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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 2015 findings. 

In 2013, when we completed the second survey, we were pleasantly surprised 

to see how performance had improved across the board since 2011.  We were 

confidently expecting further improvement to be apparent in 2015 – after all, 

with the emphasis on improving returns in a world of near zero interest rates, 

surely chasing every penny of rent and managing service charge to minimise 

arrears would be a priority? 

Apparently not. Since 2013, average rent collection on the due date has 

declined from 78% to 76% and there is still a lack of consistency across the 

sector, with potential costs to investors between the worst and best 

performing managers in the order of £190,000 in lost interest. This suggests 

that following a burst of activity to improve performance, things have 

relapsed to ‘business as usual’ rather than improvements being 

institutionalised through consistent processes and systems.  

A leaner market 

So, what has happened to the Property Managers and Property Management 

Accountants responsible in the last couple of years? It appears that, 

proportionally, their numbers have declined – there are now fewer people in 

either role compared with Facilities Managers, but those who remain have 

seen substantial salary improvements, way in excess of inflation. This 

suggests that, with wafer-thin margins on fees, firms are trying to do as much 

as possible with as few staff as possible.  But surely, you may ask, technology 

should have sorted out the rent and service charge collection and accounting 

problem long ago? After all, I can pay for my coffee by waving a card at a 

machine, and I can talk to my colleague on the other side of the world 

without an intervening cable – surely I can receive a pre-determined sum, at 

pre-determined intervals on time?  Well, it seems that firms are making 

efforts in this direction – spending on technology has increased, but the 

results are just not flowing through.  

The wafer-thin fee margins noted above have not improved since the last 

survey and are probably becoming even leaner – investors still don’t seem to 

value the work necessary and are reluctant to pay enough to enable Property 

Managers to invest in people and systems to deliver better results. This may 

be one of the factors underlying the increased consolidation in the sector.  

There are still many mid-tier firms, but there is an inexorable march towards 

larger conglomerations as only big concerns have the cash to invest in 

improved systems and to attract the talent that they are competing for with 

the Big Four Accounting firms, or the legal Magic Circle. 

  

 

Figure 1: Proportion of staff in 

Property Management 

 

 

 

“This suggests that automation is 

at last beginning to make a positive 

contribution and investment in 

technology is paying off” 

- Andrew Waller 
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External factors 

Whilst firms may be unable or unwilling to implement the wholesale 

cultural, process and system changes necessary to permanently improve 

property management, no such luxury of choice is allowed in the 

increasingly crowded field of compliance. The torrent of regulation pouring 

from both the EU and UK governments with regard to environmental, money 

laundering, health and safety and sustainability matters shows no sign of 

slowing down, and conformity is not optional.   

This means that whilst property manager numbers are falling, the 

proportion of our survey designating themselves as facilities managers has 

increased. There is a lack of consistency in what our responders considered 

to be facilities management, and therefore exact information on their role 

cannot be ascertained – hopefully, there will be more uniformity by the time 

of the next REMark survey, so trends can be interpreted. 

 

 

“Despite having been around for a 

long-time, real estate services remain 

relatively immature in structural 

terms” 

- Andrew Waller 

With automation in property 

management increasing, even if slowly 

and with less success than might have 

been hoped, the property managers 

remaining are turning to a more 

strategic level of interaction with clients. 

The role of ‘account manager’ is 

appearing with greater frequency as 

property managers try to differentiate 

service and show additional value. The 

implementation of CRM (customer 

relationship management) systems is 

spreading, perhaps reflecting the wider 

world of ostensibly personalised 

services offered by providers as diverse 

as Google and Tesco. 

 

  

 

 
Figure 2: Leases per capita in Property Management Accounts 

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  
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