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REMark: A survey into the performance of the Property and Asset Management Industry 

The objective of REMark is to monitor the performance of property management by 

recording key variables on a regular basis and using these to establish a benchmark 

against which the performance of portfolios or managers can be set. Analysis of this 

data affords us insight into the structure of the industry and its performance over 

time.  

This is a summary of our 2017 findings. 

In our 2015 survey, we were disappointed to see that the 

improvement trend in rent and service charge collection 

between 2011 and 2013, which we had expected to continue, 

had actually worsened. Now, two years more years on, rent 

and service charge collection at due date have improved, but 

are still far from satisfactory. 

It appears that while collection rates at due date have 

improved, Property Managers are struggling to surpass an 

average of 80% rent collected at due date and 70% of service 

charge – suggesting a ceiling has been reached. This is a 

cause for concern, especially as Property Managers are staring 

down the barrel of AI and increasing automation. Unless 

Property Managers can beat the computers - and with such 

humble improvements in collection at due date over the last 

six years this seems unlikely - perhaps they need to start 

joining them. 

Composition of Teams 

This year’s survey also focused on the way in which property 

management teams are made up. Our 2015 report saw the 

number of FM staff increase dramatically from two years 

earlier, but this year there has been no change. The likelihood 

is that increased compliance requirements catalysed massive 

growth in the number of Facilities Management personnel, 

and that this has now stabilised, possibly because of 

technological advances increasing FM efficiency. 

We found that staffing in Property Management Surveying and 

Property Management Accounts has continued to follow an 

increasing trend, and this is reflected in the drop of leases 

per capita for those staff groups since our last survey. 

Contrastingly, the average leases per capita for FM staff has 

increased since 2015, from 132 to 185. This seems to 

indicate that FM is becoming more efficient, however, 

anecdotal evidence is that this is not the case. If FM efficiency 

is in fact deteriorating, then this trend is more likely to 

represent an involuntary reduction in headcount which 

property managers have been unable to manage. 

 

 

  

 

 

Figure 1: Rent and Service Charge Collection 

 

 

 

“Property managers are still defining who 

they see as customers; are they just property 

owners (their clients) or should the focus be 

on the occupiers who use and pay for the 

space?” 

- Andrew Waller 
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This paper is a short summary of the headlines from REMark. If you would 

like to take part in the survey and understand how your business compares 

with the benchmark, please contact Steph Yates using the details on the 

right. 

For more information about our surveys, please visit: 

http://www.remitconsulting.com/insight/our-surveys.cfm  

 

For more information: 

 

Andrew Waller 

andrew.waller@remitconsulting.com 

020 7969 2738 

@remitaw 

 

Steph Yates 

steph.yates@remitconsulting.com 

020 7969 2738 

@remitsteph 

 

Business Model Profitability 

 

If the lack of improvement shown in our findings is attributed 

to a ceiling in efficiency, perhaps it might be time to try a new 

model? 

Organisations like WeWork are beginning to change the way 

they consider space, indeed it’s rumoured that WeWork is less 

concerned with the rent they can collect than in the data they 

can syphon from their tenants. Clearly, the majority of 

property managers have slightly more enthusiasm for rent 

collection (despite what our figures suggest!), but the idea 

that data may be as or more valuable than rental income 

should emphasise its importance to the future of property 

management. 

Traditional property management models clearly need some 

updating; our prediction is that in the future, teams will be 

divided into data scientists who programme computer 

algorithms and front of house. 

Technology 

The need for technological improvement in the property 

industry can no longer be ignored. If property managers want 

to improve their rent collection at due date, it seems that they 

may need to embrace automation, rather than fighting it.  

Facilities and building management are becoming 

increasingly white collar; wireless sensors are being used with 

growing frequently, allowing remote real-time monitoring, 

and therefore improving efficiency within FM. 

Although investment in FM doesn’t appeal to Property 

Managers at present, due to low profitability, improving 

building-level data collection is predicted to yield lucrative 

results. Furthermore, refusing to acknowledge the need to 

develop in this area might leave property managers 

vulnerable to more technology focused businesses. 

 

The lack of improvement in the last 8 years provides great 

opportunity for agile property managers to update their 

models and capitalise on the sluggishness of the rest of the 

industry. 

 

 

Figure 2: Average Number of Leases per 

Capita 

 

 

 

“Technology firms, or small, experienced 

firms, with the right technology, could soon 

be taking on the established service providers 

at a fraction of the cost.”  

- Andrew Waller 
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