŜǎέ



The Perceptions Gap

Å Gap between engagement leaseholders want and what is promised and 
provided

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

Å Staff overwhelmingly crying out for online resource tools for 
Leaseholder engagement



The Key to Engagement Success
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cc: Jason Pier in DC - https://www.flickr.com/photos/73184641@N00

Leaseholder-led Strategy



Independent Sources of Support

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



Planned Works

cc: Tymtoi - https://www.flickr.com/photos/55178708@N08


