
Job number ; Title of document : Draft status 1 





 





 

 

 

 

https://assets.digital.cabinet-office.gov.uk/media/53355cdfe5274a571e000011/OFT1513s.pdf
https://www.gov.uk/cma-cases/residential-property-management-services
https://www.gov.uk/competition-commission
https://www.gov.uk/competition-commission
https://www.gov.uk/oft


 

 



 

 

 

 

 

 

 

 



 

 

 

 

 

 

 

Groups of interest – Original 
 

 
Groups of interest – Final 

A Private owner occupier - non RTMC/RMC A Private owner occupier - non RTMC/RMC 

B Private owner occupier - RTMC/RMC B Private owner occupier - RTMC/RMC 

C Private buy-to-let - non RTMC/RMC C Private buy-to-let - non RTMC/RMC 

D Private buy-to-let - RTMC/RMC D Private buy-to-let - RTMC/RMC 

E Owner occupier LA E1 Owner occupier LA - TMO and non-TMO 

  
E2 Buy-to-let LA - TMO and non-TMO 

F Owner occupier HA F1 Owner occupier HA - RTMC/RMC and non-RTMC/RMC 

  
F2 Buy-to-let HA - RTMC/RMC and non-RTMC/RMC 

G Owner occupier – retirement development G1 Owner occupier – retirement development 

  
G2 Buy to let – retirement development 



 

Challenge Detail Consequence 

Low incidence target 
population

9
 

Estimated incidence rate of between 5% 
and 10%. No comprehensive information 
source on which to base this estimate. 

Increases the difficulty of completing 
sufficient interviews and therefore the 
overall cost of the survey. 

Lack of available 
profile information 

No comprehensive source of profile 
information for the target audience overall 
or key sub-groups. 

Impossible to know what representative 
means and difficult to set targets other 
than to achieve a “good mix”. 

No comprehensive 
sample source 

No source of contact or location details 
for the overall target audience, and very 
limited sources for key sub-groups. 

In combination with low incidence rate, 
this makes this a very hard (and costly) to 
reach key sub groups. 

Complex sub-group 
requirements 

The number of groups of interests being 
targeted, and in particular the restriction 
on eligibility that accompany these, adds 
complexity to the requirements. 

The difficulty of estimating the incidence 
of these groups within the target 
audience overall, and no profile 
information, makes setting/achieving 
targets problematic. 

Time limitations 
Total time available for design, fieldwork 
and reporting of only 13 weeks. 

This time limit ruled out some 
methodologies and made piloting 
(recommended by Ipsos MORI) very 
difficult to accommodate. 

Budget considerations  
Survey cost must come within CMA’s 
available budget. 

Budget considerations limited the 
available methodologies, in particular 
ruling out a random digit dialling 
approach (with further implications for the 
limitations of the survey findings). 



 





All households
Owned or shared 

ownership: Total

Owned: Owned 

outright

Owned: Owned 

with a mortgage or 

loan or shared 

ownership

Social rented: 

Total

Social rented: 

Rented from 

council (Local 

Authority)

Social rented: 

Other social rented

Private rented or 

living rent free: 

Total

Private rented: 

Private landlord or 

letting agency

Private rented: 

Other private 

rented or living 

rent free

All categories: Accommodation type 23,366,044 15,031,914 7,206,954 7,824,960 4,118,461 2,208,080 1,910,381 4,215,669 3,566,467 649,202

Whole house or bungalow: Total 18,374,535 13,717,312 6,623,716 7,093,596 2,263,774 1,250,228 1,013,546 2,393,449 1,936,490 456,959

Whole house or bungalow: Detached 5,311,152 4,725,683 2,645,644 2,080,039 137,113 78,079 59,034 448,356 329,539 118,817

Whole house or bungalow: Semi-detached 7,305,250 5,308,006 2,496,423 2,811,583 1,137,853 662,422 475,431 859,391 674,895 184,496

Whole house or bungalow: Terraced (including 

end-terrace)
5,758,133 3,683,623 1,481,649 2,201,974 988,808 509,727 479,081 1,085,702 932,056 153,646

Other: Total 4,991,509 1,314,602 583,238 731,364 1,854,687 957,852 896,835 1,822,220 1,629,977 192,243

Other: Flat, maisonette or apartment in a purpose-

built block of flats or tenement
3,763,947 939,904 409,494 530,410 1,690,834 896,798 794,036 1,133,209 1,012,469 120,740

Other: Flat, maisonette or apartment that is part 

of a converted or shared house (including bed-

sits)

920,451 265,517 90,901 174,616 147,410 52,197 95,213 507,524 472,764 34,760

Other: Flat, maisonette or apartment in a 

commercial building, or mobile/temporary 

accommodation

307,111 109,181 82,843 26,338 16,443 8,857 7,586 181,487 144,744 36,743

Residential (non-commercial) flats, maisonettes 

or apartments
4,684,398 1,205,421 500,395 705,026 1,838,244 948,995 889,249 1,640,733 1,485,233 155,500

% of tenure type 20% 8% 7% 9% 45% 43% 47% 39% 42% 24%

1,205,421 1,838,244 1,485,233

5% 8% 6%

26% 39% 32%

Private rented residential flats 

(excl. Other private rented/living rent free)

% of all households

% of all residential flats

Owner occupied residential flats

% of all households

% of all residential flats

Social rented residential flats

% of all households

% of all residential flats









 

 



 Interviews achieved 

QUOTA A. Owner occupiers in the private sector but not retirement 
developments 

3 

QUOTA B. Buy-to-let leaseholders in the private sector but not 
retirement developments  

2 

QUOTA C. Owner occupiers in LA or HA developments, but not 
retirement developments 

3 

QUOTA D. Owner occupiers in retirement developments 0 



 



Region 
Total 

sample 
available 

Unusable 
sample 

Refusals 
Number 
reached 

max. tries 

Cases 
through to 
screener 

Cases not 
passing 
screener 

Cases 
passing 
screener 

Incidence 
(row %)  

Interviews 
completed 

East Midlands 1,314 236 475 49 176 130 46 26% 40 

East of England 2,840 519 900 96 347 207 140 40% 119 

London 5,923 1,207 1527 209 681 390 291 43% 255 

North East 2,607 433 877 72 432 379 53 12% 47 

North West
16

 5,310 594 645 0 460 439 21 5% 17 

South East 5,127 897 1,729 197 716 395 321 45% 278 

South West 2,695 485 954 98 374 232 142 38% 125 

Wales 1,616 273 589 44 234 201 33 14% 28 

West Midlands 3,325 568 1,148 108 424 337 87 21% 75 

Yorkshire &The Humber 3,836 631 1,413 118 490 409 81 17% 66 

Overall 34,593 5,843 10,257 991 4,334 3,119 1,215 28% 1,050 





 





Groups of interest Interviews 

A Private owner occupier - non RTMC/RMC 269 

B Private owner occupier - RTMC/RMC 
142 

C Private buy-to-let - non RTMC/RMC 6 

D Private buy-to-let - RTMC/RMC 7 

E1 Owner occupier LA - TMO and non-TMO 166 

E2 Buy-to-let LA - TMO and non-TMO 5 

F1 Owner occupier HA - RTMC/RMC and non-RTMC/RMC 97 

F2 Buy-to-let HA - RTMC/RMC and non-RTMC/RMC 1 

G1 Owner occupier – retirement development 131 

G2 Buy to let – retirement development 0 

The figures above total 824 respondents. A further 226 interviews (34 buy-to-let and 192 
owner-occupier leaseholders) were conducted with respondents who, due to the responses 
given (for example saying don’t know at key classification questions), cannot be assigned to 
the ten groups of interest, but can be classified by aggregated groups (such as owner 
occupier vs buy-to-let). 

997 

Owner occupier 

53 

Buy to let 

171 

RTMC/RMC 

456 

Non-RTMC/RMC 



 Region 
Sample available 

 (column %) 

Interviews achieved 

(column %) 

East Midlands 4% 4% 

East of England 8% 11% 

London 17% 24% 

North East 8% 4% 

North West* 15% 2% 

South East 15% 27% 

South West 8% 12% 

Wales 5% 3% 

West Midlands 10% 7% 

Yorkshire and The Humber 11% 6% 

Overall 100% 100% 

London & S.E. 32% 51% 

Rest of England 69% 49% 

Age band Sample available Interviews achieved 

25 to 34 14% 5% 

35 to 54 44% 32% 

55+ 42% 63% 

Overall 100% 100% 







 

 

 

 

 

 

 

 

 

 

 

 

 



PM1. Please tell me if the (HA/LA/property manager) are responsible for…

Source: Ipsos MORI

19%

70%

76%

83%

86%

88%

91%

Provision of porter, warden or concierge services

Cleaning of internal common areas e.g. hall, stairs, lifts

Maintenance and repairs of internal common areas e.g.
hall, stairs, lifts

Upkeep of outside areas such as gardens or grounds e.g.
grass cutting

Collection of service charges and preparation of accounts

Organising buildings insurance

Maintenance and repairs to external common areas e.g.
roof, gutters, outside walls and windows

Base: All leaseholders (1,050 ) 30 April – 1 June 2014



 

Cleaning of internal 
common areas 

(736) 
(column %) 

Collection of service 
charges and preparation 

of accounts  
(907) 

(column %) 

Provision of 
porter, warden 
or concierge 

services  
(198) 

(column %) 

Maintenance & 
repairs to 
internal 

common areas 
(797) 

 (column %) 

Very good 44% 41% 50% 36% 

Fairly good 33% 36% 26% 36% 

Neither good nor 
poor 

7% 9% 
7% 11% 

Fairly poor 7% 5% 6% 8% 

Very poor 5% 4% 2% 6% 

Don’t know/NA 3% 6% 3% 2% 

PM2.  In general how would you rate the standard of these services provided by the 

(HA/LA/property manager) …?

75

…upkeep of 

outside areas

…maintenance &

repairs of internal 

common areas

…cleaning of 

internal 

common areas

…maintenance

& repairs to 

external 

common areas

…provision of 

porter, warden

or concierge 

services

77

9

58

% Good

% Poor

…collection of 

service charges/prep

of accounts

…level of 

buildings 

insurance

Source: Ipsos MORIBase: All leaseholders where services available (736), (907), (198), (872), (797), (955), (921)

71

14

78

12

66

19

76

7 14 7



 Private properties 
(523)  

(column %) 

LAs 
(162)  

(column %) 

HAs 
(117)  

(column %) 

  

Retirement (126) 

(column %) 

Very good 36% 14% 32% 48% 

Fairly good 35% 33% 30% 40% 

Neither good nor 
poor 

8% 15% 17% 2% 

Fairly poor 10% 18% 9% 2% 

Very poor 7% 16% 7% 2% 

Don’t know/NA 4% 4% 6% 4% 

Good

Poor

Private 

properties

LAs HAs Retirement

PM2.  In general how would you rate the standard of these services provided 

by the (HA/LA/property manager) …?

Source: Ipsos MORIBase: All leaseholders where services available, 30 April – 1 June 2014

79% 

20%

56% 

34%

68% 

19%

95% 

5%

…cleaning of 

internal 

common areas

…maintenance & 

repairs to 

external 

common areas

rated good

rated poor



 RTMC/ 
RMC (159)  

(column %) 

Non-RTMC/RMC 
(391) 

(column %) 

Very good 58% 38% 

Fairly good 30% 34% 

Neither good nor 
poor 

4% 9% 

Fairly poor 3% 9% 

Very poor 2% 4% 

Don’t know/NA 4% 7% 

 Private properties 
(512)  

(column %) 

LAs 
(147)  

(column %) 

HAs 
(105)  

(column %) 

  

Retirement (117) 

(column %) 

Very good 44% 29% 38% 53% 

Fairly good 35% 41% 30% 28% 

Neither good nor 
poor 

7% 15% 9% 3% 

Fairly poor 6% 3% 11% 2% 

Very poor 3% 6% 5% 3% 

Don’t know/NA 6% 5% 8% 12% 



 RTMC/ 
RMC (171)  

(column %) 

Non-RTMC/RMC 
(456)  

(column %) 

Very good 42% 22% 

Fairly good 27% 21% 

Neither good nor 
poor 

7% 8% 

Fairly poor 8% 12% 

Very poor 3% 19% 

Don’t know/NA 14% 17% 

Acting promptly when 

repairs or maintenance 

are required

Consulting 

leaseholders for their 

views on which 

contractors to use

55

22

% Good

% Poor

Consulting leaseholders 

for their views on major 

work

Source: Ipsos MORI

58

23

48

26

72

Providing 

information on what 

the service charge 

has been spent on

15

Providing 

information about 

planned major 

works 

62

16

Base: All leaseholders (1,050) 30 April – 1 June 2014



 Property manager provided value for money 

 Agree (549)  

(column %) 

Disagree (290) 

(column %) 

Very good 46% 4% 

Fairly good 35% 19% 

Neither good nor 
poor 

6% 11% 

Fairly poor 4% 21% 

Very poor 1% 34% 

Don’t know/NA 8% 10% 

 Private properties 
(586)  

(column %) 

LAs 
(178) 

(column %) 

HAs 
(124) 

(column %) 

 Retirement 
(131) 

(column %) 

Very good 40% 26% 37% 62% 

Fairly good 33% 38% 35% 24% 

Neither good nor 
poor 

6% 8% 6% 2% 

Fairly poor 6% 12% 8% 5% 

Very poor 8% 13% 11% 3% 

Don’t know/NA 8% 3% 3% 5% 



Good

Poor

Private properties LAs HAs Retirement

PM3. Now thinking about repairs and maintenance, how would you rate 

(HA/LA/property manager) in terms of the following …?

Source: Ipsos MORI

72% 

25%

64% 

37%

72% 

27%

88% 

9%

Providing 

information on what 

the service charge 

has been spent on

Consulting 

leaseholders for their 

views on which 

contractors to use

Base: All leaseholders (1,050) 30 April – 1 June 2014

rated good

rated poor

PM4. Taking everything into account, would you say that the overall service provided 

by the (HA/LA/property manager) is….?

30%

34%

14%

11%

9% 2%

Very good

Neither good 
nor poor

Don’t know/not 
applicable

Fairly poor

64%
Very/fairly good

Source: Ipsos MORIBase: All leaseholders (1,050 ) 30 April – 1 June 2014

Fairly good

Very poor20%
Very/fairly poor



 RTMC/ 
RMC (171)  

(column %) 

Non-RTMC/RMC 
(456)  

(column %) 

Very good 46% 26% 

Fairly good 37% 32% 

Neither good nor 
poor 

8% 16% 

Fairly poor 4% 14% 

Very poor 4% 11% 

Don’t know/NA 2% 1% 



PM5. To what extent, if at all, do you agree or disagree that the 

(HA/LA/property manager) provides value for money?

23%

29%
15%

14%

14%

5% Strongly 
agree

Neither agree not 
disagree

Don’t know/not 
applicable

Tend to 
disagree 52%

Strongly/

tend to agree

Source: Ipsos MORIBase: All leaseholders (1,050 ) 30 April – 1 June 2014

Tend to 
agree

Strongly 
disagree

28%
Strongly/

tend to disagree



 Had reasons to be dissatisfied with the property 
manager 

 Yes (444) 

(column %) 

No (590) 

(column %) 

Strongly agree 5% 36% 

Tend to agree 21% 37% 

Neither agree nor 
disagree 

20% 12% 

Tend to disagree 23% 6% 

Strongly disagree 29% 3% 

Don’t know 2% 6% 

 Change in service charge in past 2 years 

 Has gone up in past 2 
years (445) 

(column %) 

Stayed the same (178) 

(column %) 

Has gone down in past 2 
years (30) 

(column %) 

Strongly agree 20% 32% 27% 

Tend to agree 28% 34% 27% 

Neither agree nor 
disagree 

16% 14% 
17% 

Tend to disagree 16% 9% 13% 

Strongly disagree 16% 11% 17% 

Don’t know 4% - - 



 Age group 

 25-34 (49) 

(column %) 

35-44 (152) 

(column %) 

45-64 (348) 

(column %) 

65-74 (231) 

(column %) 

75+ (248) 

(column %) 

Strongly agree 16% 10% 18% 29% 32% 

Tend to agree 14% 24% 33% 28% 33% 

Neither agree 
nor disagree 

16% 24% 18% 15% 9% 

Tend to 
disagree 

22% 20% 16% 10% 8% 

Strongly 
disagree 

29% 22% 15% 13% 6% 

Don’t know 2% 1% 1% 6% 11% 

 Household income 

 Up to £9,999 
(101) 

(column %) 

£10,000-£19,999 
(168) 

(column %) 

£20,000-£39,999 
(203) 

(column %) 

£40,000+ (177) 

(column %) 

Strongly agree 25% 26% 19% 19% 

Tend to agree 34% 25% 29% 31% 

Neither agree nor 
disagree 

13% 13% 19% 18% 

Tend to disagree 12% 13% 15% 15% 

Strongly disagree 14% 20% 16% 17% 

Don’t know 3% 4% 2% 1% 



 Development size 

 1-5 (170) 

(column %) 

6-10 (250) 

(column %) 

11-20 (200) 

(column %) 

20+ (406) 

(column %) 

Strongly agree 17% 16% 29% 26% 

Tend to agree 18% 29% 27% 36% 

Neither agree 
nor disagree 

26% 17% 15% 11% 

Tend to 
disagree 

14% 16% 15% 10% 

Strongly 
disagree 

18% 18% 13% 11% 

Don’t know 7% 4% 2% 5% 

 Private 
properties 

(586) 

(column %) 

LAs 
(178) 

(column 
%) 

HAs 
(124) 

(column 
%) 

  

Retirement 
(131) 

(column %) 

 

RTMC/ 
RMC (171) 

(column %) 

Non- RTMC/RMC 
(456) 

(column %) 

Strongly 
agree 

25% 11% 19% 35% 42% 19% 

Tend to agree 29% 29% 30% 34% 36% 27% 

Neither agree 
nor disagree 

15% 21% 19% 7% 8% 17% 

Tend to 
disagree 

12% 19% 14% 6% 7% 15% 

Strongly 
disagree 

14% 19% 16% 6% 5% 18% 

Don’t know 5% 2% 3% 11% 2% 4% 



 Private properties 
(153) (column %) 

LAs (66)  

(column %) 

HAs (37)  

(column %) 

Cost of management services 
is too high 

44% 41% 49% 

Services (unspecified) are 
poor 

33% 33% 35% 

52%

28%

20%

PM6. Why do you say that? What else?

Base: All leaseholders strongly/tend to disagree that property manager provides value for money (290)

Strongly/

tend to 

disagree

Source: Ipsos MORI

6%

6%

11%

14%

16%

20%

22%

28%

30%

32%

43%

Repairs and maintenance are carried out
unnecessarily

The cost of insurance is excessive

Cost of management services keeps rising

I never hear from them

When repairs are needed, the managing agent does
not make much effort to get good value for money…

Cost of repairs and maintenance are too high

Repairs and maintenance are performed to a low
standard

Residents are not kept informed about what is going
on

Services (unspecified) are poor

Repairs and maintenance are not carried out when
required

Cost of management services is too high



PM7. Can I check, from what you know or have heard, does the (HA/LA/property 

manager) ever use contractors to undertake the following – that is, do they pay 

a company to do these things?

Source: Ipsos MORIBase: All leaseholders where services available (1035), 30 April – 1 June 2014

8%

8%

51%

60%

66%

76%

None

Provision of porter, warden or concierge services

Cleaning of internal common areas e.g. hall, stairs, lifts

Maintenance and repairs of internal common areas e.g. hall, stairs,
lifts

Upkeep of outside areas such as gardens or grounds e.g. grass
cutting

Maintenance and repairs to external common areas e.g. roof,
gutters, outside walls and windows

% 



 
Private properties 

(573) 
(column %) 

LAs 
(178) 

(column 
%) 

HAs 
(124) 

(column 
%) 

 
Retirement 

(131) 
(column %) 

 
RTMC/ 

RMC (169) 
(column %) 

Non- 
RTMC/RMC 

(447) 
(column %) 

Upkeep 
outside 

70% 48% 69% 79% 79% 68% 

Internal 
repair 

64% 52% 56% 70% 78% 57% 

Cleaning 
internal 

57% 33% 49% 56% 67% 52% 

External 
repair 

77% 74% 76% 81% 89% 75% 

Porter, 
warden 

9% 5% 9% 28% 9% 8% 

None/DK 13% 17% 12% 10% 4% 15% 

54%
43%

3%

PM9. And can I just check, do leaseholders at (the property at…/the property we have 

been talking about) come together to discuss any issues and concerns about the 

management of their properties, perhaps at a regular meeting or through a 

residents committee?

Source: Ipsos MORIBase: All leaseholders (1,050 ) 30 April – 1 June 2014

Yes

Don’t 

know

No



 Private 
properties 

(500) 

(column %) 

LAs 
(147) 

(column 
%) 

HAs 
(109) 

(column 
%) 

 
Retirement 

(118) 

(column %) 

 
RTMC/ 

RMC (163) 

(column %) 

Non- 
RTMC/RMC 

(380) 

(column %) 

Very/fairly 
good 

73% 53% 61% 81% 87% 65% 

Very/fairly 
poor 

11% 22% 15% 6% 6% 14% 

Neither/Do
n’t know 

15% 25% 25% 13% 8% 20% 



 Private 
properties (586) 

(column %) 

LAs 
(178) 

(column %) 

HAs 
(124) 

(column %) 

 Retirement 
(131) 

(column %) 

 RTMC/ 
RMC (171) 

(column %) 

Non- RTMC/RMC 
(456) 

(column %) 

Yes 59% 42% 44% 75% 87% 43% 

No 39% 53% 54% 21% 10% 55% 

Don’t 
know 

2% 6% 2% 5% 3% 1% 

54%
43%

3%

PM9. And can I just check, do leaseholders at (the property at…/the property we have 

been talking about) come together to discuss any issues and concerns about the 

management of their properties, perhaps at a regular meeting or through a 

residents committee?

Source: Ipsos MORIBase: All leaseholders (1,050 ) 30 April – 1 June 2014

Yes

Don’t 

know

No



 Development size 

 1-5 (170) 

(column %) 

6-10 (250) 

(column %) 

11-20 (200) 

(column %) 

20+ (406) 

(column %) 

Yes 41% 42% 58% 67% 

Know 56% 52% 42% 31% 

Don’t know 3% 5% 1% 2% 

 Come together to discuss issues 

 Mainly owner occupiers 
(349) 

(column %) 

Mainly renting (195) 

(column %) 

A mixture of different 
groups (440) 

(column %) 

Yes 67% 42% 53% 

No 31% 56% 45% 

Don’t know 2% 2% 2% 





 

 

 

 

 

 

 



  RTMC/ 
RMC (163) 

(column %) 

Non-RTMC/RMC 
(348) 

(column %) 

Yes, was aware 82% 45% 

No, was not aware 17% 53% 

Don’t know 1% 2% 

54%

2%

44%

25%

14%
60%

71%

9%

20%

SW1. Right to Manage….Before this interview were you aware of this or not?

SW2. …have leaseholders…done or tried to do this…?

SW3. And were they successful or not?

No

Not aware

Yes

was aware

Not

tried

Tried

Yes

success

Base: All leaseholders with private freeholder (SW1/SW2) (577), all who tried to introduce RTM (SW3) (147) Source: Ipsos MORI

Not

successful



6

15

22

27

30

SW4. As far as you know, when did this happen?

11 years or more

Source: Ipsos MORIBase: All leaseholders successful i.e. RTMC (105)

Between 6 and 10 years

Between 3 and 5 years

Within past 2 years

Don’t know



SW5. Sometimes leaseholders manage the property through a Residents Management 

Company RMC.  From what you know is there a Residents Management 

Company at (the property at…/the property we have been talking about), or not?

11%

78%

11%

Yes

Source: Ipsos MORIBase: All leaseholders with private freeholder or HA (& not RTMC) (596) 30 April – 1 June 

2014

No

Don’t know

SW6. As far as you know, when was this set-up or has the property always 

been managed by a ‘Residents Management Company (RMC)’?

Source: Ipsos MORIBase: All leaseholders with RMC (66)

15

8

3

9

17

8

41

Don't know

Within past 2 years

Between 3 and 5 years

Between 6 and 10 years

Between 10 and 20 years

21 years or more

Always been managed by RMC



“Dissatisfaction with the 

previous managing agent. 

The standard of service was 

not satisfactory.”

“Because we weren't very 

happy with the company 

who used to do it. They had 

their own contractors doing 

the work and it was a very 

poor service.”

“We were dissatisfied with 

the previous management 

agent. Their communication 

was poor and their charges 

were quite a lot for what we 

got.”

Source: Ipsos MORIBase: All leaseholders successful i.e. RTMC/RMC (112)

“Because of the poor service we were getting 

they were charging too much money then they 

came back and said we could not do it 

ourselves.”

“We weren't happy with 

the previous company.  If 

they don't do the job we 

look for someone who is 

going to do the job.”

“..the builder had appointed a management 

company, however we were highly 

dissatisfied and we then we set up the 

RMC”.

“The work provided was not 

very good and the price 

given for jobs was too high.”

“Because of poor management 

before; it was a big company and it 

was quite hard to get them 

replaced.”



SW8. And from what you know or have heard, was the process of 

leaseholders taking control or trying to take control…easy or difficult?

SW9. And what specifically would you say was difficult about it…?

Source: Ipsos MORIBase: All leaseholders RTMC/RMC (101) / all finding difficulty (25)

n31

n25

n45

Easy

Don’t know/can’t 

remember

Difficult

“Too difficult to follow 

through because too 

many people involved 

and everyone had their 

own agendas.”

“Organising it, getting 

people’s interest and some 

did not want to know and did 

not realise the benefits.”

“Having to get a majority, 

because it was a mix of 

owners and renters.”

Source: Ipsos MORIBase: All leaseholders RTMC/RMC (101) / all finding difficulty (25)

“The number of things 

to set up, like setting 

up bank accounts and 

accountant and so on. 

Also you have to get 

everyone else on 

board.”
“We had problems getting 

solicitors. Too much legal 

jargon involved.”

“The paperwork involved and 

the transition.”

“The lack of communication from the 

people we were taking over from. They 

delayed sending us the money for what 

we needed.”

“Getting cooperation from our original 

management company. They wouldn't 

provide us with the figures we needed. It 

took longer than expected but I don't know 

why.”

“It was lack of 

knowledge, we did not 

know our rights & 

obligations.”



 

 Would you say that since this happened, 
management of the properties and the 

communal areas has got better, got worse or 
has it stayed the same? (66) 

(column n) 

Got better 21 

Stayed the same 26 

Got worse 1 

Don’t know/not sure 18 

 And since this happened, has the level 
of service charges for the properties 
and the communal areas increased, 
decreased or stayed the same? (66) 

(column n) 

Increased 31 

Stayed the same 18 

Decreased 5 

Don’t know/not sure 12 



SW13. Thinking again about [the property we have been talking about], which 

of these, if any, is the Tenant Management Organisation responsible for? 

Please tell me if they are responsible for…

Source: Ipsos MORIBase: All leaseholders with TMO (59), 30 April – 1 June 2014

n8

n1

n5

n5

n6

n6

n6

None of these

Provision of porter, warden or concierge services

Cleaning of internal areas e.g. hall, stairs, lifts

Maintenance and repairs of internal common areas e.g. hall, stairs, lifts

Upkeep of outside areas such as gardens or grounds e.g. grass cutting

Maintenance and repairs to external common areas e.g. roof, gutters,
outside walls and windows

Organising buildings insurance





 

 

 

 

 

 

 



 Overall service provided by property manager?  

 Good (672)  
(column %) 

Poor (213)  
(column %) 

Yes 22% 87% 

No 77% 11% 

Don’t know/can’t remember 1% 2% 

 Private 
properties 

(586) 

(column %) 

LAs 
(178) 

(column %) 

HAs 
(124) 

(column %) 

  

Retirement 
(131) (column 

%) 

 

RTMC/ 
RMC (171) 

(column %) 

Non- 
RTMC/RMC 

(456) 

(column %) 

Yes 39% 57% 54% 28% 26% 49% 

No 59% 41% 45% 72% 72% 50% 

42%

56%

2%

COM1. Still thinking about….have you ever had any reasons to be dissatisfied 

with…?

Source: Ipsos MORIBase: All leaseholders (1,050) 30 April – 1 June 2014

Yes
No

Don’t know/can’t 

remember



 Private 
properties 

(229) 

(column %) 

LAs 
(101) 

(column 
%) 

HAs 
(67) 

(column 
%) 

  

Retirement 
(37) 

(column %) 

 

RTMC/ 
RMC (44) 

(column %) 

Non- 
RTMC/RMC 

(222) 

(column %) 

External 
repair 

36% 42% 33% 32% 25% 37% 

Upkeep 
outside 

16% 15% 13% 8% 18% 16% 

Internal 
repair 

14% 12% 19% 11% 16% 15% 

Cleaning 
internal 

6% 9% 3% - 9% 4% 

50%

42%

8%

COM2. Thinking about the last time you had a reason to be dissatisfied 

with…which of these, if any, was the reason about?

Base: All leaseholders ever had reason to be dissatisfied (444)

Yes 

reason to be 

dissatisfied

Source: Ipsos MORI

6%

14%

15%

37%

Cleaning of internal common areas

Maintenance/repairs of internal
common areas

Upkeep of outside areas

Maintenance/repairs of external
common areas



COM3. And what specifically was the issue about?

Base: All leaseholders ever had reason to be dissatisfied (444) Source: Ipsos MORI

31%

6%

8%

9%

9%

11%

12%

13%

21%

25%

32%

Other (SPECIFY)

When repairs are needed, the managing agent does not make
much effort to get good value for money on behalf of the…

Cost of repairs and maintenance are too high

I never hear from them

Cost of management services is too high

Quality of information is poor

Important services are not provided

Residents are not kept informed about what is going on

Services (unspecified) are poor

Repairs and maintenance are performed to a low standard

Repairs and maintenance are not carried out when required

24%

9%

55%

12%

Satisfied Neither Dissatisfied Too early to say/DK

44%

12%

40%

5%

26%

9%

56%

10%

COM7. Still thinking about the last time you contacted…how satisfied or 

dissatisfied were you with the following…?

Base: All leaseholders who made contact themselves (344) Source: Ipsos MORI

…being 

clear about 

how they 

would deal 

with you… 

…time it took 

to deal - what 

you contacted 

them about… 

…ease of 

getting 

through to 

the right 

person… 





 

 

…an Ombudsman 

(column %) (1050) 

…a First Tier Tribunal, 
sometimes known as a 

Leasehold Valuation 
Tribunal (LVT) (1050) 

(column %) 

…a local councillor/MP 

(column %) (1050) 

Yes 2% 3% 7% 

No 97% 96% 92% 

Don’t 
know 

1% 1% * 

 

 

 

 



44%

1%

55%

21%

1%

78%

COM17out/COM27. Before this interview, were you aware, or not, of…

Base: All leaseholders who had not contacted Ombudsman or LVT (1028) (1017) Source: Ipsos MORI

…the Ombudsman system 

giving leaseholders the 

chance to investigate and 

address complaints? 

(1,028)

…the First Tier Tribunal, 

sometimes known as the 

Leasehold Valuation 

Tribunal?                     

(1,017)

Yes, aware

Not, not aware

Yes, aware

Not, not aware

Don’t know

Don’t know





 

RES1. You mentioned earlier that you pay…in service charge…

Compared to 2 years ago would you say it has…

18%

48%

26%

3%

2%
4%

Increased a 
lot

Don’t know/not 
applicable

66%
Increased a

lot/a little

Source: Ipsos MORIBase: All leaseholders paying service charge (674)

Increased a 
little

Decreased 
a little

Stayed the 
same

Decreased 
a lot5%

Decreased a

lot/a little

 

 

 



 Private 
properties 

(586) 

(column %) 

LAs 
(178) 

(column 
%) 

HAs 
(124) 

(column 
%) 

  

Retirement 
(131) 

(column %) 

 

RTMC/ 
RMC (171) 

(column %) 

Non-
RTMC/RMC 

(456) 

(column %) 

Yes 4% 11% 6% 1% 1% 6% 

No 95% 88% 94% 98% 99% 93% 

Don’t know/can’t 
remember 

* 1% - 1% - * 

RES2. And thinking about the past 2 years have you ever been unable to pay 

any money that you have owed… or not?

Source: Ipsos MORI

6%

94%

*

Don’t know

Base: All leaseholders (1,050) 30 April – 1 June 2014



46%

32%

20%

RES3. Was this the regular service charge payment, or an extra one-off 

amount to pay for major works on top of what you normally pay, or 

both of these?

Source: Ipsos MORI

Regular 

service 

charge

Extra 

one-off

Base: All leaseholders paying service charge unable to pay in past 2 years (59)

Both

25%

63%

16%

5%

60%

7%

32%

46%

6%

Extra one-off payment

Regular service charge

Unable to pay money

Overall

Lower income HHs
(sub £20k)

16-34

RES2. And thinking about the past 2 years have you ever been unable to pay any money that you 

have owed… or not?

RES3. Was this the regular service charge payment, or an extra one-off amount to pay for major 

works on top of what you normally pay, or both of these?

Source: Ipsos MORIBase: All leaseholders paying service charge (1050)







 

CMA SoR.pdf

 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 



 

 

 

 

 

 





INTRO AND SCREENER 

INTERVIEWER READ OUT 

Good morning/afternoon/evening, my name is XXX calling from Ipsos MORI the 
research organisation. 

We are conducting a study on behalf of the CMA, to better understand 
leaseholder’s experiences of the management of properties. 

I’d like to assure you that all of the information you provide will be treated in the 
strictest confidence and used for research purposes only. It will not be possible for 
our client to identify any particular individuals or addresses in the results. 
Would you be able to help us with our research just now? 
INTERVIEWER NOTE - If respondent is unsure who the CMA is please explain that 
they are the Competition and Markets Authority which was known as the Office of 
Fair Trading. 

 
EMAIL CONFIRMATION  
 
Dear Sir/Madam 

Research among leaseholders 
The Competition and Markets Authority is seeking to build a detailed understanding of 
leaseholder’s experiences of the management of properties such as flats, apartments or 
maisonettes that share communal parts of buildings.  
To help achieve this, Ipsos MORI has been commissioned to conduct research among 
the target audience. We hope to hear views from people like you and aim to enhance our 
understanding of your needs and experiences, and use the results as part of a review 
investigating how well the market for managing common areas of residential flats, 
apartments and maisonettes in England and Wales is working. The CMA wants to assess 
whether leaseholders are receiving adequate services, value for money and that actions 
are taken to maintain the property. 
Ipsos MORI would like to conduct a short telephone interview to better understand 
leaseholder’s experiences of the management of properties.  
Ipsos MORI is an independent research organisation and your responses will be 
completely confidential. One of Ipsos MORI’s professional telephone interviewers will 
give you a call to agree a suitable time and date. The interview will take about 20 
minutes, depending on your pattern of answers. 
If you have any queries on this please contact the Ipsos Project Co-ordinator, James 
Stannard 0207 347 3914, james.stannard@ipsos.com  who is managing the interviewing 
process. If you would like to arrange a time, or you would rather not be contacted, then 
please let James know. 
Thank you in anticipation of your help.  I do hope you will be able to participate as your 
views are greatly valued. 
Yours sincerely 
 

 
Ben Marshall, Research Director 

 
 
 
 



IF ASKED: 
The interview will take 15-20 minutes depending on your answers.” 

S1. We are interested in speaking to [NAME FROM SAMPLE]. Are they available 
please? 
SINGLE CODE 

1. Yes 
2. No 

ASK IF S1=2, OTHERWISE S3 
S2. Is there someone else you think it would be appropriate for me to talk to?  

INTERVIEWER IF NECESSARY: The subject we are researching is the management 
of properties, like flats, apartments or maisonettes that share communal parts of 
the building, like hallways, stairs and roof. 
SINGLE CODE 

1. Yes – MAKE APPOINTMENT 
2. No – CLOSE  

ASK ALL 
S3. Thinking about the main property where you live most of the time, which one, if 
any, of the following best describes how you occupy it. Are you… 
SINGLE CODE 

IF DON’T KNOW, PROBE: From what you know or have heard, does someone in the 
property pay a monthly mortgage, or do they pay rent to a landlord to live here, or 
perhaps they have paid off the mortgage in the past and do not have to anything to 
pay anyone ?  

READ OUT 

1. The owner of the property either outright or on a mortgage – GO TO S4 
2. Buying on a mortgage as a shared owner (i.e. part-rent, part-own) – GO TO S4 
3. Renting from a private landlord – GO TO S7 
4. Renting from a social landlord such as a housing association or council – GO 

TO S7 
5. Other (SPECIFY) – GO TO S7 
6. Don’t know – GO TO S7 

ASK IF CODE 1 or 2 at S3, OTHERWISE S7 
S4. Still thinking about the main property where you live most of the time, are you a 
leaseholder or are you a freeholder, or are you both? 

A leaseholder is someone who owns a property on a long lease giving them the 
right to live in the property for a specified number of years on a lease, usually set 
at 99, 125 or 999 years to start with. The length of the lease decreases year by year 
until it eventually runs out. The lease sets the leaseholder’s and freeholder’s rights 
and obligations. 

A freeholder owns the freehold of a property which includes the building, and if 
there are common parts of the building will include these. They might be an 
individual, business, housing association or a local council. 

 
SINGLE CODE 



1. Leaseholder – GO TO S5 
2. Freeholder – GO TO S7 
3. Leasehold with a share of the freehold – GO TO S5 
4. Don’t know – GO TO S7 

ASK IF S4 = 1 or 3, OTHERWISE S7 
S5. Still thinking about the main property where you live most of the time, is it… 
SINGLE CODE 

READ OUT 

1. A flat or apartment in a block of flats/apartments –  GO TO S6  
2. A flat within a converted house – GO TO S6 
3. A maisonette – GO TO S6 
4. A property which is separate from others and does not contain dwellings or 

flats within it – this might be a house or bungalow – GO TO S7 
5. Some other type of property – GO TO S7 
6. Don’t know 

ASK ALL S5 = 1-3, OTHERWISE S7 
S6. Still thinking about the main property in England or Wales, do you receive 
property management services there – that is, do you pay a service charge or fee? 
This might be for maintenance or upkeep of the building and communal areas like 
shared stairs or hallways or for other shared services such as grass cutting or 
cleaning. 
SINGLE CODE 

1. Yes – receive property management services 
2. No  – no property management services 
3. No – not in England and Wales 
4. Don’t know 

ASK ALL 
S7. Some people own a flat, apartment or maisonette which they do not live in, and 
rent them out to tenants, friends or family. How about you? Do you own a flat, 
apartment or maisonette which you do not live in and which you rent out? 
SINGLE CODE 

1. Yes – GO TO S8 
2. No – CLOSE IF S6 NOT EQUAL TO 1, OTHERWISE GO TO Q1   
3. Don’t know – CLOSE IF S6 NOT EQUAL TO 1, OTHERWISE GO TO Q1   

ASK IF 1 AT S7, OTHERWISE GO TO ELIGIBILITY SUMMARY 
S8. And for how many, if any, leaseholder properties based in England or Wales do 
you receive property management services? 
 
INTERVIEWER IF NECESSARY:  
A leaseholder is someone who owns a property on a lease, typically for 99, 125 or 
999 years. Property management services might include maintenance or upkeep of 
communal areas or other services such as shared stairs or a hallway. 

RECORD NUMBER 

1. None of these  

Don’t know  

IF S6 NOT EQUAL TO 1 AND S8 > 4 CLOSE 



ELIGIBILITY SUMMARY:  

 
S6 = 1 – own property 

S8 = 1-4 – buy to let  

 
CLOSING STATEMENT: 

READ OUT 

We are looking for other types of people on this occasion and do not need to ask 
you any further questions. Thank you for your time. 

BACKGROUND 

READ OUT 

IF S6 = 1 AND S7 = 2/3: For the rest of this interview, please think about the main 
property where you live. 

IF S6 = 1 AND S7 = 1 AND S8 = > 4: For the rest of this interview, please think about 
the main property where you live. 

IF S7 = 1 AND S8 = 1 to 4: For the rest of this interview, please think about the most 
recent leaseholder property you bought but do not live in. 

IF S7=1 and S8 = 0 and S6=1 For the rest of this interview, please think about the 
main property where you live. 

ASK ALL 
BK1. Just so I can refer back to it, what is the name of the street this property is 
on? 

RECORD NAME 

1. Don’t know/can’t remember 
2. Refused 

ASK ALL 
BK2. And the postcode? 
RECORD POSTCODE 
INTERVIEWER: COLLECT AS MUCH OF POSTCODE AS POSSIBLE 

1. Don’t know/can’t remember 
2. Refused 

ASK ALL  

BK3. Please can you tell me who owns the freehold of the property? A freeholder 
may be an individual, business, housing association or a local council that owns 
the freehold of a property which includes the building, and if there are common 
parts of the building, such as a garden, will include these. 

SINGLE CODE 



READ OUT 

1. Private individual or company 
2. Housing association 
3. Local council 
4. Someone else (SPECIFY) 
5. Don’t know 

ASK ALL 
BK4. For how long have you been a leaseholder of this property? 
RECORD EXACT NO. OF YEARS AND CODE BAND 

1. 2 years or less 
2. Between 3 and 5 years 
3. Between 6 and 10 years 
4. 11 years or more 
5. Don’t know 

ASK ALL 
BK5. And please could you tell me if it is in a retirement development or not? 
SINGLE CODE  

1. Yes 
2. No 
3. Don’t know 

ASK BK6 IF YES, code 1 at BK5 
BK6. And is specialist personal or medical care provided by the freeholder or 
property manager? 

1. Yes 
2. No 
3. Don’t know 

ASK ALL 
BK7. Still thinking about [the property at [BK1 TEXT/the property we have been 
talking about], as far as you are aware, how many property units are there within 
the development (for example how many flats are there in your block)?  

INTERVIEWER IF NECESSARY: IF EXACT NUMBER NOT KNOWN ESTIMATE IS 
FINE 

RECORD NUMBER 

  
ASK ALL 
BK8. As far as you are aware, are other residents in the development… 
SINGLE CODE 

READ OUT 

1. Mainly owner-occupiers 
2. Mainly renting from a private landlord 
3. Mainly renting from the council or a housing association 
4. None of these, it’s a mixture of different groups 
5. Don’t know 



ASK ALL 
BK9. Still thinking about [the property at [BK1 TEXT/the property we have been 
talking about],  who manages and looks after the common parts of the building, 
like hallways, stairs and the roof in the development in which the property is 
based? Is it?  
SINGLE CODE 

READ OUT 

1. Property management company or managing agent 
2. Housing association 
3. Local council or organisation providing housing services on behalf of a council 
4. Someone else (SPECIFY) 
5. Don’t know 

ASK ALL 
BK10. What is the name of the [BK9TEXT/IF DK AT BK9 use ‘PROPERTY 
MANAGER’]? 

RECORD NAME 

1. Don’t know/can’t remember 
2. Refused 

IF CODES 1/2 AT BK10, SET TO SUBSTITUTE [BK10 TEXT] WITH [BK9 TEXT] 

ASK IF S8 = 1-4 

BK11. You said earlier that you rented out the property at [BK1 TEXT]. Which of 
these best applies to how often you visit the property? 

READ OUT 

a. About once a week 
b. About once a fortnight 
c. About once a month 
d. About once every three months 
e. About once every six months 
f. About once a year 
g. Less often 
h. Never 
i. Don’t know 

ASK IF S8  =1-4 

BK12. And, how often are you in touch with the tenants at [the property at [BK1 
TEXT/the property we have been talking about]? 

READ OUT 

a. About once a week 
b. About once a fortnight 
c. About once a month 
d. About once every three months 
e. About once every six months 
f. About once a year 
g. Less often 



h. Never 
i. Don’t know 

ASK ALL 
BK13. Do you pay a regular service charge for the services provided by 
[BK10TEXT/IF DK AT BK10 use ‘THE PROPERTY MANAGER’]? 
SINGLE CODE 

1. Yes 
2. No 
3. Don’t know/can’t remember 

ASK BK14 IF CODE 1 AT BK13 
BK14. Approximately, how much do you pay in service charge? Please do not 
include any one-off payments or ground rent charges.  

INTERVIEWER IF NECESSARY: AN ESTIMATE OF THE MOST RECENT SERVICE 
CHARGE IS FINE 

RECORD NUMBER  

1. Don’t know/can’t remember 

ASK IF NUMBER PROVIDED AT BK14 
BK15. For what period does that amount cover? 
SINGLE CODE 

1. Month 
2. Quarter 
3. Year 
4. Other (SPECIFY) 
5. Don’t know 

ASK IF CODE 1 AT BK13 
BK16. Thinking about the service charge, does [BK10TEXT/IF DK AT BK10 use ‘THE 
PROPERTY MANAGER’] provide the following or not? Firstly… 

READ OUT 

a. …a summary of the costs on which the charge is calculated? 
b. …annual accounts? 
c. …receipts and other documents which show how the monies raised have been 

spent? 
SINGLE CODE  
 
1. Yes 
2. No 
3. Don’t know/can’t remember 

 
ASK IF CODE 1 AT BK13 
BK17. Does the service charge include payment into a maintenance fund or 
account – sometimes called a reserve or sink fund – that everyone pays into to 
fund major works in the future? 
SINGLE CODE 
 
1. Yes 
2. No 
3. Don’t know/can’t remember 



ASK ALL 
BK18. In the last 3 years, have you had to pay extra one-off amounts to pay for 
major works? 
SINGLE CODE 

1. Yes 
2. No 
3. Don’t know/can’t remember 

ASK BK19 IF YES, CODE 1 AT BK18 
BK19. On that occasion did the managing agent do the following or not. Firstly… 

RANDOMISE 

a. …provide leaseholders with details of proposed major works and estimates for 
the work? 

b. …provide leaseholders with the opportunity to respond to these proposals and 
the estimates? 

c. …explain why the contractor was selected if they did not choose the contractor 
that provided the cheapest estimate? 
 

SINGLE CODE  
1. Yes 
2. No 
3. Don’t know/can’t remember 

IF YES, CODE 1 AT BK18 
BK20. Still thinking about that time, how satisfied or dissatisfied were you with the 
following…? 

READ OUT 

a) The works being carried out in a timely manner 
b) The quality of the work carried out 

 
1. Very satisfied 
2. Fairly satisfied 
3. Neither satisfied nor dissatisfied 
4. Fairly dissatisfied 
5. Very dissatisfied 
6. Don’t know 
7. Can’t remember 

DEALINGS WITH PROPERTY MANAGERS 

ASK ALL 
PM1. Thinking again about [the property at [BK1 TEXT/the property we have been 
talking about], I am going to read out a list of things that [BK10TEXT/IF DK AT BK10 
use ‘THE PROPERTY MANAGER’] may or may not be responsible for. Please tell me 
if they are responsible for… 
SINGLE CODE  
RANDOMISE ORDER OF a)-g) 

READ OUT 

a. Upkeep of outside areas such as gardens or grounds e.g. grass cutting 
b. Maintenance and repairs of internal common areas e.g. hall, stairs, lifts 
c. Cleaning of internal common areas e.g. hall, stairs, lifts 



d. Maintenance and repairs to external common areas e.g. roof, gutters, outside 
walls and windows 

e. Provision of porter, warden or concierge services 
f. Collection of service charges and preparation of accounts 
g. Organising buildings insurance 

 
1. Yes,  
2. No,  
7. Don’t know/unsure 
8. Not applicable 

ASK PM2a-g IF PM1a-g = 1 
PM2. In general how would you rate the standard of these services provided by 
[BK10TEXT/IF DK AT BK10 use ‘THE PROPERTY MANAGER’] …? 
SINGLE CODE 
RANDOMISE ORDER  

READ OUT 

a. Upkeep of outside areas such as gardens or grounds e.g. grass cutting  
b. Maintenance and repairs of internal common areas e.g. hall, stairs, lifts 
c. Cleaning of internal common areas e.g. hall, stairs, lifts 
d. Maintenance and repairs to external common areas e.g. roof, gutters, outside 

walls and windows 
e. Provision of porter, warden or concierge services 
f. Collection of service charges and preparation of accounts 
g. Level of buildings insurance 

Would you rate them as… 

READ OUT 

1. Very good 
2. Fairly good 
3. Neither good nor poor 
4. Fairly poor 
5. Very poor 
6. Don’t know 
7. Not applicable 

ASK ALL 
PM3. Now thinking about repairs and maintenance, how would you rate 
[BK10TEXT/IF DK AT BK10 use ‘THE PROPERTY MANAGER’] in terms of the 
following …? 
SINGLE CODE 
RANDOMISE ORDER  

READ OUT 

a. Acting promptly when repairs or maintenance are required 
b. Consulting leaseholders for their views on major work 
c. Consulting leaseholders for their views on which contractors to use 
d. Providing information on what the service charge has been spent on 
e. Providing information about planned major works  

Would you say they are… 

READ OUT 



1. Very good 
2. Fairly good 
3. Neither good nor poor 
4. Fairly poor 
5. Very poor 
6. Don’t know 
7. Not applicable 

ASK ALL 
PM4. Taking everything into account, would you say that the overall service 
provided by [BK10TEXT/IF DK AT BK10 use ‘THE PROPERTY MANAGER’] is…? 
SINGLE CODE 

1. Very good 
2. Fairly good 
3. Neither good nor poor 
4. Fairly poor 
5. Very poor 
6. Don’t know 
7. Not applicable 

ASK ALL 
PM5. To what extent, if at all, do you agree or disagree that [BK10TEXT/IF DK AT 
BK10 use ‘THE PROPERTY MANAGER’] provides value for money? 
SINGLE CODE 

1. Strongly agree 
2. Tend to agree 
3. Neither agree nor disagree 
4. Tend to disagree 
5. Strongly disagree 
6. Don’t know 

ASK IF PM5 = 4/5 
PM6. Why do you say that? 
PROBE: What else? 
MULTICODE 

Communication 

1. I never hear from them 
2. Residents are not kept informed about what is going on 

Services 

3. Services (unspecified) are poor 
4. Repair and maintenance are performed to a low standard 
5. Repairs and maintenance are carried out unnecessarily 
6. Repairs and maintenance are not carried out when required 

Costs 

7. Cost of management services is too high 
8. Cost of management services keeps rising 
9. Cost of repairs and maintenance are too high 
10. The managing agent does not do enough to get good deals on services like cleaning  
11. The cost of insurance is excessive 



12. When repairs are needed, the managing agent does not make much effort to get 
good value for money on behalf of the residents 
 

13. Other (SPECIFY) 
14. Don’t know 

ASK PM7a-e IF PM1a-e = 1 
PM7. Can I check, from what you know or have heard, does [BK10TEXT/IF DK AT 
BK10 use ‘THE PROPERTY MANAGER’] ever use contractors to undertake the 
following – that is, do they pay a company to do these things? 
MULTICODE 
RANDOMISE ORDER 

READ OUT 

a. Upkeep of outside areas such as gardens or grounds e.g. grass cutting 
b. Maintenance and repairs of internal common areas e.g. hall, stairs, lifts 
c. Cleaning of internal common areas e.g. hall, stairs, lifts 
d. Maintenance and repairs to external common areas e.g. roof, gutters, outside 

walls and windows 
e. Provision of porter, warden or concierge services 
f. None of these 

Don’t know 
 

ASK PM8 IF CODES 1-5 AT PM7 
PM8. Overall, would you say that the quality of contractors is… 
SINGLE CODE 

READ OUT 

1. Very good 
2. Fairly good 
3. Neither good nor poor 
4. Fairly poor 
5. Very poor 
6. Don’t know 
7. Not applicable 

ASK ALL 
PM9. And can I just check, do leaseholders at [the property at [BK1 TEXT/the 
property we have been talking about] come together to discuss any issues and 
concerns about the management of their properties, perhaps at a regular meeting 
or through a residents committee? 
SINGLECODE 

1. Yes 
2. No 
3. Don’t know 

SWITCHING 

READ OUT 

Now on a different subject… 

ASK IF BK3=1 [PRIVATE] 
SW1. Right to Manage allows leaseholders with communal facilities to take control 



of the management of the buildings where they live. It gives them the right to 
appoint their own managing agent. Before this interview, were you aware of this or 
not? 
SINGLE CODE 

1. Yes, was aware 
2. No, was not aware 
3. Don’t know 

ASK SW2 IF BK3 = 1 
SW2. And from what you know or have heard, have leaseholders at [the property at 
[BK1 TEXT/the property we have been talking about] done or tried to do this, or 
not? 
SINGLE CODE 

1. Yes, have tried 
2. No, have not tried 
3. Don’t know 

ASK IF CODE 1 AT SW2 
SW3. And were they successful or not? 
SINGLE CODE 

1. Yes, successful 
2. No, not successful 
3. Don’t know 

ASK SW4 IF CODE 1 AT SW3 
SW4. As far as you know, WHEN did this happen? 
SINGLE CODE 

1. Within past 2 years 
2. Between 3 and 5 years 
3. Between 6 and 10 years 
4. Between 10 and 20 years 
5. 21 years or more 
6. Always been managed by a Right to Manage Company 

Don’t know 

RMC/RTMC 

ASK SW5 IF BK3 = 1 or 2 and SW3 ≠ 1 
SW5. Sometimes leaseholders manage the property through a ‘Residents 
Management Company (RMC)’]. From what you know is there a ‘Residents 
Management Company (RMC)’]at [the property at [BK1 TEXT/the property we have 
been talking about], or not? 
SINGLE CODE 

1. Yes 
2. No 
3. Don’t know 

ASK SW6 IF SW5 = 1 
SW6. And, as far as you know, when was this setup, or has the property always 
been managed by a ‘Residents Management Company (RMC)’].? 
SINGLE CODE 

1. Within past 2 years 



2. Between 3 and 5 years 
3. Between 6 and 10 years 
4. Between 10 and 20 years 
5. 21 years or more 
6. Always been managed by Residents Management Company 

Don’t know 

ASK SW7 IF SW2 = 1 OR SW5 = 1 
SW7. You said that leaseholders have taken control or tried to take control of the 
management of the buildings where they live and appoint their own managing 
agent. What was the reason for this? 
 

OPEN ENDED 

Don’t know 

ASK SW8 IF SW2 = 1 OR SW5=1  
SW8. And from what you know or have heard, was the process of leaseholders 
taking control or trying to take control of the management of the buildings where 
they live easy or difficult? Was it… 
SINGLE CODE 

READ OUT 

1. Very easy 
2. Fairly easy 
3. Fairly difficult 
4. Very difficult 
5. Don’t know/can’t remember 

ASK IF SW8 = 3/4  
SW9. And what specifically would you say was difficult about it? 
OPEN ENDED QUESTION 

Don’t know 

ASK SW10 IF SW3 = 1 OR SW5 =1  
SW10 Would you say that since this happened, management of the properties and 
the communal areas has got better, got worse or has it stayed the same? 

1. Got much better 
2. Got a little better 
3. Stayed the same 
4. Got a little worse 
5. Got much worse 
6. Don’t know/not sure 

ASK SW11 IF SW3 = 1 OR SW5=1  
SW11. And since this happened, has the level of service charges for the properties 
and the communal areas increased, decreased or stayed the same? 

1. Increased 
2. Decreased 
3. Stayed the same 
4. Don’t know/not sure 

TMO 



ASK IF BK3 = 3 
SW12. Sometimes leaseholders of local council properties manage the property 
through a Tenant Management Organisation (TMO). From what you know is there a 
Tenant Management Organisation at [the property at [BK1 TEXT/the property we 
have been talking about], or not? 
SINGLE CODE 

1. Yes 
2. No 
3. Don’t know 

ASK SW13 IF SW12 = 1 
SW13. Thinking again about [the property at [BK1 TEXT/the property we have been 
talking about], Which of these, if any, is the Tenant Management Organisation 
responsible for. Please tell me if they are responsible for… 
MULTICODE  
RANDOMISE ORDER OF a-g 

READ OUT 

a. Upkeep of outside areas such as gardens or grounds e.g. grass cutting 
b. Maintenance and repairs of internal common areas e.g. hall, stairs, lifts 
c. Cleaning of internal common areas e.g. hall, stairs, lifts 
d. Maintenance and repairs to external common areas e.g. roof, gutters, outside 

walls and windows 
e. Provision of porter, warden or concierge services 
f. Collection of service charges and preparation of accounts 
g. Organising buildings insurance 

Don’t know 
None of these 
 

ASK SW14 IF SW12 = 1 
SW14. And, as far as you know, when was the Tenant Management Organisation 
(TMO) set up, or has the property always been managed by a Tenant Management 
Organisation? To clarify, sometimes leaseholders of local council properties 
manage the property through a Tenant Management Organisation. 
SINGLE CODE 

1. Within past 2 years 
2. Between 3 and 5 years 
3. Between 6 and 10 years 
4. Between 10 and 20 years 
5. 21 years or more 
6. Always been managed by TMO 
7. Don’t know 

ASK IF SW12 = 1 
SW15. You said that there is a Tenant Management Organisation at [the property at 
[BK1 TEXT/the property we have been talking about]. From what you know or have 
heard, what was the reason for this being setup? 

OPEN ENDED 

INTERVIEWER IF NECESSARY: Don’t know 

ASK IF SW14 = 1-5 
SW16 And from what you know or have heard, was the process of setting up a 



Tenant Management Organisation easy or difficult? Was it… 
SINGLE CODE 

READ OUT 

1. Very easy 
2. Fairly easy 
3. Fairly difficult 
4. Very difficult 
5. Don’t know/can’t remember 
6. Not applicable 

ASK SW17 IF SW16 = 3/4 
SW17. And, what specifically would you say was difficult about it? 

 
OPEN ENDED 

Don’t know 

ASK SW18 IF SW12 = 1 AND SW14 = 1-5 
SW18. Would you say that since this happened, management of the properties and 
the communal areas has got better, got worse or has it stayed the same? 

1. Got much better 
2. Got a little better 
3. Stayed the same 
4. Got a little worse 
5. Got much worse 
6. Don’t know/not sure 
7. Not applicable 

ASK SW19 IF SW12 = 1 AND SW14 = 1-5 
SW19. And since this happened, has the level of service charges for the properties 
and the communal areas increased, decreased or stayed the same? 

1. Increased 
2. Decreased 
3. Stayed the same 
4. Don’t know/not sure 

REDRESS/MAKING COMPLAINTS 

READ OUT 

Now on a different subject… 

ASK ALL 
COM1. Still thinking about [the property at [BK1 TEXT/the property we have been 
talking about], have you ever had any reasons to be dissatisfied with [BK10TEXT/IF 
DK AT BK10 use ‘THE PROPERTY MANAGER’]?   
SINGLE CODE 

1. Yes 
2. No 
3. Don’t know/can’t remember 



ASK IF COM1 = 1 
COM2. Thinking about the last time you had a reason to be dissatisfied with 
[BK10TEXT/IF DK AT BK10 use ‘THE PROPERTY MANAGER’], which of these, if any, 
was that reason about? 
SINGLE CODE 
READ OUT 
RANDOMISE 

1. Upkeep of outside areas such as gardens or grounds e.g. grass cutting etc. 
2. Maintenance and repairs of internal common areas e.g. hall, stairs, lifts 
3. Cleaning of internal common areas e.g. hall, stairs, lifts 
4. Maintenance and repairs to external common areas e.g. roof, gutters, outside 

walls and windows 
5. Something else (specify) 
6. Don’t know/can’t remember 

ASK IF COM1 = 1 

COM3. And what specifically was the issue about? 

Communication 

1. I never hear from them 
2. Residents are not kept informed about what is going on 
3. Quality of information is poor 

Services 

4. Important services are not provided 
5. Services (unspecified) are poor 
6. Repairs and maintenance are performed to a low standard 
7. Repairs and maintenance are carried out unnecessarily 
8. Repairs and maintenance are not carried out when required 

Costs 

9. Cost of management services is too high 
10. Cost of management services keeps rising 
11. Cost of repairs and maintenance are too high 
12. Insufficient information provided on service charges or fees  
13. Mistakes in billing 
14. The managing agent does not do enough to get good deals on services like cleaning  
15. The cost of insurance is excessive 
16. When repairs are needed, the managing agent does not make much effort to get 

good value for money on behalf of the residents 
 

17. Other (SPECIFY) 
18. Don’t know 

ASK IF COM1 = 1 
COM4. And did you contact [BK10TEXT/IF DK AT BK10 use ‘THE PROPERTY 
MANAGER’] about the issue yourself, did someone else such as another 
leaseholder or a residents group contact them, or did no-one contact them? 
SINGLE CODE 

1. Respondent contacted  
2. Someone else contacted. 
3. No-one contacted them 



4. Don’t know 

ASK COM5 IF COM4 = 1 

COM5. For which of these reasons, if any, did you contact them? 
READ OUT 
MULTICODE 

READ OUT 

1. To find out what was happening 
2. To obtain information  
3. To express my dissatisfaction 
4. To make a complaint 
5. To find out where I could get advice or support 
6. Something else (SPECIFY) 
7. None of these 
8. Don’t know/can’t remember 

ASK COM6 IF COM1 = 1 and COM4 = 2/3 
COM6. Thinking about the last time you were dissatisfied but did not personally 
contact [BK10TEXT/IF DK AT BK10 use ‘THE PROPERTY MANAGER’], what 
prevented you from doing so? 
MULTICODE, DO NOT READ OUT 

1. Someone else in the properties/block contacted them 
2. The problem was resolved before I got the chance 
3. I didn’t know how to go about contacting them 
4. The process of contacting them was too difficult 
5. I didn’t have time 
6. I just didn’t get around to it 
7. I didn’t think it would be worthwhile as nothing would be done 
8. I didn’t think it was serious enough 
9. Other (SPECIFY) 
10. Don’t know/can’t remember 

ASK IF COM4 = 1 
COM7. Still thinking about the last time you contacted [BK10TEXT/IF DK AT BK10 
use ‘THE PROPERTY MANAGER’]  how satisfied or dissatisfied were you with the 
following…? 
SINGLE CODE 
RANDOMISE ORDER 

READ OUT 

a. [BK10TEXT/IF DK AT BK10 use ‘THE PROPERTY MANAGER’] being clear about 
how they would deal with you 

b. The time it took to deal with what you contacted them about 
c. The ease of getting through to speak to the right person 

READ OUT 

1. Very satisfied 
2. Fairly satisfied 
3. Neither satisfied nor dissatisfied 
4. Fairly dissatisfied 
5. Very dissatisfied 
6. Too early to say as the issues has not yet been resolved or is ongoing 



7. Don’t know 

ASK COM7 IF COM4 = 1 

COM7out. And how satisfied or dissatisfied were you with the outcome, or has 
there not yet been an outcome?  

SINGLE CODE 

READ OUT 

1. Very satisfied 
2. Fairly satisfied 
3. Neither satisfied nor dissatisfied 
4. Fairly dissatisfied 
5. Very dissatisfied 
6. There has not yet been an outcome 
7. Don’t know 

ASK COM8 IF COM7out = 1-5 
COM8. Taking everything into account, and regardless of the outcome, how 
satisfied or dissatisfied were you with the way in which your issue was handled by 
[BK10TEXT/IF DK AT BK10 use ‘THE PROPERTY MANAGER’]? 
SINGLE CODE 

READ OUT 

1. Very satisfied 
2. Fairly satisfied 
3. Neither satisfied nor dissatisfied1 
4. Fairly dissatisfied 
5. Very dissatisfied 
6. Too early to say as the issues has not yet been resolved or is ongoing 
7. Don’t know 

ASK COM8out IF COM7out = 6 
COM8out. Taking everything into account how satisfied or dissatisfied are you with 
the way in which your issue has been handled by [BK10TEXT/IF DK AT BK10 use 
‘THE PROPERTY MANAGER’] up to this point? 
SINGLE CODE 

READ OUT 

1. Very satisfied 
2. Fairly satisfied 
3. Neither satisfied nor dissatisfied 
4. Fairly dissatisfied 
5. Very dissatisfied 
6. Too early to say as the issues has not yet been resolved or is ongoing 
7. Don’t know 

ASK COM9 IF COM4 = 1 
COM9. What other comments or observations, if any, would you like to make about 
how you were dealt with when you contacted [BK10TEXT/IF DK AT BK10 use ‘THE 
PROPERTY MANAGER’] about the issue? 
PROBE: What else? 

OPEN ENDED 



Don’t know 

ASK ALL 
COM10. Now thinking more generally. Have you EVER contacted any of the 
following about any issues you have had with property management services you 
received as a leaseholder? 

 
MULTICODE 
RANDOMISE ORDER 

READ OUT 

a. …an Ombudsman  
b.  …a First Tier Tribunal, sometimes known as a Leasehold Valuation 

Tribunal (LVT) 
c.  …a local councillor/MP 

 
1. Yes 
2. No 
3. Don’t know 

ASK COM11 IF COM10c = 1 

COM11. Still thinking about the last time you contacted a local councillor/MP about 
the issue you had with [BK10TEXT/IF DK AT BK10 use ‘THE PROPERTY MANAGER’] 
was the issue resolved or not? 
SINGLE CODE 

1. Yes 
2. No 
3. Too early to say as the issue is ongoing 
4. Don’t know 

ASK IF COM1 = 1 or COM10A, B or C = 1 
COM12. And at any point what other sources did you use to find advice or support 
on what to do about the issue?  
DO NOT READ OUT 
MULTICODE 

1. Other leaseholders 
2. LEASE - leasehold advisory service 
3. [BK10TEXT/IF DK AT BK10 use ‘THE PROPERTY MANAGER’]  
4. The managing agent 
5. Citizens Advice Bureau (CAB) 
6. Solicitor 
7. Family/friends 
8. The local council 
9. Internet search 
10. An ombudsman  
11. First Tier Tribunal, sometimes known as Leasehold Valuation Tribunal (LVT) 
12. MP 
13. Someone else (SPECIFY) 
14. None of these 
15. Don’t know 
16. Can’t remember 

ASK COM13 IF COM10a = 1 



COM13. Thinking about your experience of the Ombudsman system, did you go 
through the whole process or did you just contact them for advice on an issue?  

SINGLE CODE 

1. Whole process 
2. Contacted for advice 
3. Don’t know 

ASK COM14 IF COM13 = 1 
COM14. Thinking about your experience of the Ombudsman system, to what extent 
do you agree or disagree that it…? 
SINGLE CODE 
RANDOMISE ORDER OF a-d 
READ OUT 

a. Was costly 
b. Was time consuming  
c. Was straightforward to understand and use 
d. Dealt effectively with your issue 

 
1. Strongly agree 
2. Tend to agree 
3. Neither agree nor disagree 
4. Tend to disagree 
5. Strongly disagree 
6. Don’t know 

ASK COM15 IF COM13 = 1 
COM15. And do you have any other comments about the Ombudsman system you 
would like to make? 

OPEN ENDED 

Don’t know 

ASK COM16 IF COM13 = 1 
COM16. Overall, how satisfied or dissatisfied were you with the outcome? 

1. Very satisfied 
2. Fairly satisfied 
3. Neither satisfied nor dissatisfied 
4. Fairly dissatisfied 
5. Very dissatisfied 
6. Too early to say as the issue has not yet been resolved or is ongoing 
7. Don’t know 

ASK COM17 IF COM13 = 1 
COM17. Did the ombudsman find in your favour or not? 
SINGLE CODE 

1. Yes, found in favour 
2. No, did not find in favour 
3. Not yet resolved 
4. Don’t know/can’t remember 



ASK IF COM10a = 2/3 
COM17out. Before this interview, were you aware, or not, of the Ombudsman 
system giving leaseholders the chance to investigate and address complaints? 

1. Yes – was aware of this 
2. No – was not aware of this 
3. Don’t know 

ASK IF COM10b = 1 

COM18. Thinking about your experience of the First Tier Tribunal, sometimes 
known as Leasehold Valuation Tribunal (LVT), did you go through the whole 
process or did you just contact them for advice on an issue?  

SINGLE CODE 

1. Whole process 
2. Contacted for advice 
3. Don’t know 

ASK COM19 IF COM18 = 1 
COM19. And did you represent yourself at the tribunal or did you instruct a 
representative or lawyer? 
SINGLE CODE 

1. Yourself 
2. Representative 
3. Lawyers 
4. Don’t know 

ASK IF COM18 = 1 or 2 
COM20. And were you offered mediation by the Tribunal, or not?  
INTERVIEWER IF NECESSARY: By mediation we mean an attempt to bring about a 
settlement between both parties through the intervention of a neutral party. 

1. Yes 
2. No 
3. Don’t know 

ASK COM21 IF COM20 = 1 
COM21. Did you use it, or not?  

1. Yes, used it 
2. No, did not use it 
3. Don’t know 

ASK COM22 IF COM21 = 1 

COM22. And what was the outcome of the mediation 

OPEN ENDED 

Don’t know 

ASK COM23 IF COM18 = 1 
COM23. Still thinking about your experience of the First Tier Tribunal, sometimes 
known as Leasehold Valuation Tribunal (LVT), to what extent do you agree or 



disagree that…? 
SINGLE CODE 
RANDOMISE ORDER OF a-e 

READ OUT 

a. It was costly 
b. It was time consuming  
c. It was straightforward to understand and use 
d. Being represented by a lawyer was necessary 
e. It dealt effectively with the issue 

 
1. Strongly agree 
2. Tend to agree 
3. Neither agree nor disagree 
4. Tend to disagree 
5. Strongly disagree 
6. Don’t know 

ASK COM24 IF COM18 = 1 

COM24. And do you have any other comments about the First Tier Tribunal, 
sometimes known as Leasehold Valuation Tribunal (LVT) you would like to make? 

OPEN ENDED 

Don’t know 

ASK COM25 IF COM18 = 1 
COM25. And overall, how satisfied or dissatisfied were you with the outcome of the 
tribunal? 

1. Very satisfied 
2. Fairly satisfied 
3. Neither satisfied nor dissatisfied 
4. Fairly dissatisfied 
5. Very dissatisfied 
6. Don’t know/too early to say as the issue has not yet been resolved or is ongoing 

ASK COM26 IF COM18 = 1 
COM26. Did the tribunal find in your favour or not? 
SINGLE CODE 

1. Yes, found in favour 
2. No, did not find in favour 
3. Don’t know/can’t remember 

ASK COM27 IF COM10b = 2/3 
COM27. Before this interview, were you aware, or not, of the First Tier Tribunal, 
sometimes known as Leasehold Valuation Tribunal 

1. Yes – was aware of this 
2. No – was not aware of this 
3. Don’t know 

RESILIENCE 



ASK RES1 IF BK4 = Codes 2, 3, 4 and BK14 > 0 

READ OUT 
RES1. You mentioned earlier that you pay [NUMBER FROM BK14] in service charge 
[IF BK15 1-4 on a BK15 TEXT basis]. Compared to 2 years ago would you say it 
has… 
SINGLE CODE 

READ OUT 

1. A lot higher 
2. A little higher 
3. Stayed the same 
4. A little lower 
5. A lot lower 
6. Don’t know/can’t remember 
7. Not applicable 

ASK ALL 

READ OUT 
RES2. And thinking about the past 2 years have you ever been unable to pay any 
money that you have owed [BK10TEXT/IF DK AT BK10 use ‘THE PROPERTY 
MANAGER’] or not? 
MULTICODE (1/2) SINGLE CODE (3/4) 

1. Yes 
2. No 
3. Don’t know/can’t remember 

ASK IF RES2 = 1 

READ OUT 
RES3. Was this the regular service charge payment, or an extra one-off amount to 
pay for major works on top of what you normally pay, or both of these? 
SINGLE CODE 

1. Regular service charge payment 
2. Extra one-off 
3. Both 
4. Don’t know/not sure 

ASK RES4 IF RES2 = 1 

READ OUT 
RES4. And thinking about the last occasion you had difficulties, why was that? 
INTERVIEWER PROMPT: What else? 

DO NOT READ OUT 
MULTICODE 

Amount 

1. It was a large sum 
2. Couldn’t afford it 

Change in circumstances 



3. Loss of income due to unexpected event (redundancy, sickness etc.) 
4. Unexpected expense at the time 
5. Increase in mortgage payments at same time 
6. Over-committed financially  

Other reasons 

7. Confusion over the due dates for payment 
8. Some other reason (SPECIFY) 
9. Nothing/none of these  
10. Don’t know  

 
ASK RES5 IF RES2 = 1 
RES5 Did [BK10TEXT/IF DK AT BK10 use ‘THE PROPERTY MANAGER’]? 

MULTICODE 

RANDOMISE a)-f) 

READ OUT 

a) Send a letter about non-payment 
b) Visit you to discuss the situation 
c) Ask you to pay the outstanding amount immediately 
d) Allow you to pay over a period of time 
e) Refer you to financial advice or other support services 
f) Make a claim against you in the County Court 

1. Yes 
2. No 
3. Don’t know 
4. Refused 

CLASSIFICATION 
READ OUT 
 
Thank you very much. To finish off we’ll now move on to some questions about 
you. As with the rest of the questionnaire, I would like to assure you that your 
answers are completely confidential. 
ASK ALL 
DEM1. What was your age last birthday? 
SINGLE CODE 
INTERVIEWER RECORD EXACT AGE AND CODE BAND IF REFUSE 

1. 16-24 
2. 25-34 
3. 35-44 
4. 45-54 
5. 55-64 
6. 65-74 
7. 75+ 
8. Refuse 

DEM2. RECORD 
SINGLE CODE 

1. Male 



2. Female 

DEM3. Do you or does anyone in your household have any long-term illness, health 
problems or disability which limits your/ their daily activities or the work you/ they 
can do, including any problems which are due to old age?  
SINGLE CODE 

1. Yes 
2. No 

DEM4. What is your total household income per year from all sources before tax 
and other deductions? Please include any tax credits or social security benefits 
you receive, including housing benefit. If you’re not sure, please give us a range or 
your best estimate. 
SINGLE CODE 
INTERVIEWER: DO NOT READ OUT 
IF NECESSARY, PROMPT WITH RANGES 

1. Up to £4,999 (up to £417 per month) 
2. £5,000 - £7,499 (£418 to £624 per month) 
3. £7,500 - £9,999 (£625 to £832 per month) 
4. £10,000 - £14,999 (£833 to £1,249 per month) 
5. £15,000 - £19,999 (£1,250 to £1,666 per month) 
6. £20,000 - £29,999 (£1,667 to £2,499 per month) 
7. £30,000 - £39,999 (£2,500 to £3,332 per month) 
8. £40,000 - £49,999 (£3,333 to £4,166 per month) 
9. £50,000 or more (£4,167 or more per month) 
10. Prefer not to say 

DEM5. It is possible that Ipsos MORI, on behalf of the Competition and Markets 
Authority, would like to contact you again over the next twelve months to 
undertake further research. Can we take your details to contact you again about 
this study in the future?  
SINGLE CODE 

1. Yes  
2. No 

COLLECT CONTACT DETAILS 
THANK AND CLOSE 

 

 



CMA - PROPERTY MANAGEMENT SERVICES 
TOPLINE 

 Fieldwork took place between 30th April 2014 and 1st June 2014. Ipsos MORI 
conducted 1,050 telephone interviews with adults in England and Wales. 

 Results are based on all respondents unless otherwise specified.  

 Data are unweighted 

 An asterisk (*) indicates a figure smaller than 0.5% but greater than 0. 

 A ‘-‘ indicates a figure of 0. 

 Where percentages do not sum to 100, this is due to computer rounding, 
multiple responses or the exclusion of ‘don’t know’ categories 

 
 
 
 
S1. 

IF ASKED: 
The interview will take 15-20 minutes depending on your answers.” 
 
We are interested in speaking to [NAME FROM SAMPLE]. Are they available please? 
SINGLE CODE.  Base: (1003)  

 

   %   

  Yes 92   

  No 8   

 

 
 
 
S2. 

ASK IF S1=2, OTHERWISE S3 
 
Is there someone else you think it would be appropriate for me to talk to?  
INTERVIEWER IF NECESSARY: The subject we are researching is the management of 
properties, like flats, apartments or maisonettes that share communal parts of the 
building, like hallways, stairs and roof. 
SINGLE CODE. Base: (125) 

 

   %   

  Yes 100   

  No -   



 
S3. 

ASK ALL 
Thinking about the main property where you live most of the time, which one, if any, of 
the following best describes how you occupy it. Are you… 
SINGLE CODE 

IF DON’T KNOW, PROBE: From what you know or have heard, does someone in the 
property pay a monthly mortgage, or do they pay rent to a landlord to live here, or 
perhaps they have paid off the mortgage in the past and do not have to anything to pay 
anyone?  
READ OUT.  Base: (1050) 

 

   %   

  The owner of the property 
either outright or on a 

mortgage 

95   

  Buying on a mortgage as a 
shared owner (i.e. part-rent, 

part-own) 

5   

  Renting from a private 
landlord 

-   

  Renting from a social landlord 
such as a housing association 

or council 

-   

  Other (SPECIFY) -   

  Don’t know -   

 
 
S4. 

ASK IF CODE 1 or 2 at S3, OTHERWISE S7 
 
Still thinking about the main property where you live most of the time, are you a 
leaseholder or are you a freeholder, or are you both? 
 
A leaseholder is someone who owns a property on a long lease giving them the right 
to live in the property for a specified number of years on a lease, usually set at 99, 125 
or 999 years to start with. The length of the lease decreases year by year until it 
eventually runs out. The lease sets the leaseholder’s and freeholder’s rights and 
obligations. 
 
A freeholder owns the freehold of a property which includes the building, and if there 
are common parts of the building will include these. They might be an individual, 
business, housing association or a local council. 
SINGLE CODE.  Base: (1050) 

 

   %   

  Leaseholder 89   

  Freeholder 1   

  Leasehold with a share of the 
freehold 

10   

  Don’t know *   



 
 
S5. 

ASK IF S4 = 1 or 3, OTHERWISE S7 
 
Still thinking about the main property where you live most of the time, is it… 
SINGLE CODE 
READ OUT.  Base: (1034) 

 

   %   

  A flat or apartment in a block 
of flats/apartments 

78   

  A flat within a converted 
house 

8   

  A maisonette 13   

  A property which is separate 
from others and does not 
contain dwellings or flats 
within it – this might be a 

house or bungalow 

1   

  Some other type of property -   

  Don’t know -   

 
 
S6. 

ASK ALL S5 = 1-3, OTHERWISE S7 
 
Still thinking about the main property in England or Wales, do you receive property 
management services there – that is, do you pay a service charge or fee? This might 
be for maintenance or upkeep of the building and communal areas like shared stairs or 
hallways or for other shared services such as grass cutting or cleaning. 
SINGLE CODE.  Base: (1024) 

 

   %   

  Yes  100   

  No   *   

  Don’t know -   

 
 
S7. 

ASK ALL 
 
Some people own a flat, apartment or maisonette which they do not live in, and rent 
them out to tenants, friends or family. How about you? Do you own a flat, apartment or 
maisonette which you do not live in and which you rent out? 
SINGLE CODE.  Base: (1050)

 

   %   

  Yes 6   

  No 94   

  Don’t know *   

 
S8. 

ASK IF 1 AT S7, OTHERWISE GO TO ELIGIBILITY SUMMARY 
And for how many, if any, leaseholder properties based in England or Wales do you 
receive property management services? 
 
INTERVIEWER IF NECESSARY:  
A leaseholder is someone who owns a property on a lease, typically for 99, 125 or 999 
years. Property management services might include maintenance or upkeep of 
communal areas or other services such as shared stairs or a hallway. 

RECORD NUMBER

 

   %   

  1 50   

  2 23   

  3 13   

  4 2   

  More than 4 8   



  None of these 3   

  Don’t know -   

 

IF S6 NOT EQUAL TO 1 AND S8 > 4 CLOSE 

ELIGIBILITY SUMMARY:  

 
S6 = 1 – own property 

S8 = 1-4 – buy to let  

 
CLOSING STATEMENT: 

READ OUT 

We are looking for other types of people on this occasion and do not need to ask 
you any further questions. Thank you for your time. 

BACKGROUND 

READ OUT 

IF S6 = 1 AND S7 = 2/3: For the rest of this interview, please think about the main 
property where you live. 

IF S6 = 1 AND S7 = 1 AND S8 = > 4: For the rest of this interview, please think about 
the main property where you live. 

IF S7 = 1 AND S8 = 1 to 4: For the rest of this interview, please think about the most 
recent leaseholder property you bought but do not live in. 

IF S7=1 and S8 = 0 and S6=1 For the rest of this interview, please think about the 
main property where you live. 

 
BK1. 

ASK ALL 
Just so I can refer back to it, what is the name of the street this property is on? 

RECORD NAME.  Base: (1012)

 

   %   

  Don’t know/can’t remember 21   

  Refused 79   

 
BK2. 

ASK ALL 
And the postcode? 
RECORD POSTCODE 
INTERVIEWER: COLLECT AS MUCH OF POSTCODE AS POSSIBLE 

 

   %   

  Don’t know/can’t remember 12   

  Refused 88   



 
BK3. 

ASK ALL  
Please can you tell me who owns the freehold of the property? A freeholder may be an 
individual, business, housing association or a local council that owns the freehold of a 
property which includes the building, and if there are common parts of the building, 
such as a garden, will include these. 
SINGLE CODE.  Base: (1050)

 

   %   

  Private individual or company 56   

  Housing association 12   

  Local council 17   

  Leaseholders/tenants/residents/o
wners/everyone 

2   

  Management committee *   

  Other 1   

  Don’t know/na 12   

 
 
BK4. 

READ OUT 
ASK ALL 
For how long have you been a leaseholder of this property? 
RECORD EXACT NO. OF YEARS AND CODE BAND 
Base: (1050) 

 

   %   

  2 years or less 2   

  Between 3 and 5 years 1   

  Between 6 and 10 years 31   

11 years or more 65 

  Don’t know 1   

 
BK5. 

ASK ALL 
And please could you tell me if it is in a retirement development or not? 
SINGLE CODE.  Base: (1050)  

 

   %   

  12   

  87   

  *   

 
 
BK6. 

ASK BK6 IF YES, code 1 at BK5 
And is specialist personal or medical care provided by the freeholder or property 
manager? Base: (131) 

 

   %   

  11   

  87   

  2   

 
 
BK7. 

ASK ALL 
Still thinking about [the property at [BK1 TEXT/the property we have been talking 
about], as far as you are aware, how many property units are there within the 
development (for example how many flats are there in your block)?  

INTERVIEWER IF NECESSARY: IF EXACT NUMBER NOT KNOWN ESTIMATE IS FINE 

RECORD NUMBER 

 

   %   

     

  16   

  24   

  19   



  39   

  *   

  2   

 
 
BK8. 

ASK ALL 
As far as you are aware, are other residents in the development… 
SINGLE CODE 
READ OUT.  Base: (1050) 

 

   %   

  Mainly owner-occupiers 33   

  Mainly renting from a private 
landlord

9   

  Mainly renting from the council or 
a housing association

9   

  None of these, it’s a mixture of 
different groups 

42   

  Don’t know 6   

 
BK9. 

ASK ALL 
Still thinking about [the property at [BK1 TEXT/the property we have been talking 
about],  who manages and looks after the common parts of the building, like hallways, 
stairs and the roof in the development in which the property is based? Is it?  
SINGLE CODE. 
READ OUT.  Base: (1050) 

 

   %   

  Property management company 
or managing agent 

66   

  Housing association 1   

  Local council or organisation 
providing housing services on 

behalf of a council 

15   

  Board/board of directors *   

  Residents` association/residents` 
committee/management 

committee 

1   

  Freeholder *   

  Landlord *   

  Our own company/residents` 
management company 

*   

  Residents/tenants/owners/ 
leaseholders/ourselves 

2   

  RMC *   

  Other *   

  Don't know 3   

 
BK10. 

ASK ALL 
What is the name of the [BK9TEXT/IF DK AT BK9 use ‘PROPERTY MANAGER’]? 

RECORD NAME.  Base: (150) 

 

   %   

  Don’t know/can’t remember 79   

  Refused 21   



 
 
BK11. 

IF CODES 1/2 AT BK10, SET TO SUBSTITUTE [BK10 TEXT] WITH [BK9 TEXT] 
ASK IF S8 = 1-4 
You said earlier that you rented out the property at [BK1 TEXT]. Which of these best 
applies to how often you visit the property? 
READ OUT.  Base:  22) 

 

   %   

 A About once a week 5   

 B About once a fortnight -   

 C About once a month 9   

 D About once every three 
months 

27   

 E About once every six months 27   

 F About once a year 14   

 G Less often 9   

 H Never 9   

 I Don’t know -   

 
BK12. 

ASK IF S8  =1-4 
And, how often are you in touch with the tenants at [the property at [BK1 TEXT/the 
property we have been talking about]? 
READ OUT.  Base: (22) 

 

   %   

 A About once a week 9   

 B About once a fortnight 5   

 C About once a month 14   

 D About once every three 
months 

27   

 E About once every six months 18   

 F About once a year 5   

 G Less often 5   

 H Never 14   

 I Don’t know 5   

 
BK13. 

ASK ALL 
Do you pay a regular service charge for the services provided by [BK10TEXT/IF DK AT 
BK10 use ‘THE PROPERTY MANAGER’]? 
SINGLE CODE.  Base: (1050) 

 

   %   

  97   

  No 3   

  Don’t know/can’t remember *   

 
BK16. 

ASK IF CODE 1 AT BK13 
Thinking about the service charge, does [BK10TEXT/IF DK AT BK10 use ‘THE PROPERTY 
MANAGER’] provide the following or not? Firstly… 
READ OUT 
SINGLE CODE. Base: (1014) 

 

   Yes No Don’t 
know/ 
can’t 

remember 

  

   % % %   

 A …a summary of the costs on 
which the charge is 

calculated? 
86 9 5 

  

 B …annual accounts? 84 14 3   



 C …receipts and other 
documents which show how 
the monies raised have been 

spent? 

61 34 5 

  

 
BK17. 

ASK IF CODE 1 AT BK13 
Does the service charge include payment into a maintenance fund or account – 
sometimes called a reserve or sink fund – that everyone pays into to fund major works 
in the future? 
SINGLE CODE.  Base:  (1014) 

 

   %   

  64   

  No 21   

  Don’t know/can’t remember 15   

 
BK18. 

ASK ALL 
In the last 3 years, have you had to pay extra one-off amounts to pay for major works? 
SINGLE CODE.  Base: (1050) 

 

   %   

  31   

  No 67   

  Don’t know/can’t remember 2   

 
BK19. 

ASK BK19 IF YES, CODE 1 AT BK18 
On that occasion did the managing agent do the following or not. Firstly… 
RANDOMISE. SINGLE CODE.  Base: (330) 

 

   Yes No Don’t 
know/ 
can’t 

remember 

  

   % % %   

 A …provide leaseholders with 
details of proposed major 

works and estimates for the 
work? 

81 17 2 

  

 B …provide leaseholders with 
the opportunity to respond to 

these proposals and the 
estimates? 

72 24 5 

  

 C …explain why the contractor 
was selected if they did not 
choose the contractor that 

provided the cheapest 
estimate? 

47 33 20 

  



 
BK20. 

IF YES, CODE 1 AT BK18 
Still thinking about that time, how satisfied or dissatisfied were you with the 
following…? 
READ OUT.  Base: (330) 

 

   Very 
satis-
fied 

Fairly 
satis-
fied 

Neither 
satis-

fied nor 
dissatis

-fied 

Fairly 
dis-

satis-
fied 

Very 
dis-

satis-
fied 

Don’t 
know 

Can’t  
re-

member 

   % % % % % % % 

 A The works being carried 
out in a timely manner

19 38 9 14 16 2 1 

 B The quality of the work 
carried out 

22 34 8 15 14 7 - 

 

 
DEALINGS WITH PROPERTY MANAGERS 
 
 
PM1. 

ASK ALL 
Thinking again about [the property at [BK1 TEXT/the property we have been talking 
about], I am going to read out a list of things that [BK10TEXT/IF DK AT BK10 use ‘THE 
PROPERTY MANAGER’] may or may not be responsible for. Please tell me if they are 
responsible for… 
SINGLE CODE.  RANDOMISE ORDER OF a)-g) 
READ OUT.  Base:  (1050)

 

   Yes No Don’t 
know/ 
can’t 

remember 

Not 
applicable 

 

   % % % %  

 A Upkeep of outside areas such 
as gardens or grounds e.g. 

grass cutting 
83 14 1 2 

 

 B Maintenance and repairs of 
internal common areas e.g. 

hall, stairs, lifts 
76 16 1 7 

 

 C Cleaning of internal common 
areas e.g. hall, stairs, lifts 

70 21 1 8 
 

 D Maintenance and repairs to 
external common areas e.g. 
roof, gutters, outside walls 

and windows 

91 7 2 * 

 

 E Provision of porter, warden or 
concierge services 

19 55 2 24 
 

 F Collection of service charges 
and preparation of accounts 

86 7 6 * 
 

 G Organising buildings 
insurance 

88 8 4 * 
 



 
PM2. 

ASK PM2a-g IF PM1a-g = 1 
In general how would you rate the standard of these services provided by 
[BK10TEXT/IF DK AT BK10 use ‘THE PROPERTY MANAGER’] …? 
SINGLE CODE. RANDOMISE ORDER.  READ OUT. 
Would you rate them as… READ OUT.   

 

    Very 
good 

Fairly 
good 

Neither 
good 
nor 

poor 

Fairly 
poor 

Very 
poor 

Don’t 
know 

Not  
applic-
able 

   Base % % % % % % % 

 A Upkeep of outside 
areas such as gardens 

or grounds e.g. grass 
cutting

(872) 43 32 9 8 6 1 1 

 B Maintenance and 
repairs of internal 

common areas e.g. 
hall, stairs, lifts 

(797) 36 36 11 8 6 2 2 

 C Cleaning of internal 
common areas e.g. 

hall, stairs, lifts 
(736) 44 33 7 7 5 1 2 

 D Maintenance and 
repairs to external 

common areas e.g. 
roof, gutters, outside 

walls and windows 

(955) 32 34 10 11 8 3 2 

 E Provision of porter, 
warden or concierge 

services 
(198) 50 26 7 6 2 3 8 

 F Collection of service 
charges and 

preparation of 
accounts 

(907) 41 36 9 5 4 4 2 

 G Level of buildings 
insurance 

(921) 27 31 8 4 3 25 2 

 
PM3. 

ASK ALL 
Now thinking about repairs and maintenance, how would you rate [BK10TEXT/IF DK AT 
BK10 use ‘THE PROPERTY MANAGER’] in terms of the following …? 
SINGLE CODE. RANDOMISE ORDER. READ OUT 
Would you say they are… READ OUT.  Base: (1050) 

 

   Very 
good 

Fairly 
good 

Neither 
good 
nor 
poor 

Fairly 
poor 

Very 
poor 

Don’t 
know 

Not 
applic-
able 

   % % % % % % % 

 A Acting promptly when 
repairs or maintenance are 

required
28 30 9 11 12 4 5 

 B Consulting leaseholders for 
their views on major work 

29 26 8 9 12 5 10 

 C Consulting leaseholders for 
their views on which 

contractors to use 
25 23 8 12 14 9 9 

 D Providing information on 
what the service charge has 

been spent on 
38 34 6 7 8 3 3 

 E Providing information about 
planned major works 

32 31 7 8 8 5 10 



 
PM4. 

ASK ALL 
Taking everything into account, would you say that the overall service provided by 
[BK10TEXT/IF DK AT BK10 use ‘THE PROPERTY MANAGER’] is…? 
SINGLE CODE.  Base: (1050) 

 

   %   

  Very good 30   

  Fairly good 34   

  Neither good nor poor 14   

  Fairly poor 11   

  Very poor 9   

  Don’t know 1   

  Not applicable 1   

 
PM5. 

ASK ALL 
To what extent, if at all, do you agree or disagree that [BK10TEXT/IF DK AT BK10 use 
‘THE PROPERTY MANAGER’] provides value for money? 
SINGLE CODE.  Base: (1050) 

 

   %   

  Strongly agree 23   

  Tend to agree 30   

  Neither agree nor disagree 15   

  Tend to disagree 14   

  Strongly disagree 14   

  Don’t know 5   



 
PM6. 

ASK IF PM5 = 4/5 
Why do you say that? 
PROBE: What else? 
MULTICODE.  Base: (290) 

 

   %   

  Cost of management services is 
too high 

43   

  Cost of repairs and maintenance 
are too high 

20   

  When repairs are needed, the 
managing agent does not make 

much effort to get good value for 
money on behalf of the residents 

16   

  Service charge accounts are not 
sufficiently detailed 

13   

  Cost of management services 
keeps rising 

11   

  Service charge invoices are not 
accurate 

6   

  Parking charges/lack of parking 2   

  Cost of buildings insurance / 
insurance charges too high 

1   

  Bills/charges are divided 
unfairly/additional fees 

1   

  Repairs and maintenance are 
not carried out when required 

32   

  Services (unspecified) are poor 30   

  Repair and maintenance are 
performed to a low standard 

22   

  Repairs and maintenance are 
carried out unnecessarily 

6   

  They don`t care/they aren`t 
willing to help/we get no help 

2   

  Residents are not kept informed 
about what is going on 

28   

  I never hear from them 14   

  Poor Communication 4   

  Other 6   

  Don't know 2   



 
PM7. 

ASK PM7a-e IF PM1a-e = 1 
Can I check, from what you know or have heard, does [BK10TEXT/IF DK AT BK10 use 
‘THE PROPERTY MANAGER’] ever use contractors to undertake the following – that is, 
do they pay a company to do these things? 
MULTICODE 
RANDOMISE ORDER. READ OUT.  Base: (1035) 

 

   %   

 A Upkeep of outside areas such 
as gardens or grounds e.g. 

grass cutting 

66   

 B Maintenance and repairs of 
internal common areas e.g. 

hall, stairs, lifts 

60   

 C Cleaning of internal common 
areas e.g. hall, stairs, lifts 

51   

 D Maintenance and repairs to 
external common areas e.g. 
roof, gutters, outside walls 

and windows 

76   

 E Provision of porter, warden or 
concierge services 

8   

 F None of these 8   

  Don’t know 6   

 
PM8. 

ASK PM8 IF CODES 1-5 AT PM7 
Overall, would you say that the quality of contractors is… 
SINGLE CODE 
READ OUT.  Base: (890) 

 

   %   

  Very good 27   

  Fairly good 42   

  Neither good nor poor 15   

  Fairly poor 8   

  Very poor 5   

  Don’t know 2   

  Not applicable *   

 
PM9. 

ASK ALL 
And can I just check, do leaseholders at [the property at [BK1 TEXT/the property we 
have been talking about] come together to discuss any issues and concerns about the 
management of their properties, perhaps at a regular meeting or through a residents 
committee? 
SINGLECODE.  Base:  (1050) 

 

   %   

  Yes 54   

  No 43   

  Don’t know 3   

 

  



SWITCHING 

 
 
 
SW1. 

READ OUT 
Now on a different subject… 
ASK IF BK3=1 [PRIVATE] 
Right to Manage allows leaseholders with communal facilities to take control of the 
management of the buildings where they live. It gives them the right to appoint their 
own managing agent. Before this interview, were you aware of this or not? 
SINGLE CODE.  Base: (577) 

 

   %   

  Yes, was aware 54   

  No, was not aware 44   

  Don’t know 2   

 
SW2. 

ASK SW2 IF BK3 = 1 
And from what you know or have heard, have leaseholders at [the property at [BK1 
TEXT/the property we have been talking about] done or tried to do this, or not? 
SINGLE CODE.  Base: (577) 

 

   %   

  Yes, have tried 25   

  No, have not tried 60   

  Don’t know 14   

 
SW3. 

ASK IF CODE 1 AT SW2 
And were they successful or not? 
SINGLE CODE.  Base: (147) 

 

   %   

  Yes, successful 71   

  No, not successful 20   

  Don’t know 9   

 
SW4. 

ASK SW4 IF CODE 1 AT SW3 
As far as you know, WHEN did this happen? 
SINGLE CODE.  Base: (105) 

 

   %   

  Within past 2 years 15   

  Between 3 and 5 years 22   

  Between 6 and 10 years 27   

  11 years or more 30   

  Don’t know 6   

RMC/RTMC 

 
SW5. 

ASK SW5 IF BK3 = 1 or 2 and SW3 ≠ 1 
Sometimes leaseholders manage the property through a ‘Residents Management 
Company (RMC)’]. From what you know is there a ‘Residents Management Company 
(RMC)’]at [the property at [BK1 TEXT/the property we have been talking about], or not? 
SINGLE CODE.  Base: (596) 

 

   %   

  Yes 11   

  No 78   

  Don’t know 11   



 
SW6. 

ASK SW6 IF SW5 = 1 
SW6. And, as far as you know, when was this setup, or has the property always been 
managed by a ‘Residents Management Company (RMC)’].? 
SINGLE CODE.  Base: (84) 

 

   %   

  Within past 2 years 8   

  Between 3 and 5 years 3   

  Between 6 and 10 years 9   

  Between 10 and 20 years 17   

  21 years or more 8   

  Always been managed by 
Residents Management 

Company

41   

  Don’t know 15   

 
SW8. 

ASK SW8 IF SW2 = 1 OR SW5=1  
And from what you know or have heard, was the process of leaseholders taking 
control or trying to take control of the management of the buildings where they live 
easy or difficult? Was it… 
SINGLE CODE. READ OUT.  Base: (142) 

 

   %   

  Very easy 9   

  Fairly easy 22   

  Fairly difficult 12   

  Very difficult 13   

  Don’t know/can’t remember 45   

 
SW10. 

ASK SW10 IF SW3 = 1 OR SW5 =1  
Would you say that since this happened, management of the properties and the 
communal areas has got better, got worse or has it stayed the same? 
Base:  (66) 

 

   %   

  Got much better 23   

  Got a little better 9   

  Stayed the same 39   

  Got a little worse -   

  Got much worse 2   

  Don’t know/not sure 27   

 
SW11. 

ASK SW11 IF SW3 = 1 OR SW5=1  
And since this happened, has the level of service charges for the properties and the 
communal areas increased, decreased or stayed the same? 
Base: (107) 

 

   %   

  Increased 47   

  Decreased 8   

  Stayed the same 27   

  Don’t know/not sure 18   

 

  



TMO 

 
SW12. 

ASK IF BK3 = 3 
Sometimes leaseholders of local council properties manage the property through a 
Tenant Management Organisation (TMO). From what you know is there a Tenant 
Management Organisation at [the property at [BK1 TEXT/the property we have been 
talking about], or not?  SINGLE CODE. Base: (176) 

 

   %   

  Yes 10   

  No 74   

  Don’t know 16   

 
SW13. 

ASK SW13 IF SW12 = 1 
Thinking again about [the property at [BK1 TEXT/the property we have been talking 
about], Which of these, if any, is the Tenant Management Organisation responsible for. 
Please tell me if they are responsible for… 
MULTICODE  
RANDOMISE ORDER OF a-g. READ OUT.  Base: (17) 

 

   %   

  Upkeep of outside areas such 
as gardens or grounds e.g. 

grass cutting

35   

  Maintenance and repairs of 
internal common areas e.g. 

hall, stairs, lifts

29   

  Cleaning of internal common 
areas e.g. hall, stairs, lifts

29   

  Maintenance and repairs to 
external common areas e.g. 
roof, gutters, outside walls 

and windows

35   

  Provision of porter, warden or 
concierge services 

6   

  Collection of service charges 
and preparation of accounts 

29   

  Organising buildings 
insurance 

35   

  Don’t know 18   

  None of these 47   

 
SW14. 

ASK SW14 IF SW12 = 1 
And, as far as you know, when was the Tenant Management Organisation (TMO) set 
up, or has the property always been managed by a Tenant Management Organisation? 
To clarify, sometimes leaseholders of local council properties manage the property 
through a Tenant Management Organisation. 
SINGLE CODE.  Base: (17) 

 

   %   

  Within past 2 years 6   

  Between 3 and 5 years -   

  Between 6 and 10 years -   

  Between 10 and 20 years 12   

  21 years or more 6   

  Always been managed by TMO 35   

  Don’t know 41   



 
SW15. 

ASK IF SW12 = 1 
You said that there is a Tenant Management Organisation at [the property at [BK1 
TEXT/the property we have been talking about]. From what you know or have heard, 
what was the reason for this being setup? 
PROBE FULLY AND WRITE IN. INTERVIEWER IF NECESSARY: 

 ( ) 

 ANY ANSWER (WRITE IN AND CODE '1) 1  

 None/no answer X  

 Don't know Y (-) 

 
SW16. 

ASK IF SW14 = 1-5 
And from what you know or have heard, was the process of setting up a Tenant 
Management Organisation easy or difficult? Was it… 
SINGLE CODE. READ OUT.  Base: (4) 

 

   %   

  Very easy -   

  Fairly easy 25   

  Fairly difficult -   

  Very difficult -   

  Don’t know/can’t remember 75   

  Not applicable -   

 
SW18. 

ASK SW18 IF SW12 = 1 AND SW14 = 1-5 
Would you say that since this happened, management of the properties and the 
communal areas has got better, got worse or has it stayed the same? 
Base: (4) 

 

   %   

  Got much better -   

  Got a little better -   

  Stayed the same 25   

  Got a little worse -   

  Got much worse 25   

  Don’t know/not sure 25   

  Not applicable 25   

 
 
SW19. 

ASK SW19 IF SW12 = 1 AND SW14 = 1-5 
And since this happened, has the level of service charges for the properties and the 
communal areas increased, decreased or stayed the same? 
Base: (4) 

 

   %   

  Increased 50   

  Decreased -   

  Stayed the same 50   

  Don’t know/not sure -   

 

  



REDRESS/MAKING COMPLAINTS 

 
 
 
 
COM1. 

READ OUT 
 
Now on a different subject… 
ASK ALL 
Still thinking about [the property at [BK1 TEXT/the property we have been talking 
about], have you ever had any reasons to be dissatisfied with [BK10TEXT/IF DK AT 
BK10 use ‘THE PROPERTY MANAGER’]?   
SINGLE CODE.  Base: (1050) 

 

   %   

  Yes 42   

  No 56   

  Don’t know/can’t remember 2   

 
COM2. 

ASK IF COM1 = 1 
Thinking about the last time you had a reason to be dissatisfied with [BK10TEXT/IF DK 
AT BK10 use ‘THE PROPERTY MANAGER’], which of these, if any, was that reason 
about?  SINGLE CODE.  READ OUT. RANDOMISE 
Base: (444) 

 

   %   

  Maintenance and repairs to external 
common areas e.g. roof, gutters, outside 

walls and windows 

37   

  Upkeep of outside areas such as gardens 
or grounds e.g. grass cutting etc. 

15   

  Maintenance and repairs of internal 
common areas e.g. hall, stairs, lifts 

14   

  Cleaning of internal common areas e.g. 
hall, stairs, lifts 

6   

  Cost/price/is expensive/no value for 
money 

5   

  Poor service 5   

  Lack of/poor communication/hard to get 
hold of/don`t return calls/ emails 

3   

  Accounting and billing system/ getting 
accounts wrong/sending bills when no 

work has been done/ sending to wrong 
person/not on time/clearly presented 

3   

  Noise/anti social behaviour 2   

  All of the above/all four options 1   

  Car parking/allocations/ restrictions 1   

  Contractual matters 1   

  (Work on) adjacent property negatively 
affected my property 

1   

  Issues with building insurance/ insurance 
documents 

1   

  Leasehold extension/is expensive 1   

  Poor management of finances/ reserve 
fund 

1   

  Other 4   

  Don't know/can't remember 1   



 
 
COM3. 

ASK IF COM1 = 1 
 
And what specifically was the issue about? 
Base: (444) 

 

   %   

  Repairs and maintenance are not carried 
out when required 

32   

  Repairs and maintenance are performed 
to a low standard 

25   

  Services (unspecified) are poor 21   

  Important services are not provided 12   

  Repairs and maintenance are carried out 
unnecessarily 

5   

  Communication 24   

  Residents are not kept informed about 
what is going on 

13   

  Quality of information is poor 11   

  I never hear from them 9   

  Cost of management services is too high 9   

  Cost of repairs and maintenance are too 
high 

8   

  When repairs are needed, the managing 
agent does not make much effort to get 

good value for money on behalf of the 
residents 

6   

  Service charge accounts are not 
sufficiently detailed 

4   

  Cost of management services keeps 
rising 

3   

  Service charge invoices are not accurate 2   

  The managing agent does not do enough 
to get good deals on services like 

cleaning 

2   

  The cost of insurance is excessive 1   

  Other issues 11   

  Problem with flooding/drainage/ leakage 2   

  Contractual matter 2   

  Anti social behaviour/noise 2   

  Parking issues 1   

  Health and safety issues 1   

  Problems with contractors/sub 
contractors 

1   

  A matter of the law/didn`t know the 
law/comply with the law 

1   

  A problem with neighbouring 
property/damage to next door 

1   

  Application for a leasehold extension/too 
expensive 

*   

  Replaced my door with the wrong 
one/one I did not want 

*   

  Key replacement for post box/ door *   

  Other 4   

  Don't know    



 
COM4. 

ASK IF COM1 = 1 
And did you contact [BK10TEXT/IF DK AT BK10 use ‘THE PROPERTY MANAGER’] about 
the issue yourself, did someone else such as another leaseholder or a residents group 
contact them, or did no-one contact them? 
SINGLE CODE.  Base: (444) 

 

   %   

  Respondent contacted  77   

  Someone else contacted. 16   

  No-one contacted them 5   

  Don’t know 2   

 
COM5. 

ASK COM5 IF COM4 = 1 
For which of these reasons, if any, did you contact them? 
READ OUT.  MULTICODE.  Base: (344) 

 

   %   

  To find out what was 
happening 

56   

  To obtain information 50   

  To express my dissatisfaction 65   

  To make a complaint 59   

  To find out where I could get 
advice or support 

19   

  Something else (SPECIFY) 5   

  None of these -   

  Don’t know/can’t remember -   

 
COM6. 

ASK COM6 IF COM1 = 1 and COM4 = 2/3 
Thinking about the last time you were dissatisfied but did not personally contact 
[BK10TEXT/IF DK AT BK10 use ‘THE PROPERTY MANAGER’], what prevented you from 
doing so? 
MULTICODE, DO NOT READ OUT.  Base: (92) 

 

   %   

  Someone else in the 
properties/block contacted them 

39   

  The problem was resolved 
before I got the chance 

1   

  I didn’t know how to go about 
contacting them 

1   

  The process of contacting them 
was too difficult 

4   

  I didn’t have time 4   

  I just didn’t get around to it 7   

  I didn’t think it would be 
worthwhile as nothing would be 

done 

11   

  I didn’t think it was serious 
enough 

2   

  Other (SPECIFY) 39   

  Don’t know/can’t remember 5   



 
COM7. 

ASK IF COM4 = 1 
Still thinking about the last time you contacted [BK10TEXT/IF DK AT BK10 use ‘THE 
PROPERTY MANAGER’]  how satisfied or dissatisfied were you with the following…? 
SINGLE CODE 
RANDOMISE ORDER 
READ OUT.  Base: (344) 

 

   Very 
satisfied 

Fairly 
satisfied 

Neither 
satisfied 

nor 
dissatisfied 

Fairly 
dissatisfied 

Very 
dissatisfi

ed 

Too early to 
say as the 
issues has 

not yet 
been 

resolved or 
is ongoing 

DK 

   % % % % % % % 

 A [BK10TEXT/IF DK AT 
BK10 use ‘THE 

PROPERTY MANAGER’] 
being clear about how 

they would deal with you

8 18 9 19 36 7 3 

 B The time it took to deal 
with what you contacted 

them about 
7 17 8 18 38 10 2 

 C The ease of getting 
through to speak to the 

right person 
15 29 12 15 25 2 3 

 
 
COM7 
out 

ASK COM7out IF COM4 = 1 
 
And how satisfied or dissatisfied were you with the outcome, or has there not yet been 
an outcome?  
SINGLE CODE 
READ OUT.  Base: (344) 

 

   %   

  Very satisfied 8   

  Fairly satisfied 17   

  Neither satisfied nor dissatisfied 4   

  Fairly dissatisfied 10   

  Very dissatisfied 16   

  There has not yet been an 
outcome 

45   

  Don’t know 1   

 
COM8. 

ASK COM8 IF COM7out = 1-5 
Taking everything into account, and regardless of the outcome, how satisfied or 
dissatisfied were you with the way in which your issue was handled by [BK10TEXT/IF 
DK AT BK10 use ‘THE PROPERTY MANAGER’]? 
SINGLE CODE. READ OUT.  Base: (186) 

 

   %   

  Very satisfied 9   

  Fairly satisfied 25   

  Neither satisfied nor dissatisfied 12   

  Fairly dissatisfied 19   

  Very dissatisfied 33   

  Too early to say as the issues 
has not yet been resolved or is 

ongoing 

2   

  Don’t know -   



 
COM8.
out 

ASK COM8out IF COM7out = 6 
Taking everything into account how satisfied or dissatisfied are you with the way in 
which your issue has been handled by [BK10TEXT/IF DK AT BK10 use ‘THE PROPERTY 
MANAGER’] up to this point? 
SINGLE CODE. READ OUT. Base: (156) 

 

   %   

  Very satisfied 1   

  Fairly satisfied 10   

  Neither satisfied nor dissatisfied 2   

  Fairly dissatisfied 19   

  Very dissatisfied 54   

  Too early to say as the issues 
has not yet been resolved or is 

ongoing 

12   

  Don’t know 1   

 
 
COM10. 

ASK ALL 
Now thinking more generally. Have you EVER contacted any of the following about any 
issues you have had with property management services you received as a 
leaseholder?   
MULTICODE. RANDOMISE ORDER 
READ OUT. Base: (1050)

 

   Yes No Don’t 
know/ 
can’t 

remember 

  

   % % %   

 A …an Ombudsman  2 97 1   

 B …a First Tier Tribunal, 
sometimes known as a 

Leasehold Valuation Tribunal 
(LVT) 

3 96 1   

 C …a local councillor/MP 7 92 *   

 
 
 
COM11. 

ASK COM11 IF COM10c = 1 
 
Still thinking about the last time you contacted a local councillor/MP about the issue 
you had with [BK10TEXT/IF DK AT BK10 use ‘THE PROPERTY MANAGER’] was the 
issue resolved or not? 
SINGLE CODE.  Base: (78) 

 

   %   

  Yes 42   

  No 40   

  Too early to say as the issue is 
ongoing/Don’t know 

18   

 



 
 
COM12. 

ASK IF COM1 = 1 or COM10A, B or C = 1 
 
And at any point what other sources did you use to find advice or support on what to 
do about the issue?  
DO NOT READ OUT.  MULTICODE. Base: (472) 

 

   %   

  The (HA/LA/property manager) 12   

  Other leaseholders 11   

  Solicitor 9   

  Internet search 8   

  Citizens Advice Bureau (CAB) 5   

  Family/friends 5   

  The local council 5   

  LEASE - leasehold advisory 
service 

4   

  The managing agent 3   

  First Tier Tribunal, sometimes 
known as Leasehold Valuation 

Tribunal (LVT) 

2   

  Resident/leaseholder association 2   

  MP 2   

  Freeholder/landowner/agent 1   

  Contractor/tradesperson 1   

  An ombudsman 1   

  Age Concern/Age UK 1   

  Industry body (e.g. ACAS, 
ARMA) 

1   

  Local Councillor *   

  Other 3   

  None of these 45   

  Don't know 1   

  Can't remember *   

 
 
COM13. 

 
ASK COM13 IF COM10a = 1 
 
Thinking about your experience of the Ombudsman system, did you go through the 
whole process or did you just contact them for advice on an issue?  
SINGLE CODE.  Base: (22) 

 

   %   

  Whole process 18   

  Contacted for advice 73   

  Don’t know 9   

 
 
COM14. 

ASK COM14 IF COM13 = 1 
Thinking about your experience of the Ombudsman system, to what extent do you 
agree or disagree that it…? 
SINGLE CODE 
RANDOMISE ORDER OF a-d 
READ OUT.  Base: (4) 

 

   Strongly 
agree 

Tend 
to 

agree 

Neither 
agree 

nor dis-
agreed 

Tend 
to dis-
agree 

Strongly 
dis-

agree 

Don’t 
know 

 

   % % % % % %  

 A Was costly 50 - 25 - 25 -  

 B Was time consuming  50 25 - - - 25  

 C Was straightforward to 
understand and use 

50 - 25 - - 25  



 D Dealt effectively with your 
issue 

50 - 25 - - 25  

 
 
 
COM16. 

ASK COM16 IF COM13 = 1 
 
Overall, how satisfied or dissatisfied were you with the outcome? 
Base: (4) 

 

   %   

  Very satisfied 50   

  Fairly satisfied -   

  Neither satisfied nor dissatisfied 25   

  Fairly dissatisfied -   

  Very dissatisfied -   

  Too early to say as the issues 
has not yet been resolved or is 

ongoing 

25   

  Don’t know -   

 
 
COM17. 

ASK COM17 IF COM13 = 1 
 
Did the ombudsman find in your favour or not? 
SINGLE CODE.  Base: (4) 

 

   %   

  Yes, found in favour 50   

  No, did not find in favour -   

  Not yet resolved    

  Don’t know/can’t remember 50   

 
 
COM17. 
out 

ASK IF COM10a = 2/3 
 
Before this interview, were you aware, or not, of the Ombudsman system giving 
leaseholders the chance to investigate and address complaints? 
Base: (1028) 

 

   %   

  Yes – was aware of this 44   

  No – was not aware of this 55   

  Don’t know 1   

 
 
COM18. 

ASK IF COM10b = 1 
 
Thinking about your experience of the First Tier Tribunal, sometimes known as 
Leasehold Valuation Tribunal (LVT), did you go through the whole process or did you 
just contact them for advice on an issue?  
SINGLE CODE.  Base:  (33) 

 

   %   

  Whole process 52   

  Contacted for advice 42   

  Don’t know 6   

 
 
COM19. 

ASK COM19 IF COM18 = 1 
 
And did you represent yourself at the tribunal or did you instruct a representative or 
lawyer? 
SINGLE CODE.  Base: (17) 

 

   %   

  Yourself 59   

  Representative 35   



  Lawyers 6   

  Don’t know -   

 
 
COM20. 

ASK IF COM18 = 1 or 2 
 
And were you offered mediation by the Tribunal, or not?  
INTERVIEWER IF NECESSARY: By mediation we mean an attempt to bring about a 
settlement between both parties through the intervention of a neutral party. 
Base:  (31) 

 

   %   

  Yes 16   

  No 77   

  Don’t know 6   

 
 
COM21. 

ASK COM21 IF COM20 = 1 
 
Did you use it, or not? Base: (5) 

 

   %   

  Yes, used it 20   

  No, did not use it 80   

  Don’t know -   

 
 
COM23. 

ASK COM23 IF COM18 = 1 
 
Still thinking about your experience of the First Tier Tribunal, sometimes known as 
Leasehold Valuation Tribunal (LVT), to what extent do you agree or disagree that…? 
SINGLE CODE.  RANDOMISE ORDER OF a-e.  READ OUT.  Base: (17) 

 

   Strongly 
agree 

Tend 
to 

agree 

Neither 
agree 

nor dis-
agreed 

Tend 
to dis-
agree 

Strongly 
dis-

agree 

Don’t 
know 

 

   % % % % % %  

 A It was costly 24 12 12 29 24 -  

 B It was time consuming 47 29 12 12 - -  

 C It was straightforward to 
understand and use 

18 29 12 12 29 -  

 D Being represented by a lawyer 
was necessary 

53 12 18 12 6 -  

  It dealt effectively with the 
issue 

41 18 6 - 35 -  

 
 
COM24. 

 
ASK COM24 IF COM18 = 1 
 
And do you have any other comments about the First Tier Tribunal, sometimes 
known as Leasehold Valuation Tribunal (LVT) you would like to make? 
PROBE FULLY AND WRITE IN. 

 ( ) 

 ANY ANSWER (WRITE IN AND CODE '1) 1  

 None/no answer X  

 Don't know Y (-) 

 
 
COM25. 

ASK COM25 IF COM18 = 1 
 
And overall, how satisfied or dissatisfied were you with the outcome of the tribunal? 
Base: (17) 

 

   %   

  Very satisfied 18   



  Fairly satisfied 35   

  Neither satisfied nor dissatisfied 6   

  Fairly dissatisfied 0   

  Very dissatisfied 41   

  Don’t know/too early to say as 
the issue has not yet been 

resolved or is ongoing

-   

 
 
COM26. 

ASK COM26 IF COM18 = 1 
 
Did the tribunal find in your favour or not? 
SINGLE CODE.  Base: (17) 

 

   %   

  Yes, found in favour 59   

  No, did not find in favour 29   

  Don’t know/can’t remember 12   

 
 
COM27. 

ASK COM27 IF COM10b = 2/3 
 
Before this interview, were you aware, or not, of the First Tier Tribunal, sometimes 
known as Leasehold Valuation Tribunal.  Base: (1017) 
 

 

   %   

  Yes – was aware of this 21   

  No – was not aware of this 78   

  Don’t know 1   

 

RESILIENCE 
 
 
 
 
RES1. 

ASK RES1 IF BK4 = Codes 2, 3, 4 and BK14 > 0 
 
READ OUT 
 
You mentioned earlier that you pay [NUMBER FROM BK14] in service charge [IF BK15 
1-4 on a BK15 TEXT basis]. Compared to 2 years ago would you say it has… 
SINGLE CODE. READ OUT.  Base: (674) 

 

   %   

  Increased a lot 18   

  Increased a little 48   

  Stayed the same 26   

  Decreased a little 3   

  Decreased a lot 2   

  Don’t know/can’t remember 3   

  Not applicable 1   

 
 
 
 
RES2. 

ASK ALL 
 
READ OUT 
 
And thinking about the past 2 years have you ever been unable to pay any money that 
you have owed [BK10TEXT/IF DK AT BK10 use ‘THE PROPERTY MANAGER’] or not? 
MULTICODE (1/2) SINGLE CODE (3/4).  Base: (1050) 

 

   %   

  Yes 6   

  No 94   

  Don’t know/can’t remember *   



 
 
 
 
RES3. 

ASK IF RES2 = 1 
 
READ OUT 
 
Was this the regular service charge payment, or an extra one-off amount to pay for 
major works on top of what you normally pay, or both of these? 
SINGLE CODE.  Base: (59) 

 

   %   

  Regular service charge payment 46   

  Extra one-off 32   

  Both 20   

  Don’t know/not sure 2   

 
 
 
 
 
RES4. 

 
ASK RES4 IF RES2 = 1 
 
READ OUT 
 
And thinking about the last occasion you had difficulties, why was that? 
INTERVIEWER PROMPT: What else? 
DO NOT READ OUT 
MULTICODE.  Base:  (59) 

 

   %   

  Amount 
 

   

  It was a large sum 22   

  Couldn’t afford it 32   

  Change in circumstances    

  Loss of income due to 
unexpected event (redundancy, 

sickness etc.) 

19   

  Unexpected expense at the time 5   

  Increase in mortgage payments 
at same time 

-   

  Over-committed financially 7   

  Other reasons 
 

   

  Confusion over the due dates for 
payment 

5   

  Some other reason (SPECIFY) 24   

  Nothing/none of these 2   

  Don’t know 2   

 
RES5 

ASK RES5 IF RES2 = 1 
Did [BK10TEXT/IF DK AT BK10 use ‘THE PROPERTY MANAGER’]? 

MULTICODE 

RANDOMISE a)-f).  READ OUT. Base: (59)

 

   Yes No Don’t 
know 

Refused  

   ( ) ( ) ( ) ( )  

   % % % %  

 A Send a letter about non-
payment 

71 27 2 -  

 B Visit you to discuss the 
situation 

12 88 - -  



 C Ask you to pay the 
outstanding amount 

immediately 

53 44 3 -  

 D Allow you to pay over a period 
of time 

78 20 2 -  

 E Refer you to financial advice 
or other support services 

8 88 3 -  

 F Make a claim against you in 
the County Court 

19 81 - -  

CLASSIFICATION 

 
 
 
 
 
 
 
 
DEM1. 

READ OUT 
 
Thank you very much. To finish off we’ll now move on to some questions about you. 
As with the rest of the questionnaire, I would like to assure you that your answers are 
completely confidential. 
 
ASK ALL 
 
What was your age last birthday? 
SINGLE CODE 
INTERVIEWER RECORD EXACT AGE AND CODE BAND IF REFUSE 
Base:  (1050) 

 

   %   

  16-24 -   

  25-34 5   

  35-44 14   

  45-54 17   

  55-64 16   

  65-74 22   

  75+ 24   

  Refuse 2   

 
DEM2. RECORD 

SINGLE CODE.  Base: (1050) 
 

   %   

  Male 42   

  Female 58   

 
DEM3. Do you or does anyone in your household have any long-term illness, health problems 

or disability which limits your/ their daily activities or the work you/ they can do, 
including any problems which are due to old age?  
SINGLE CODE. Base: (1050) 

 

   %   

  Yes 23   

  No 77   



DEM4. What is your total household income per year from all sources before tax and other 
deductions? Please include any tax credits or social security benefits you receive, 
including housing benefit. If you’re not sure, please give us a range or your best 
estimate. 
SINGLE CODE 
INTERVIEWER: DO NOT READ OUT 
IF NECESSARY, PROMPT WITH RANGES.  Base: (1050) 

 

   %   

  Up to £4,999 (up to £417 per 
month) 

2   

  £5,000 - £7,499 (£418 to £624 
per month) 

4   

  £7,500 - £9,999 (£625 to £832 
per month) 

4   

  £10,000 - £14,999 (£833 to 
£1,249 per month) 

10   

  £15,000 - £19,999 (£1,250 to 
£1,666 per month) 

6   

  £20,000 - £29,999 (£1,667 to 
£2,499 per month) 

12   

  £30,000 - £39,999 (£2,500 to 
£3,332 per month) 

7   

  £40,000 - £49,999 (£3,333 to 
£4,166 per month) 

5   

  £50,000 or more (£4,167 or more 
per month) 

11   

  Prefer not to say 38   

DEM5. It is possible that Ipsos MORI, on behalf of the Competition and Markets Authority, 
would like to contact you again over the next twelve months to undertake further 
research. Can we take your details to contact you again about this study in the future?  
SINGLE CODE.  Base: (1050) 

 

   %   

  Yes 74   

  No 26   

 

COLLECT CONTACT DETAILS 
THANK AND CLOSE 

  



 
THE INCENTIVE OFFERED REPRESENTS COMPENSATION FOR THEIR 
TIME, TRAVEL EXPENSES AND ANY CHILDCARE.  

7. Yes – GO TO S2 
8. No – CLOSE 

1. Yes – CLOSE 
2. No – GO TO S3 



1. The owner of the property either outright or on a mortgage – GO TO S4 
2. Buying on a mortgage as a shared owner (i.e. part rent-part own) – GO TO S9 
3. Renting from a private landlord – GO TO S9 
4. Renting from a social landlord such as a housing association or council – GO TO S9 
5. Other – GO TO S9 
6. Don’t know – CLOSE 

5. Leaseholder – GO TO S5 
6. Freeholder – GO TO S9 
7. Both – GO TO S9 
8. Don’t know – CLOSE 

7. A flat, apartment or maisonette (either in a block or contained within a house) – 
GO TO S6 

8. A house which does not contain separate dwellings or flats – GO TO S9 
9. Some other type of property – GO TO S9 

10. Don’t know– CLOSE 

1. Yes (QUOTA D) – GO TO S7 
2. No – GO TO S7 
3. Don’t know – CLOSE 

6. Private individual or company – GO TO S8 
7. Local council or housing association – GO TO S8 
8. The leaseholders through a Residents’ Management Company which has bought the 

freehold – GO TO S16 (QUOTA C) 
9. Someone else (SPECIFY) – CLOSE 
10. Don’t know – CLOSE 



5. Yes – GO TO S9 
6. No – CLOSE 
7. Don’t know – CLOSE 

4. Yes – GO TO S11 
5. No – CLOSE   
6. Don’t know – CLOSE   

1. Don’t know – CLOSE   

2. None of these – CLOSE 
3. Don’t know – CLOSE 

1. None of these – CLOSE 
2. Don’t know – CLOSE 

1. Yes – GO TO S14 
2. None of these – CLOSE 



3. Don’t know – CLOSE 

1. Private individual or company – GO TO S16 (QUOTA B) 
2. Local council or housing association – GO TO S16 (QUOTA B) 
3. The leaseholders through a Residents’ Management Company which has bought the 

freehold – GO TO S16 (QUOTA B) 
4. Someone else (SPECIFY) – CLOSE 

5. Don’t know – CLOSE 

4. Yes – GO TO S17 (QUOTA G) 
5. No – GO TO S17 (QUOTA H) 
6. Don’t know/can’t remember – GO TO S17 (QUOTA H) 

S16 Please tell me which, if any, is the highest educational or professional 
qualification you have obtained.  
(IF STILL STUDYING, CHECK FOR HIGHEST ACHIEVED SO FAR) (READ 
OUT) 
SINGLE CODE ONLY 
1. GCSE / O-level / CSE (QUOTA J) 
2. Vocational qualifications (=NVQ1+2) (QUOTA J) 
3. A-Level or equivalent (=NVQ3) (QUOTA J) 
4. Bachelor Degree or equivalent (=NVQ4) (QUOTA I) 
5. Masters / PhD or equivalent (QUOTA I) 
6. No formal qualifications (QUOTA J) 
7. Don’t know 
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25-34 4% 6% 7% -

35-44 13% 21% 17% -

45-54 16% 23% 15% 1%

55-64 16% 17% 17% 1%

65-74 23% 22% 23% 18%

75+ 24% 11% 22% 79%
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ed
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25-34

Base: All leaseholders (1,050 ) 30 April – 1 June 2014

35-44

55-64
65-74

75+

45-54

RTMC/

RMC 

(171)
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Non-

RTMC/RMC

(456)

(column %)

2% 6%

10% 15%

14% 17%

18% 17%

33% 21%

21% 23%

3% 1%

Refused



Age 
/Region 

East 
Midlands 

(40)  
(column %) 

East of 
England 

(119) 
(column %) 

London 
(255) 

(column %) 

North East 
(47) 

(column %) 

North West 
(17) 

(column %) 

South East 
(278) 

(column %) 

South West 
(125) 

(column %) 

Wales (28) 
(column %) 

West 
Midlands 

(75) 
(column %) 

Yorkshire & 
the Humber 

(66) 
(column %) 

25-34  
10% 6% 5% 9% 18% 4% 2% 7% 1% 2% 

35-44 
10% 20% 22% 11% 6% 12% 10% 11% 8% 11% 

45-54  
15% 15% 24% 9% 18% 17% 13% 14% 9% 20% 

55-64 
15% 13% 16% 28% 6% 15% 17% 14% 23% 12% 

65-74 
33% 23% 18% 23% 24% 18% 28% 25% 27% 24% 

75+ 
15% 19% 11% 19% 29% 32% 29% 29% 31% 32% 

Refused 
3% 4% 3% 2% - 2% 2% - 1% - 

42%58% %

Private 

properties 

(586)

(column %)

LAs

(178) 

(column

%)

HAs

(124) 

(colum

n %)

Retirement 

(131)

(column %)

Men 44% 39% 44% 30%

Women 56% 61% 56% 70%

GENDER

Source: Ipsos MORI/CMABase: All leaseholders (1,050 ) 30 April – 1 June 2014

MenWomen

RTMC/

RMC

(171)

(column %)

Non-

RTMC/RMC

(456)

(column %)

46% 43%

54% 57%

78%

8%

13%
1%

%

Private 

properties 

(471)

LAs

(171)

HAs

(98)

Retirement 

(131)

Flat/

apartment
77% 68% 81% 95%

Flat within 

converted 

house

11% 4% 2% 2%

Maisonette 11% 27% 17% 3%

S5. Still thinking about the main property where you live most of the time, is 

it…?

Source: Ipsos MORI/CMA

A flat or 

apartment

Base: All leaseholders (1,050 ) 30 April – 1 June 2014

Maisonette

A property which is 

separate from others…

Flat within 

converted 

house

Private properties

RTMC/

RMC (149)

Non

(322)

87% 73%

6% 13%

7% 14%



Region 
Private properties 

(586) 
LAs 
(178) 

HAs 
(124) 

  

Retirement 
(131) 

East Midlands  
(row %) 

56% 25% 19% 13% 

East of England 
(row %) 

71% 19% 9% 12% 

London (row %) 56% 30% 14% 4% 

North East (row %) 74% 12% 14% 13% 

North West (row 
%) 

53% 13% 33% 12% 

South East (row %) 74% 14% 12% 18% 

South West (row 
%) 

67% 18% 15% 19% 

Wales (row %) 50% 32% 18% 0% 

West Midlands 
(row %) 

74% 12% 14% 16% 

Yorkshire & the 
Humber (row %) 

65% 19% 16% 12% 

 1-5 6-10 11-20 20+ None of these Don't know Total 

25-34 (row %) 22% 33% 18% 22% 2% 2% 5% 

35-54 (row %) 19% 27% 18% 34% 0% 3% 32% 

55+ (row %) 14% 20% 19% 46% 0% 1% 62% 

Refused (row %) 18% 18% 23% 32% 0% 9% 2% 

Total (row %) 16% 24% 19% 39% 0% 2% 100% 



Age RTM/RMC Non-RTM/RMC 

25-34 2% 6% 

35-44 10% 15% 

45-54 14% 17% 

55-64 18% 17% 

65-74 33% 21% 

75+ 20% 23% 

Refused 3% 1% 

 

25-34 
(column 

%) 

35-44 
(column 

%) 

45-54 
(colum
n %) 

55-64 
(colum
n %) 

65-74 
(column 

%) 

75+ 
(column 

%) 

Refused 
(column 

%) 

Total 
(column 

%) 

25-34 
(column 

%) 

35-54 
(column 

%) 

55+ 
(column 

%) 

East 
Midlands 

8% 3% 3% 4% 6% 2% 5% 4% 8% 3% 4% 

East of 
England 

14% 16% 10% 9% 12% 9% 23% 11% 14% 13% 10% 

London 27% 38% 34% 24% 20% 12% 32% 24% 27% 36% 18% 

North East 8% 3% 2% 8% 5% 4% 5% 5% 8% 3% 5% 

North West 6% 1% 2% 1% 2% 2% - 2% 6% 1% 2% 

South East 25% 21% 26% 25% 22% 36% 23% 27% 25% 24% 28% 

South West 4% 9% 9% 12% 15% 15% 9% 12% 4% 9% 14% 

Wales 4% 2% 2% 2% 3% 3% - 3% 4% 2% 3% 

West 
Midlands 

2% 4% 4% 10% 9% 9% 5% 7% 2% 4% 9% 

Yorkshire & 
The 
Humber 

2% 5% 7% 5% 7% 9% - 6% 2% 6% 7% 

Total (row 
%) 

5% 15% 17% 16% 22% 24% 2% 100% 5% 32% 62% 

 

25-34 
(column 

%) 

35-44 
(column 

%) 

45-54 
(column 

%) 

55-64 
(column 

%) 

65-74 
(column 

%) 

75+ 
(column 

%) 

Refused 
(column 

%) 

Private 
properties 

(586) 
59% 57% 62% 65% 67% 76% 88% 

Local 
authorities 

(178) 
23% 28% 27% 21% 19% 10% 6% 

Housing 
associations 

(124) 
18% 16% 12% 14% 14% 14% 6% 

        



Retirement 
properties 
(131) 

- - 1% 1% 10% 42% 9% 

23%

77%

DEM3. Do you or does anyone in your household have any long-term illness, health 

problems or disability which limits your/their daily activities or the work 

you/they can do, including any problems which are due to old age?

Source: Ipsos MORI/CMABase: All leaseholders (1,050 ) 30 April – 1 June 2014

Yes

No

%

Do you or does anyone in your household have any long-term illness, 

health problems or disability which limits your/ their daily activities or 

the work you/ they can do, including any problems which are due to old 

age? 

Yes (243)

(column %)

No (806)

(column %)

25-34 3% 5%

35-44 4% 18%

45-64 22% 36%

65-74 29% 20%

75+ 42% 18%

%

Private 

properties 

(586)

(column %)

LAs

(178) 

(column

%)

HAs

(124) 

(colum

n %)

Retirement 

(131)

(column %)

Yes 21% 24% 31% 41%

No 79% 76% 69% 60%

RTMC/

RMC

(171)

(column %)

Non-

RTMC/RMC

(456)

(column %)

19% 25%

81% 75%

2%1%

31%

65%

%

Private 

propertie

s (586)

(column 

%)

LAs

(178)

(column 

%)

HAs

(124)

(column 

%)

Retirement 

(131)

(column %)

2 years 

or less
2% 2% 1% 2%

3-5 

years
2% 1% - -

6-10

years
31% 31% 40% 32%

11 

years +
65% 65% 60% 66%

BK4. For how long have you been a leaseholder of this property?

Source: Ipsos MORI/CMA

2 years 

or less

Base: All leaseholders (1,050 ) 30 April – 1 June 2014

6-10 

years

11 years +

3-5 years

RTMC/

RMC (171)

(column 

%)

Non-

RTMC/RMC

(456)

(column %)

- 1%

1% 1%

28% 33%

71% 64%



20%

18%

12%11%

38%

Prefer not to say

%

Private 

properties 

(586)

(column %)

LAs

(178)

(column 

%)

HAs

(124)

(column 

%)

Retirement 

(131)

(column %)

£14,999 

or less
20% 20% 22% 30%

£15,000

-

£29,999

17% 23% 19% 7%

£30,000

-

£49,999

13% 12% 11% 2%

£50,000

+
12% 12% 11% 1%

Prefer 

not to 

say

38% 33% 36% 60%

DEM4. What is your total household income per year from all sources before 

tax and other deductions?

Source: Ipsos MORI/CMA

£14,999 

or less

Base: All leaseholders (1,050 ) 30 April – 1 June 2014

£15,000-

£29,999

£30,000-

£49,999

£50,000+

RTMC/

RMC (171)

(column %)

Non-

RTMC/RMC

(456)

(column %)

15% 23%

19% 18%

11% 14%

12% 11%

43% 34%

33%

9%
9%

42%

6%

BK8. As far as you are aware, are other residents in the development…

Source: Ipsos MORI/CMA

Mainly owner-

occupiers

Base: All leaseholders (1,050 ) 30 April – 1 June 2014

Mainly 

renting 

(private)
Mainly 

renting 

(social)

None/mix

Don’t know

%

Private 

properti

es (586)

(column 

%)

LAs

(178)

(column 

%)

HAs

(124)

(column %)

Retirement 

(131)

(column %)

Mainly 

owner-

occupiers

39% 10% 32% 76%

Mainly 

renting 

(private)

13% 2% 2 2%

Mainly 

renting 

(social)

1% 36% 18% 2%

None of 

these/a 

mixture of 

groups

6% 46% 41% 8%

RTMC/

RMC (171)

(column 

%)

Non-

RTMC/RMC

(456)

(column %)

46% 37%

9% 11%

1% 6%

42% 41%



  

31%

67%

2%

BK18. In the last 3 years, have you had to pay extra one-off amounts to pay 

for major works?

Source: Ipsos MORI/CMABase: All leaseholders (1,050 ) 30 April – 1 June 2014

Yes

No

Don’t 

know

%

Private 

properties 

(586)

(column %)

LAs

(178) 

(column

%)

HAs

(124) 

(colum

n %)

Retirement 

(131)

(column %)

Yes 28% 52% 26% 12%

No 71% 47% 73% 84%

Don’t 

know
2% 2% 1% 5%

RTMC/

RMC

(171)

(column %)

Non-

RTMC/RMC

(456)

(column %)

30% 27%

69% 71%

1% 2%



 

 

 

 


