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A Sector Under Sustained Pressure,
But Not Without Cause for Hope.

The Property Institute (TPI) published its first Wellbeing & Resilience Survey Reportin2021to

betterunderstand the key pressures facingresidential property management professionals
andtoidentify ways to support them. Thisis the sixth consecutive year of the survey, and the

dataset now spans a period of profound change for the profession, from the acute pressures
of the pandemic, through the implementation of the Building Safety Act, to the ongoing
challenge of managing leaseholder frustration atrising service charges.

The 2026 results show aslightdip from therecord
highrecordedin 2025, withthe compound wellbeing
scorefallingfrom18.85t018.61. Thisdecline closely
mirrors afallinthe Office for National Statistics
(ONS) national wellbeingbenchmark overthe same
period, whichdropped from 21.20t020.90. Property
managers moved inthe same direction as therest of
the population, and by a smallermargin — meaning
the gap between the sectorandthe national average
has continuedto narrow, from2.35in2025t02.29
in2026. While thisis the smallest gapinthe survey’s
six-year history, the honestinterpretationis that the
sectoris copingbetterwith structural pressures that
have not materiallyimproved.

Those structural pressures remain serious. 89% of
respondents experienced some form of abuse inthe
past12months, aslightincrease on2025. Workload
pressure hasrisen everyyearsince the survey began
andnow stands atanaverage of 7.37 out of 10. 63%
believe theirmental healthis atrisk fromwork, and
59% say their stress hasincreased overthe pastyear.
45% are eitherplanning to leave the professionorare
unsure whether they will stay.

Yet the data also points to somethingimportant:

the conditions that make property management
damaging are notinherent to the work. Respondents
whose employers genuinely act on wellbeing, who
canvoice theirviews safely,and who have accessto
flexible working arrangementsreport outcomes that
approach,andinsome cases exceed, ONS national
benchmarks. Respondents who experienced no
abuse atallinthe pastyearreturned acompound
wellbeing score of 21.33, above the ONS average of
20.90. However, property managers are beinglet
down by structural conditions, leaseholderhostility,
and employerinactionthat, takentogether, make a
difficultjobunnecessarily damaging.

Thisyear’s survey looks at the early emergence of
artificialintelligence as a pressure facing property
managers, with leaseholdersincreasingly using Al
toolsto generate complexcomplaints thatindividual
managers are then expected torespondtoinfull.

Key Findings at a Glance

o Compoundwellbeing score: 18.61
(2025:18.85; ONS 2026: 20.90)

o 89% experienced some form of
abusein the past12 months

o 63% believe their mental healthis
atrisk from work

o 45% areleaving orunsure whether
they will stay in the profession

» Average workload pressure: 7.37 out
of 10 - the highestin six years

» Respondents with no abuse
experienced a compound score of
21.33 - above the ONS benchmark

» Employer genuine wellbeing action:
compound score of 20.66 vs 14.87
where no actionis taken - agap
of5.79

» Voice (ability toraise concerns
safely): compound score of 19.98 vs
14.54 - agap of 5.44 points

o Four-day weekrespondents:
compound score of 20.67,
approaching the ONS benchmark

Average worked hours: 43.7 - with
74% working more than 38 hours
per week

Altools were used forsome of the data
analysis and part of the production of
thereport. AllAl-generated contentand
analysis has beenhuman checked.
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Sinceitsinceptionin 2021, The Property Institute (TPI) has conducted an annual wellbeing
survey to assess the mental health andresilience of professionals workinginresidential
property management. Thisinitiative was launched to identify the key pressures affecting the
workforce and to help shape practical support forindividuals and organisations across the
sector. Oversixyears, the survey has become an essential tool for tracking trends, informing
wellbeing strategy, and amplifying the voices of those working on the front line.

Asthe survey entersits sixth year, the dataset provides something unavailable in any single
year of results: the ability to distinguish short-term fluctuations fromlonger-term trends, and
toidentify with greater confidence which factors genuinely move the needle onwellbeing

andretention.

Method

Thisyear'sresearchwas conductedusinga
quantitative approach. Ananonymous online
questionnaire was distributed via SurveyMonkey
andremained openinFebruary and March2026.The
survey consisted of 40 questions, including multiple-
choice, Likert scale, and open-textresponses. It was
shared with bothindividualand company members
fromTPI's database and promotedvia social media
andemail.

Intotal, 483 individuals from across the sector
responded to thisyear’s survey, witha100%
completionrate. 1,841 verbatimresponseswere
received across seven open questions, all of which
have been carefully reviewedin full.
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Respondent Profile

Therespondent poolincluded adiverse cross-
section of professionals from across the UK: property
managers, team managers, business owners

and directors, on-site support staff,and office
supportteams working withinresidential property
management.

o 51.3% of respondents were
property managers

o 20.1% were team managers

o 16.4% were business owners
ordirectors

o 10.4% werein office supportroles

o 65.4% identified aswomen;
32.7% as men

o 75.8% workinprivate leasehold
organisations

o 71% have access tosome form
of flexible working

o 60% operate on ahybrid basis

The datasetwas compared to the Office for National
Statistics (ONS) Opinions and Lifestyle Survey (OLS),
which askedidentical wellbeing questionsduring a
comparable periodinearly 2026.




The Challenges
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6. Support and the Role of Employers
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We began this year’s survey with four wellbeing questions drawn from the Office for National

Statistics (ONS), offering a clear and consistent way to benchmark the residential property

sectoragainst the wider UK population across six consecutive years.

Life Satisfaction

In2026, respondents reported an average life
satisfactionscore of 6.06 - aslight decrease on
lastyear’s 6.12, butremaining substantially above
the 2024 low of 5.80. The national average fell to 6.9
(down1.5% onlastyear), meaning the gap between
the sectorandthe general populationisnow 12.2%
- narrowing fractionally from12.6%in 2025. Both
scoresfellatasimilarrate, but therelative picture
continuestoimprove.

Respondents 2026
6.06

National Average 2026

I ¢ .9

Sense of Purpose

The average score for feeling that the things done
inlife are worthwhile is 6.55in 2026, down slightly
from 6.63in 2025 but above the 2024 figure of 6.19.
The national average fellto 7.2, producing agap

of 9.0% - narrowing for the third consecutive year.
The worthwhile factor continues to be the highest-
scoring of the three positive ONS measures for
respondents, and has shown the most consistent
improvement since 2021.

Happiness

Happiness showed the smallest movement of

any measure. Respondentsreported an average
happiness score of 6.00,comparedto0 6.09in2025
and5.61in2024.The national average fell to 6.9 (from
7.0), producing ahappiness gap of 13.0%, unchanged
from2025. Thisis still the lowest happiness gap
recorded since the survey began.
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Anxiety

Anxiety remains the most concerning of the four
ONS measures. The average anxiety score among
respondentswas4.99in 2026, up from4.65in2025.
The national average remained at 3.9, meaning the
sector-populationgapisnow 27.9% - a significant

widening from 2025’s19.23%. Thisis the single
measure that has deteriorated most meaningfully
yearonyear, and it warrants attention. Average
anxietyinthe sector(4.99)is substantially higherthan
the national average, andremains more thantwice as
highas the ONS benchmark.

Compound Wellbeing:
Six-year Trend

TPltracks a‘compoundwellbeing’ score combining
life satisfaction, worthwhile, and happiness, allowing
year-on-yearcomparison and benchmarking
againstthe ONS equivalent composite forease and
convenience. The six-yearpictureisinstructive.

The 2026 compoundscore of 18.61represents aslight
dip from2025’srecord high of 18.85, but remains well
above the 2021low of 16.85. The six-year trendreveals

amorenuanced story thansimple progress: the
survey scorerose steadily from2021to0 2023, dipped
in2024, while the ONS benchmark actually rose that
year, before the strongest single-yearrecoveryin
the datasetin 2025, followed by amodest softening
in2026 that mirrors afallinthe ONS benchmark over
the same period.

The gap between sectorand national benchmark
has continuedto narrow, from2.35in2025t02.29in
2026 - its smallest point across the entire dataset.
The ONS started from19.80in 2021, peaked at 21.40
in2024,and has since declined to 20.90.

Compound Wellbeing Score: Respondents vs ONS 2021-2026
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Wellbeing by Gender

In2025, menreported marginally highercompound
wellbeingthanwomen.In 2026, thishasreversed:
womenscore18.77and men18.58 - agap of just
0.19 points. Both groupsremain close to the survey
average and the differenceisnot statistically
meaningful.

More significantisthe differenceinthe type of risk
each group faces: womenreporthigherrates of
sexism (25.0% vs 2.5% formen) while menreport
higherrates of physical threat (15.2% vs 6.3%). These
are not equivalent experiences and are explored
furtherin Chapter5.

A O
- D

High Happiness

ONS defines a‘highhappiness’ group as those
scoring 7 orabove onthe happiness question. In
2026,49.7% of respondents qualify - almost exactly
half. The compound wellbeing gap between high
happiness andnot-highhappinessrespondents
isnearly 10 points (23.55vs 13.74), the largest split
producedby any single variable inthe dataset. High
happinessrespondents are also substantially less
anxious (3.94vs 6.03) and work fewerhours (42.5vs
44.9).

Thefive factors that most strongly predict high
happinessare: lowerworkload pressure (6.65vs
8.08), stable ordeclining stress trajectory (73%
highhappinessvs 24% forthose with significantly

increased stress), mentalhealthnotatrisk fromwork
(77%), employer genuinely actingonwellbeing (61%
vs 27%), and the ability to voice opinions safely (57%
vs 25%).

Accessto flexible workingis closely associated with
this picture: 84% of high happinessrespondents have
accessto flexible working arrangements, up from71%
lastyearandthelargest shift of anyretained metricin
the highhappiness profile - asign that wideremployer
adoption of flexibility is beginning to move the needle
onoutcomes, notjust forthose already thriving. These
are the same factors that predictretentionand overall
compoundwellbeing - acoherentand consistent
picture across every analyticallens applied to the
2026 data.
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Working Arrangements

Working patternsin 2026 remain broadly consistent Flexible Working Access: 2024-2026 Trend
with2025. 60% of respondents operate onahybrid

basis, 29% work 100% from an office oron-site, and
11% work entirely from home. The most meaningful
shiftisnotinhow people work, butinhow many have
accessto genuine flexibility.

| Offered Flexible Working (2026)

71% of respondents now have access to some
Il Offered No Flexible Working (2026)

form of flexible working arrangement, up from
66%in2025and 58%in2024. The proportion of
respondents whose employers offerno flexible
working has fallento 29%, from 34%in 2025 and 42%
in2024. Thisis the most sustained and consistent
positive trendin the six-year dataset.

How Flexibility Affects
Wellbeing and Retention

The wellbeing case for flexible working remains |
unambiguous. Respondents withaccess to flexible \ /
working arrangements score +2.9 on the compound ~N ”
wellbeing measure than those without. The retention — ‘ —
caseisevenmore striking: 60% of flexible workers Vd ~

intend to remainin the sector, compared to 48% of -
those without any flexibility - a 25% differencein
retentionintent.

84% of respondentsinthe high happiness group
have access to flexible working, up from 71% last year
andthelargestshift of any retained metricinthe high
happiness profile. The proportion of allrespondents
withflexaccess now matcheswhatwas previously
seenonlyinthe highhappiness cohort. Thisisan
indicator thatimproved employer practiceislifting
outcomes across the board, notjust forthose already
thriving.
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The Four-day Week

The four-day working week continues to produce
the strongest wellbeing andretention outcomes
of any working arrangementin the survey. 17% of
respondents have access to afour-day week - a
figureunchanged from 2025 butrepresentinga
doublingsince 2024.

20.67 average compound wellbeing
score for four-day week respondents
(ONS benchmark: 20.9)

In2025, four-day weekrespondents became the only
property management subgroup inany year of the
survey to exceed the ONS nationalbenchmark, with a
compound score of 21.3 againstan ONS of 21.2.
In2026, both scores fellmarginally - the four-day
week group to20.67 and the ONS t0 20.9, meaning
the groupisnow fractionally below the national
benchmark, but by just 0.23 points. Across three
consecutive years the group sits substantially above
the survey average by 1.88in2024,2.45in 2025, and
2.06in2026.

Itisimportant toread these figures alongside the
hours data. Four-day weekrespondents average
42.6 hours perweek, barely below the survey average
of 43.7 hours, and with only 12% working 32 hours or
less. Thewellbeing benefit appears to derive primarily
fromhaving a guaranteed day away fromwork rather
than from ameaningfulreductionintotalhours. As
one 2026respondent describedit: ‘4-day work
week, wellbeing council sessions, private healthcare,
flexihours, support - just being kind.” Anothernoted:
‘We have the 4-day working week, flexible working,
working fromhome, company outings, team bonding
events - great space towork.’ The four-day week
functions as a cultural signalas much as a structural
one.

70% of four-day weekrespondentsintend toremain
inthe sector. Thisis the highestretentionintent of
any working arrangement group and 27% above the
survey average.

Working Hours

Average worked hours fellmarginally from45.0in
20251t043.7in2026.74% of respondents work more
than 38 hours perweek. 47% work 45 hours ormore,
and 26% work 50 hours ormore. Thereductionis
modest and likely reflects acombination of factors:
continued growthinfour-day week access, aslightly
higherproportion of office supportrespondentsin
the 2026 sample, and agrowing tendency among
respondents to enforce working hour boundaries.
Thisisatheme thatappearswithincreasingresolution
inthe personal wellbeing verbatim, where work-to-
ruleresponses have shiftedintone fromaspirationto
settled decision.

10 | The Property Institute Wellbeing & Resilience Survey Report 2026

©

3

9




Pridein Role and Sector

Nowinits secondyear, the pride question provides
ameaningful year-on-yearcomparison.n2026,
respondents gave an average score of 3.86 out of
5forprideintheirownrole,and 3.66 forprideinthe
sector-asmallbut consistent gap thatreflects the
patternidentifiedlastyearand explored further
below.

91.5% of respondents score 3 orhigherforpridein
theirownrole, whichis aremarkably high proportion
giventhe pressures documented elsewherein this
report. Evenamongthe mostdistressed subgroups,
role pride remainsresilient: 87% of those whose
mental healthis atrisk fromwork stillscorerole

pride 3 orhigher,and 75% of those simultaneously
experiencingincreased stress, mental healthrisk, and
intent to leave stillscore 3orabove. Role pride erodes
slowly and from ahighbase.

91.5% ofrespondents score 3 or
higher for pride in theirownrole

PRIDE RESPONDENT'S OWNROLE

o
o
o

PRIDEINTHE SECTOR

Why Role Pride Exceeds
Sector Pride

The gap betweenrole pride (3.86) and sector

pride (3.66)tellsanimportant story. The open-text
responses make it explicit: respondents who score
sectorpride lowest are not people who have lost faith
inwhat they do day to day, they are people who have
lost faithinwhat the professionlooks like fromthe
outside, and whatithas become undercumulative
pressure.

“lused to enjoy interactions with
leaseholders but post-Covid | feel like
lam seen as the enemy.”

Retentiondatareinforces this. Those intending to
stayinthe professionscore sectorpride at 3.91; those
intending toleave scoreitatjust 3.15. Sectorpride
tracks more closely withintent to leave than almost
any othermeasure. It appearsto be aleadingindicator
of disengagement fromthe sectoras awhole, rather
than from a specific employer.

What People Value
About Their Role

Despite the pressures documented throughout this
report, the open-textresponsesto ‘whatdoyou
enjoy aboutyourcurrentrole?’ are among the most
positiveinthe entire dataset. Three themes dominate:
variety (‘notwo days are the same’ appears dozens
of times), making a difference towhere peoplelive,
and the specific satisfaction of solving problems for
residents. Thelanguageisremarkably consistent
acrossyears,roles, and experience levels. This
sector’'sattachmenttoitsworkis genuine, durable,
and worth preserving.
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o Variety and unpredictability - cited by
the highest proportion of respondents

» Making atangible difference to
residents’ homes and communities

o Problem-solving withimmediate,
visible outcomes

» Teamwork, colleagues, and peer
relationships

o Flexibility - for those who haveit,
frequently described as life-changing




The 2026 data shows these two factors, alongside employer support, to be the most
powerful differentiators, and the most directly actionable. Understanding themin depth
is essential forany employer or sector body seeking to make a meaningful difference to

property managerwellbeing.

The Retention Picture

45% ofrespondents are either
leaving or unsure whether they will stay
inthe sector

16% of respondents say they do not see themselves
stayinginproperty management forthe next
threeyears. Afurther29% are unsure. As the

Retention Intent by Workload Pressure Score

100
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40

Retention Intent (%)

20

cross-sectional analysis throughout thisreport
demonstrates, the ‘'unsure’ group is nota genuinely
neutral population. Onalmost every measure, their
scoressitmuch closerto the ‘leaving’ group than

to the ‘staying’ group. They are experiencing the
conditions thatdrive departure; they simply have not
yetmade the decision.

Retentionhas continued toimprove across the six-
yearsurvey, with the leaving group ranging from 16%
to 25%. Average staffingvacancies alreadyrunat 21%
acrossrespondent organisations.

[ Intend to Stay (%)
M Planning to Leave (%)

Workload Pressure Score (1=low, 10 = sustainable)
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What Predicts Whether
Someone Stays

The most analytically powerful findinginthe 2026
dataisnotabout what makes people unhappy,itis
aboutwhat specifically makes themleave.

People who are staying and people who are leaving
have almostidentical expectations of theiremployer
(7.37vs7.51respectively). Whatis dramatically
differentiswhat theyreceive: those staying score

employerreceived supportat5.86; thoseleaving
scoreitat3.81-agapof2.05.Thisisnot a story of
leavers having unrealistic expectations. Itis a story of
reasonable expectationsbeingunmet.

Line managerreceived support shows analmost
identical pattern: 6.68 for those staying, 4.86 for
thoseleaving - agap of 1.82. The expectationlineis
flat, but the deliverylineis not.

Family support, by contrast, barely moves across
retention groups (7.89 for stayers, 7.69 for leavers).
Family is the floor that sustains peoplein a difficult
profession. Itisnot the differentiator - employerand
line managerrelationships are.

Employer and Line Manager Support by Retention Group

10

7. 37 7- 51

7.1

5.86

Suppot Score (0-10)

Employer Support

[ Staying
W Leaving/Unsure

7.15

Line Manager Support

8.05 795 7.89

7.69

6.68

Family & Personal Support
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The Impact of Voice in
Wellbeing

Of allthe factors measuredinthe 2026 survey, the
ability to voice opinions safely at work produces one
of the largest splitsincompound wellbeing: 19.98 for
thosewho canspeakup, versus 14.54 forthose who
cannot-agapof5.44.

5.44 point compound wellbeing gap
between those who can and cannot
voice opinions safely

Theretentiondata amplifies this: 62% of those who
canvoice opinions safelyintend to stay, compared to
just 35% of those who cannot, and 34% of the ‘cannot
voice’ group are actively planning to leave, compared
to 11% of those who can.

The two factors are closelyrelated. Employers

who genuinely actonwellbeing tend to create the
conditionsinwhichvoiceis safe. Anorganisation with
astrongwellbeing culture tends to have both. But
voiceisworthmeasuringand actingon asadistinct
lever. Itis somethingline managers can directly
enable through culture and practice, without budget,
policy change, orseniorapproval.

88% of respondents at micro businesses who
experienced serious abuse say theiremployer
genuinely actsonwellbeing, comparedto 61.7%
atlarge employers. 93.3% of micro business
respondentsinthat group canvoice theiropinions,
comparedto 65.3% atlarge organisations. The
relationship between firm size, voice, and genuine
employeractionis consistent across the data: smaller
organisations tend to create conditionsin which both
are present.

Workload and Retention

Workload pressure is the third majorretentiondriver,
andthe one thathas deteriorated most consistently
oversixyears. The average workload pressure score
of7.37in2026is the highestinthe survey’s history. At
workload pressure score 10 (rated as unsustainable),
only 35% of respondentsintend to stay, with

29% actively planning to leave. 23% of all 2026
respondents sit at thisscore.

14 | The Property Institute Wellbeing & Resilience Survey Report 2026

Whenworkloadis high, butemployersupportis
good, 58% stillintend to stay. Whenworkload
ishighand employersupportis poor, retention
collapsesto 31%. Workload and employer support
donotoperateindependently, theyinteract. High
workload s survivable with the right supportbehind
it. High workload without supportis the most toxic
combinationinthe entire dataset.




Abuse

The 2025 reportnoted early signs of adownward trend
inreported abuse. The 2026 data shows that trend
hasreversed. 89% of respondents experienced some
form of mistreatmentinthe past12months - up from
the 2025 figure. Only 54 respondents (11%) reported
experiencingno abuse atall.

The most powerful counterpoint to the abuse pictureis
the no-abuse finding. Respondents who experienced
no abuserecorded acompoundwellbeing score of
21.33, above the ONS national benchmark of 20.90.
Thisis one of only ahandful of subgroupsin the entire
six-yeardataset to exceed the national average. The
implicationis striking. Property management without
abuse produceswellbeing thatis broadly similarto or
even exceeds the widerpopulation.

89% ofrespondents experienced
some form of abuse in the past 12 months

o 63% were shouted at
o 51% were swornat

o 44% were treated withrudeness,
dismissal, or contempt

o 34%received non-physical threats
o 18% experienced sexism
o 9% experienced aphysical threat

o 1%reported physical assault

Abuse by Gender

The 2026 datareveals that abuseinthis sectortakes
differentforms formenandwomen. Itisnear-universal
regardless of gender, butits characterdiffersinways
that call fordifferentresponses.

Women experience morerelational and status-based
abuse.Rudelanguageis 11 percentage points higher
forwomen (87.7% vs 76.6%), and sexism produces
the starkestgendergapinthe dataset - 25.0% of
womenreportit,comparedtojust2.5% of men. This
is consistent with verbatim evidence throughout

Abuse Types by Gender
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87.7%

Rude/
Dissmissive

the survey of oldermale clients dismissing female
property managers, questioning theirauthority, or
demanding male colleaguesinstead.

Men experience more physically threatening abuse.
Non-physical threats are 16.8 percentage points
higherformen (44.9% vs 28.2%), and physical threats
are +8.9 higher(15.2%vs 6.3%). This is consistent with
the earlier finding that men are more likely to say their
physicalhealthis atrisk fromwork.They appearto
face amore overtly confrontational form of hostility,
while women face more dismissive and gender-
targeted abuse.

1 Women
H Men

25%

15.2%

6.3% .

Physical Threat

0%

Sexism

Non Physical
Threats




Compound Wellbeing Score

Triggers of Abuse

The verbatimresponsesonabuse triggerstella
consistent story across all sixyears of the survey.
Three causes dominate.

o Leaseholdersreceivingunexpected
bills driven by Building Safety Act
compliance, fire safety works, and
cladding remediation - costs the
managing agent did not cause and
cannot control;

» Manyleaseholders do notunderstand
what they purchased, what their

legal obligations are, or what
property managers are responsible
for. Unrealistic expectationsanda
reflexive tendency to blame the visible
person are the result;

o Property managers sit at the end of
alongchaininvolving freeholders,
contractors, regulators and legislators
- none of whom leaseholders
have direct contact with. Asone
respondent putit: ‘People want to
blame somebody, so they blame the
block manager.’

Stress and Pressure

59% of respondents say their work-related stress
hasincreased over the past12 months, with 30%
sayingit has significantlyincreased. Only 12%
reported anyimprovement. The average workload
pressure score of 7.37is the highestrecorded across
sixyears of the survey, anunbrokenyear-on-yearrise
since 2021,

Therelationship between workload pressure and
wellbeingis striking. Wellbeing scores decline

only gradually as workload pressure rises fromlow
tomoderate levels. But once workload pressure
exceeds the survey average of 7, the decline becomes
dramatic. Atscore 10 - rated by respondents as
unsustainable - the compound wellbeing scoreisjust
14.19, more than four points below the survey average.
284 respondents (59%)sitatscores 8,9,0r10.

Compound Wellbeing Score by Workload Pressure Score (0-10)

25—

Survey Average (18.61)
- - -~ ONSBenchmark(20.90)

Workload Pressure Score (O = None, 10 = Sustainable)
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Discrimination and
Protected Characteristics

13% of respondents experienced prejudice related to
anotherprotected characteristic beyond sexismand
racism. This group returned acompound wellbeing
score of just14.40, one of the lowest of any subgroup
inthe dataset,and 85% say theirmental healthis atrisk

fromwork. The verbatimreveals arange of protected
characteristicsincluding disability, pregnancy and
maternity discrimination, age, sexual orientation,
andweight. Critically, severalresponses describe
discrimination from employers and managers as
wellas fromleaseholdersbeing passed overfor
promotion, having expertise questioned, orbeing
subjected to exclusionary cultures. Thisisnotsolely a
client-behaviourproblem.

Al as an Emerging Pressure

Anew theme emerged strongly inthe 2026 verbatim
withno precedentinearlieryears: the use of artificial
intelligence by leaseholders to generate lengthy,
technically worded complaints and queries that
property managers are then obliged to answerin full.

“We now have to answer extremely
lengthy queries which have been
formulated by generative Al, and we
are bound to answer these in detail.”

“Use of Al-driven complaints quoting
case law that doesn’t existin England
or Wales.”
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The asymmetryis sharp: leaseholdersareusing Al
freely toincrease the volume and complexity of
correspondence, while property managers remain
cautious about adoptingitthemselves. Atthe same
time, respondents consistentlyidentify Al as the
most plausible route to workload reduction - ‘the only
truly viable way toreduce workload is by automation
of repetitive andlow-value duties.’ The profession
isencountering Al primarily as anew pressure from
anunexpecteddirection, while simultaneously
recognisingitasapotential solutionto an existing
one. Boththings are true simultaneously, and neither
hasyetbeenproperly addressed.
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The Support Gap body supporthas seenthe mostdramatic change

overthe six-year period: expected support hasrisen
from4.29in2022t06.05in 2026, while received
supporthasimproved from 3.50to 4.05. The shortfall
as aproportion of expectationhas more thandoubled
since the survey began.

Eachyear, TPl asks respondents how much support
they expect fromarange of sources, and how much
they actuallyreceive. The gap between expectation
andreceivedis one of the most analytically powerful

measuresinthe survey, andin 2026 it reveals a Family and social circleremain the only sources that
widening arms race betweenwhat propertymanagers ~ Consistently meetorexceed expectationsinevery
need andwhat institutional sources are providing. yearofthe survey.

Government has thelargest support gap of any
source:; expected 5.68, received 1.86 - a deficit of
3.82.Employersupportis expectedat7.45and
receivedat5.18 -agap of 2.27. Professionaland trade

Expected vs Recieved Support by Source
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What Does Employer
ActionDo?

5.79 pointcompound wellbeing gap
between those whose employer genuinely
acts and those whose employer does not

Respondents whose employer genuinely actson
wellbeing score 20.66 onthe compound measure,
comparedto14.87 for those whose employerdoes not.
Theretentiongapis equally stark: 68% of those witha
genuinely actingemployerintend to stay, compared to

32% of those without. Mental healthrisk drops from 85%

t058%.

These figures need oneimportant qualification:

the survey questionwas updatedin 2026 toinclude
the word ‘genuinely’inrecognition of widespread
respondent feedback thatemployerswere virtue-
signallingonwellbeing without taking real action.
Theinclusion of that word tightened the filter - some
borderline ‘yes’ responsesin previous years would
now be ‘no’. Thismeans the widening spread partly
reflectsamore honestmeasurementratherthan
purely aworsening of employerbehaviour. The 2026
gapisthe mostaccurate picture of the true difference
betweenreal and performative wellbeing action that
the survey hasyet produced.

What Genuine Employer
Action Looks Like

Five factors most strongly predict whethera
respondent believes theiremployer genuinely actson
wellbeing:

e Theability to voice opinions safely
(87% say yes to genuine action where
voiceis safe; 22% whereitis not)

o Accesstoflexible working (77% yes vs
48% where no flex is available)

¢ Having theirownunreasonable
behaviour policy (81% yes vs 40%
where no policy exists)

o Microbusinesssize (88% yes, vs
65-68% atlarger organisations)

» Role -business owners and team
managers are more likely to say yes
than frontline property managers
(73-76% vs 64%)

The threadrunning through all five is that genuine
wellbeingactionislessaboutformal programmes
and more about whether the day-to-day experience
of work feels safe, flexible, and human. Voice - the
ability to speak without fear - is the foundation
everythingelserestson.

Personal Wellbeing Action

73% of respondents took active steps to manage
theirown wellbeingin 2026 - a figure thathasbeen
essentially flatat 72-74% across all five years the
questionhasbeenasked. The proportion of people
actinghasnotchanged; whathaschangedisthe
tone of theresponses within the work-to-rule and
boundary-setting category, which has shifted from
aspirationto settled decision.In2026, respondents
describe having made the choice and sticking toiit,
ratherthantrying andfailing.
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Importantly, the compound wellbeing effect of
different personal action categoriesis not uniform.
Physical activity and healthy lifestyle produce a
compoundscore of 20.58 - 2.6 above the no-action
baseline,andwellabove the survey average. The
mental healthand mindfulness category, which
includes therapy, counselling, and GP visits produces
ascore of 15.93, below the no-actionbaseline. This
almost certainlyreflects aselection effect: the
mostdistressedrespondents are the most likely to
be seeking professional help. Itisnotevidence that
therapyisharmful.Itis evidence thatemployers
should not treat personalwellness provisionas a
substitute foraddressing the structural conditions
thatare driving the most distressed people to
seekclinical supportinthefirstplace.




Respondents across multiple years explicitly

The U nreasona ble distinguish betweenhaving a policy and enforcingit.
Behaviou r POI |Cy ‘Policies are toothless without action’is arecurring

theme. The data supports this: firms with theirown
bespoke UB policy have an 81% rate of employer
genuinely actingonwellbeing; those using TPI's
template policy 69%;those withno policy 40%.
Having a policy signalsintent. Whether thatintent
translatesinto actioniswhat matters.

64% of respondentsreport that theiremployer has
anUnreasonable Behaviour (UB) policyin place.
Those with apolicy score 19.34 onthe compound
measure, comparedto17.67 forthose without - a
gap of 1.67.Whatitappearstodoischange how
firmsrespondwhenabuse occurs, and that sense of
backingmovesthe wellbeing needle.

Compound Wellbeing Score by Key Filter - Full Ranking
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Download TPI’s Unreasonable Behaviour Policy Here
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https://www.tpi.org.uk/industry-knowledge/employment/wellbeing/tpi-unreasonable-behaviour-policy/

Eachyear, theinsights gathered through the Wellbeing & Resilience Survey directly inform
TPI'sworkin shaping the support offered and guiding the development of tools that respond
to the sector’sreal-world needs. The feedbackreceivedin 2025 highlighted a growing
demand for sector-wide advocacy, stronger enforcement of standards, and more practical
resources to help employers move fromwellbeing intention to wellbeing action.

TPl Wellbeing Standard

TPI’'svoluntary wellbeing benchmark enables
organisations to assess andimprove theirapproach
toemployee wellbeing. The Standard outlines

core principles and practical actions for creating
psychologically safe,inclusive and supportive work
environments, helping employers move beyond ad
hocinitiatives towardslong-term culturalchange.
Download TPI's Consumer Charter & Standards and
see section 9 forthe Wellbeing Standard.

TPl Guidance Notes:
Wellbeing & Social Matters

Developed alongside the Wellbeing Standard, this
detailed guidance notes provide ready-to-use
templates, processes, and structured advice for
implementing an effective wellbeing programme.

It supports both strategic planning and day-to-day
decision-making, makingit easier for organisations to
embedwellbeinginto theiroperations. Applies to TPI
Company Members only.

Accesshere

Training & Events

TPloffersarange of opportunities formembers to
build knowledge and open conversation around
wellbeing. Free Member ‘BrainGain’ webinars cover
avariety of topicsincluding wellbeing, providing
accessible, expert-ledinsights thatmembers can
take backto theirorganisations. TPl training courses
offerstructuredlearning around wellbeinginthe
workplace, and wellbeing sessions at TPl events
explore new ways of approaching challenges faced
by property managerstoday.
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Staff Safety and Abuse
Prevention

TPIcontinues to provide members with
accessto:

o De-escalationtraining developedin
partnership with the Suzy Lamplugh
Trust and the British Retail Consortium,

e Violence and stress guidance fromthe
Health & Safety Executive,

o Downloadable safeguarding posters
designed toremind residents and
clients that property managers are
people too, deserving of respect and
safe treatmentinallinteractions.

o HubofHope, the UK’slargest online
directory of mental health support
services, to help staff find local and
relevant help - having signposted over
one million people since 2017.

TPI Building Safety Hub

TPIsupports members throughits dedicated

Building Safety Hub, whichincludes curated updates,
resources, and external links to help organisations
navigate the ongoing demands of Building Safety Act.



https://www.tpi.org.uk/media/0rtjtqdm/tpi-consumer-charter-standards-edition-4-010626.pdf
https://www.tpi.org.uk/guidance/tpi-guidance-notes/h-wellbeing-social-matters/
https://brc.org.uk/priorities/nrcsg-against-shop-worker-abuse-and-violence/
https://www.hse.gov.uk/violence/worker/index.htm
https://www.tpi.org.uk/media/g5fjt1el/tpi-safeguarding-poster.pdf
https://hubofhope.co.uk

The Gap is Closing, but the
Work is Not Done.

TPI's2026 Wellbeing & Resilience Survey presents
the clearest six-year picture yet of asectorthat cares
deeply aboutitswork,isbeinglet down by structural
conditions, andis capable of farbetter outcomes
whenthose conditions areimproved.

The compoundwellbeing gap between this sector
andthe national population average has narrowed
from2.95in2021t02.29in2026. Thatis genuine
progress. Butithasbeenachieved primarily through
betteremployerbehaviourandwideraccess

to flexible working, not through any meaningful
reductioninthe underlying pressures of workload,
leaseholderhostility, orlegislative burden. The sector
is getting betterat copingwith a hard situation. The
situationitself hasnotimproved.

4
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The dataisunambiguous about what works. Where
employers genuinely act onwellbeing, the compound
scoreis20.66 - approaching the nationalbenchmark.
Where they donot,itis14.87 - alevel comparable to
the most extreme pressure groupsin the dataset.
Where voiceis safe, 62% intend to stay. Whereiitis
not, 34% are actively planningtoleave. Where there
isno abuse,compoundwellbeing exceeds the ONS
benchmark entirely.

The strainonthe sectordocumentedinthis survey
isnotinherenttothe work.The 91.5% who scorerole
pride 3 orhigher,including three quarters of those
who are actively planning to leave are telling us that
theyvalue and believeinwhat they do. The damage
iscoming from the environment around the work, not
fromthe workitself. That means the damageis fixable.
TPlremains committed to translating survey data

into meaningful action, through TPITraining, TPI
Wellbeing Standard, TPl Guidance Notes, sector-
wide advocacy, and the ongoing work of amplifying
the voices of those onthe frontline to customers,
government and the media. The next wellbeing survey
willbeissuedin Q2 of 2027. TPl extendsits sincere
thanks to all483respondents who gave theirtime,
honesty, andinsightto thisyear’sreport.

O <

-

x
x

22 | The Property Institute Wellbeing & Resilience Survey Report 2026

#e*#! l




The Property Institute
3rd Floor, 2-4 St George’s Road
Wimbledon, London SW19 4DP

Telephone: 0207978 2607
Email: info@tpi.org.uk

@tpi_online
TPILinkedIn: The Property Institute

Company Limited by Guarantee England and Wales
No0.13753239 | VAT Number: 406 608213

July 2026

The
Property
Institute



