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INTRODUCTION 

The purpose of this report is to advise Committee of the key findings from the 
Commercial Tenant Survey December 2009. 

A survey was issued to all the Council’s commercial and industrial tenants during 
Autumn 2009 which asked a wide range of questions, and this report will summarise 
a number of the key findings. 

BACKGROUND 

Property Services conducted a survey of the Council’s commercial and industrial 
tenants in 2007 and whilst the findings of this survey were very good overall, to 
ensure continuous improvement a further survey was undertaken to measure the 
Division’s performance. 

Approximately 800 surveys were issued of which 162 were returned giving a 20% 
return rate. The figures for 2007 were broadly similar allowing a comparison across 
the two surveys. The questionnaire was in 3 main sections; 

9 Information in relation to the tenant and their area of business 
9 Property Information 
9 Their view on how Property Services staff are performing 

This report concentrates on the staff performance aspect. 

In addition, at the beginning of 2008 in response to the ‘Service and People First’ 
agenda, Property Services re-enforced the need to place an even greater emphasis 
on customer service and customer care. Whilst delivering a robust property 
management service it is considered that Property Services’ already good customer 
focus distinguishes the Council from private sector competition. However, it is 
considered that a greater emphasis on our customer would help us achieve our 
stated objectives to:- 

9 Stimulate business and the economy. 
> Maximise revenue income 
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P Improve and develop the investment portfolio 
P Provide high standards of customer care. 

2.4 

3. 

3.1 

3.2 

3.3 

During the current economic climate it is clear that Property Services’ support was 
going to be essential for the survival of many of the Council tenants’ businesses. In 
response to this, a strategy was put in place for staff to be available to meet with 
tenants at their business locations and visit as many of the tenants as possible. 
Through this Property Services:- 

P Listened to the tenants 
P Where possible, offered solutions to their problems 
P Considered down sizing or surrender of units 
> Put in place support from other Council Services or Council Partners. 

KEY FINDINGS 

In relation to the quality of service aspects the response has been very positive and 
a selection of data together with a very brief commentary is provided below. 

Opinion of Service 
From chart 1, Committee will note a marked improvement in the tenants’ perception 
of Property Services. Overall, the service delivered was considered to be Very Good 
and showed an increase from 25.0% to 52.6%. Of the tenants surveyed 82.1% now 
believe Property Services’ service is either Good or Very Good. 
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Courtesy 
Committee will note in Chart 2 the significant increase in the Very Good category 
which reflects the proactive approach staff has taken to dealing with tenants. It 
should be highlighted that a 66.23% ranking is the highest of all the Very Good 
rankings for all the opinion of service indicators. 
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Chart 2 Opinion of Courtesy 

3.4 Helpfulness 
This indicator, see Chart 3, again shows significant improvement in the Very Good 
category where the tenants’ perception of helpfulness has increased from 32.9% to 
55.8%. This is a very positive result which reflects Property Services concentration 
on tenant 
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3.5 Explanation of Lease 
This is a problematic area for many tenants as they are often reluctant to employ a 
solicitor to assist in their lease negotiations. Again, Property Services have tried to 
be as “user friendly” as possible in explaining lease agreements to tenants. This has 
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resulted in the launch of the Tenant’s Handbook in 2008 to further support tenants. 
Indications from the survey are generally favourable, with approximately 87% 
regarding this indicator as Good or Very Good as shown in Chart 4. 
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3.6 Treated Fairly 
The other exceptional indicator from this survey is a rise in tenants who believe they 
have been treated fairly, rising from 83.78% in 2007 to 97.6% in 2009, as shown on 
Chart 5. 
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3.7 The data reflecting other aspects of this service such as rent collection, bad debt, 
occupancy levels (see below) and rental income are monitored elsewhere however 
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this survey give a very positive view of the service quality approach adopted in 
relation to commercial property management. 

4. OCCUPANCY LEVELS 

4.1 Committee should also note out-with this survey that, despite the scale of the current 
recession, Property Services have managed to maintain a 90% occupancy across all 
commercial and industrial properties. This is reflected in the customer service 
approach taken during the recession. 

5. ISSUES RAISED 

5.1 The survey was not however, entirely positive in relation to some aspects of the 
service. The impact of providing the personal approach that has resulted in the 
figures given above has resulted in a situation where certain property staff are rarely 
at their desks, sometimes difficult to contact at the office, and other work has had to 
be re-prioritised in dealing with the immediate crisis of the recession. This was 
reflected in several minor but significant concerns in relation to: 

> Returning Calls - Poor 25% (09) increased from 16% (07) 
k Availability For Meetings - Poor 1 1 % (09) increased from 7% (07) 

The findings of the Commercial Tenant Survey December 2009 should be read in 
this context. 

5.2 It is apparent that with the concentration on the personal approach, particularly in 
relation to dealing with the effects of the recession, there has been a price to pay in 
terms of tenants reaching staff in the office and the direct response to them. 

5.3 Property Services are therefore investigating technological solutions that will allow 
staff to be more accessible and responsive to tenants’ needs when they are out of 
the office on their day to day business. However, getting this balance right, 
particularly with the anticipated strain on staff resources, and making significant 
improvement in future years will be a challenge. 

6. RECOMMENDATIONS 

6.1 It is recommended that the Committee note the contents of the report and attached 
Tenant Survey. 

6.2 The Tenant Survey is available in the Members’ Library 
/ 

IAN NISBET 
Head of Property Services 

Members seeking further information on the contents of this report are asked to contact lan 
Nisbet, Head of Property Services, on 01236 616305. 
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