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Creating a Service Culture
in Property Management

Edwin Hui

When we talk about Property Management, we

racil would normally relate it to cleaning, security

and maintenance. Whilst this is true these
functions are only merely scratching the
surface of our business and if you look at it
from a Customer Service viewpoint, Property Management
s a far more complex business that attempts to manage
the use of common areas and facilities whilst maintaining
a positive environment for all occupants.

The Business Nature

Who are our customers? They come from all walks of life; they could be
owners, occupiers, visitors, etc. We serve our customers 1,440 minutes a day,
365 days a year.

Management Contracts are not short term in nature. If the owner occupies
the property then the term could be forever, if on the other hand the property
is totally tenanted the term may be much shorter but generally speaking it
would be at least a year.

Managing a property is like running a small city. Constantly under the scrutiny
of all users, there is a constant pressure to balance the views and issues of
various groups of people.

Service Delivery Approach

Traditionally, there was little if any customer service in Property Management.
Customers had no input into their service, they just accepted what the Property
Management company delivered.

Over the past few years, there has been an evolution within the industry and
nearly every property management company has become a major advocate
for Customer Service.




