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The wellbeing of our sector’s people remains
a significant concern.

We launched our Wellbeing Survey in 2021 to build a picture of the main pressures that
residential property management staff are facing and to understand ways to alleviate
them. The second survey showed some slightimprovementsinwellbeing of ourindustry’s
professionals. The 2023 survey was the first of its kind conducted without any COVID-19
restrictionsin society, however this did not mean things got any easier for the sector. Other
pressures emerged, such as a cost-of-living crisis affecting many leaseholders while the
implementation of the new building safety regime grew inurgency.

Forthe 2024 survey, we have observed how ‘high
happiness’ respondents compare to the average
respondent. High happinessrespondents are defined
by the Office forNational Statistics asrespondents
with happiness scores of 7to10. 41% of our survey
respondents canbe classified as high happiness
respondents. We found that these high happiness
respondents work similarhours and experience
about the same amount of abuse whilst going about
theirjob as the averagerespondent. However, their
workloadis alittle below the average, they receive
higherlevels of support, and have greater flexibility
from theiremployer. High happinessrespondents
enjoy workinginateamandvalue personal
interactions with theircolleagues. They also thrive
fromavariety of challengesintheirrole whichare
meaningful and satisfying toaccomplish.

As anation, wellbeing scores are down from the
previousyear, happiness: 6.8 (down 3%), feelings that
the thingsdoneinlife are worthwhile: 7.2 (down 1.5%),
life satisfaction: 6.8 (down 3%), and anxiety: 3.9 (down
2.5%)). Our survey respondents’ wellbeingis also
downonlastyear, but down by less than the national
average, happiness 5.61(down 2.5%)), feeling that
things doneinlife are worthwhile 6.19 (down 0.5%), life
satisfaction 5.8 (down1.5%)). Broadly, our Wellbeing
and Resilience survey shows aworkforce thatis still
feeling the strain.

The most significant pressure continues tocome
fromworkloads with overall wellbeing declining
asworkload pressure grows. Very low orvery high
workload pressure scores correlated withreduced
likelihood of respondents stayingin the sector.

While property management staff aren’tlooking
foraneasyride, workload pressure maintained atan
average 5oré6from10, correlates with higherlevels of
wellbeing - we referto this as ‘manageable workload'.
Respondents with workload pressures between 9 and
10 saw themselves at more likely to leave than stayin
the sector.

The surveyresults showed that 50% of respondents
saw themselvesremaininginthe sectoroverthe
nextthreeyears (up 5% onlastyear), while 22% saw
themselvesleaving the sector (down12% onlast
year). Work pressure ratings correlated strongly with
wellbeing scores. If work pressure was too high

(7 orabove) the wellbeing scores given would suffer.
The main causes of pressures at work are workload,
demandforservices, newlegislation, and cost

of living/increased service charge pressureson
residents. Anxiety scores are manageable between
workload pressure 5and 6, butrapidly rise at
workload pressure 9 and10.

‘Public opinions and social trends, Great Britain: 27 Marchto 7 April 2024’ https://bit.ly/3x ADAIt
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Followingonfromthe 2023 survey, we drilled into

the potential causes of high ‘workload pressure’,
specifically working hours and staffing levels across
the sector. The average hoursworkedin a typical
weekis 46, with office workers working an equal
amount to those home-working. There was also a 35%
reductioninrespondents working fully remotely. 58%
of respondents offered some form of flexible working
arrangement.

Fromour2024 survey, we found that flexible working
arrangements were a key determining factorto
respondents’ happiness and overallwellbeing.

The surveyresults also showed us that the 70.35%

of respondents working eitherremotely or hybrid

are marginally happierthanthose people only
working on-site. Although, on-site workers are
slightly less anxious than those workingremotely or
hybrid working, suggesting there’sanupside and a
downside to be considered with hybrid working within
the profession. Notably, high happinessrespondents
find flexible working hours more of a determining
factortotheirhappinessthanworkinglocations.

The surveyresults showed that high happiness
respondents are between16% and 111% more likely to
be offered common flexible working arrangements
thanthe average. Highhappinessrespondents also
felttheyreceived bettersupportinallaspects of their
life thanaveragerespondents. Theirhappiness was
determined by feelingwell supported, manageable
workload pressure, flexible working arrangements,
lower personal financial pressure, and feeling that
theiremployercares. Less than10% of highhappiness
respondents see themselvesleaving property
management. Highlighting the recruitment struggle
whichmany firms are facing, on averagerespondents
estimate 22.6% of rolesin theirbusinesses have
remainedvacant during the year,up 13% onlast
year'saverage.

Inour2023 survey wereported onthe damaged
relationships between property management

staff and theircustomers. Our2024 survey again
demonstrated that property management staff
continuedto expectandreceive little support from
leaseholders, freeholdersandinsome cases from
employers. Furthermore, staff are still likely to face
aggressive and unreasonable behaviour, and many
feelthey are atrisk physically and mentally in their
roles. While concern over physical safety was down by
16%, and physical assaults and hate crimes were down
onlastyear, allother forms of abuse went marginally
up. Over2/3rds of respondents believe theirmental
healthis atrisk because of theirjob.

Instances of unreasonable behaviourare not
acceptable forworkers of any kind. Two-way
dialogues should be sought, as opencommunication
isneededto strengthenrelationships. When asked if
theiremployerhadan Unreasonable Behaviour Policy,
61% of respondents confirmed they did, andin 47% of
these cases, thiswas The Property Institute’s policy
template.

The Property Institute - will continue to use the
surveyresults to help shape andimprove the sector’s
wellbeing andresilience initiatives. The next survey
willbeissuedinFebruary 2025.

The Wellbeing Survey was distributed to residential
property management professionals between

6 February and7March2024. Intotal, 506 individuals
fromacross the sectorresponded, witha1l00%
completionrate and over124 verbatim comments,
allof which have been carefullyread. We would like
tothank everyrespondentfortheirvaluable time,
insight, and honesty.

3 | The Property Institute Wellbeing & Resilience Survey Report 2024



Executive Summary

Acknowledgements
Contents
Background

Method

The Challenges

1. Satisfaction, happiness andwellbeing
2. Physicaland emotional safety

3. Support

4. Jobsatisfaction

5. Theimpact of workload pressure

6. Whatcanldoasaboss/manager?

7. Average working hours & job vacancies
Summary

Conclusion

4 | The Property Institute Wellbeing & Resilience Survey Report 2024

14
16
19
21
23
24

26

29




Sinceitsinceptionin 2021, The Property Institute, (formerly known as ARMA and IRPM)

has been conducting an annual ‘mental health check’ forresidential property management
professionals. By pinpointing key pressure points, thisinitiative informs and guides the
development of mental health and wellbeing support within the sector. Aswe embark on
ourfourthyear, we remain committed torevisiting our survey to track the sector’s progress
andto ensure ongoing efforts are made to enhance the wellbeing of professionals within

theindustry.

Method

Ourresearchwas carried out using a quantitative
approachutilisingananonymous questionnaire
distributed online via SurveyMonkey, comprising

65 questions. Thisincluded several questions
allowing foradditional comments and open-ended
responses. The surveyran from é February to7 March
2024.

The sample encompassed bothIndividualmembers
and memberfirms from TPI’s database of property
management professionals. Additionally, the survey
was shared publicly through social media channels
andthe TPlwebsite. Respondents were distributed
across the UKandincluded property managers,
on-site staff, and back-office support personnel.

The survey exploredvarious aspects, such as
respondents’ current life and social pressures,

work pressures, flexible working arrangements,

job satisfactionlevels, experiences of aggressive
behaviour, and subsequently, the adequacy of
employersupportandwellbeing activities. Italso
askedrespondentsto predict theiraverage weekly
working hours and the percentage of vacantroles
withinthe past year. The survey concluded by asking
therespondents whether they saw themselves
stayingin property management forthe next three
years. Oncetheresponseswere collected, TPI
conductedanexploratory dataanalysis. Thisreport
includes discussions, observations, and proposals,
derived fromthe findings of the survey. We have
compared the data from ourwellbeing questions with
asurvey published by the ONS which asked identical
questionsandwasissued atasimilartime (27 March
to 7 April2024).
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The Challenges
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We opened our survey with generalindicators to help build a picture of how ourindustry is
coping and give an overview of ‘wellness’. This gave us an opportunity to benchmark our
findings against the national average using the mostrecent data from the Office of National
Statistics’ (ONS) wellness survey published on12 April 2024, entitled ‘Public opinions and

socialtrends, Great Britain: 27 Marchto 7 April 2024’

This UK-wide survey has beenissued on a bi-monthly basis since March 2020 to gauge the
socialimpact of the pandemic onthe adult population. Part of our survey focused on general
wellbeing and asks the same questions usedin the ONS Opinions and Lifestyle Survey (OPN).

Inthe period between 27 Marchto 7 April, the survey sampled 5,009 households.

Overall, how satisfied are you with your life nowadays?

The graph shows an average satisfaction with
liferating of 5.8 among ourrespondents. This
comparesto 5.88lastyearwith the current national
average being 6.8 (the national average havingitself
decreasedfrom 6.9 lastyear, adecrease of 3%).
Thismeans that property managers are 14.71% less
satisfied with life than the national average, compared
toal4.78% gaplastyear.

RESPONDENTS 2024
5.8
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Overall, to what extent do you feel that the
things you do inyour life are worthwhile?

Asimilar question askingrespondents ‘to what
extent do you feel that things youdo inyour life are RESPONDENTS 2024
worthwhile’ gave anaverage score of 6.19, a slight 6.19

declineonlastyear’s 6.23, while survey respondents
are 14% below the national average of 7.2. Again, the NATIONAL AVERAGE 2024
national averageitselfisdown fromlastyear’s score _ 7.2
of 7.3.

RESPONDENTS 2023

| 6.23
NATIONAL AVERAGE 2023
| 7.3
| | | | |
0 2 4 6 8 10

Overall, how happy did you feel yesterday?
Property managers are also below the national
average when asked how happy they felt the previous RESPONDENTS 2024
day. Respondents averaged ascore of 5.61,
comparedto5.74inthe 2023 survey (a decrease of NATIONAL AVERAGE 2024
2.3%).The national average was 6.8 (down 3% on
the previous year). - [x

RESPONDENTS 2023

15.74
NATIONAL AVERAGE 2023
7.0
| | | | I
0 2 4 6 8 10
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Overall, how anxious did you feel yesterday?

Onthis questionrespondents scored 4.76 (up 2.5%),
compared to a national average of 3.9 down 2.5%),
meaning on average respondents were 22% more
anxious thanthe national average.

2024 respondents scoredloweronhappiness, life
satisfaction, and how worthwhile theirlife is, with an
increaseinanxietylevels. Overall,respondentswith a
‘manageable workload’ (workload pressure between
5and é), experienced lower anxiety, but this rapidly
increased at workload pressure scores of 9and 10.

RESPONDENTS 2024

NATIONAL AVERAGE 2024

I 3.9

RESPONDENTS 2023

| 4.64

NATIONAL AVERAGE 2023

| 4.0

Over the past 12 months, how have you been

primarly working?

We also asked a question about the numbers of
people workingin ahybrid function (a mixture of
office and home-working), home-working only or
completely office-based/on-site. There hasbeen
much debate about the rise of hybrid working and
itsimpactonworker performance. We have looked
atthe datatounderstand howworkinglocations
determine worker happiness and wellbeing.

The above graph shows that11.46% of people work
exclusively remotely, 58.89% of people are hybrid
workers, and 29.64% of people always work on-site
orinthe office.

There was a 35% reductioninrespondents working
fully remotely compared to 2023.

We also asked a question about employers offering
flexible working arrangements andlooked at how
this affected wellbeing of property management
professionals. When we splitup the responses
between those who benefit from flexible working
arrangements (45.37%) and those who don’t
receive any flexible benefits (41.21%), thereis a
significantincrease in wellbeing for those who are
offered flexibility at work.

REMOTE WORKING
11.46%

HYBRID WORKING

ON-SITEWORKING

I 29.64%

REMOTE WORKING -2023

18%

I, ¢ 5%

0 20 40 60
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High happinessrespondents’ employers were
onaverage 22% more likely to offer each type of
flexible working arrangement than the average. MORELIKELY TO BE
i ) OFFERED FLEXIBLE WORKING

Theywere 20% less likely to offernone of the flexible o
arrangements. When studying wellbeing scores, _ 22%
we found that flexible workinghours made more LESSLIKELYTO BE

A . , OFFERED FLEXIBLE WORKING
of asignificantdifference torespondents’ overall

wellbeing thanwhetherthey worked fromhome, on- 20% _

site orthe office.

AVERAGE

Men and women

This yealr S suryey included an'optlon forrespondents RESPONDENTS' SATISFACTION

to specify theirgender, allowing us to compare 6
the wellbeing of menand women. The results
to questions around life satisfaction and ‘to MALE ‘ 6
what extentdo you feel things youdoinlife are RESPONDENTS’ HAPPINESS

worthwhile’ were the same (6). Although women 5

are slightly less happy (5) than men (6) and feel

slightly more anxious (Women 5 / Men 4). MALE | 6
) RESPONDENTS’ ANXIETY

Both male and female respondents feel that their 4

mental healthis atrisk because of work (66%).

MALE | 5
66% )

TPlwill continue to develop strategies to address
genderissues withinthe sector,inordertohelp
improve overall wellbeing andresiliencein property
management.
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Do you think your mental health or safety is at risk

because of your work?

Of allrespondents, 67% thought theirmental health
was atrisk from theirwork (up 2% onlastyear). These
notable figures are telling of a sectorthat stillhas
more to do to account for the health of its workforce.

The percentage of those who believe they are
physically atrisk from theirjob has gone down by
from29% to0 24.5%, a4.5% decrease onlastyear.

S
_

Oursurvey shows that concern over physical safety
has gone down, with physical assaults and hate
crimes down, however, all other forms of abuse have
marginally gone up. Over2/3rds of respondents
believe theirmentalhealthis atrisk because of their
job, afigure whichisup fromthe previous two years.
Whenit comesto mental health, 67% of workers
believeitis atriskbecause of work, the highest figure
recorded since we begansurveyingin2021.

The survey results highlighted the ever-increasing
pressure and high expectationfrom people across
all factors within the property management sector
and daily life. When asking about sources of pressure
inlife, the categories with the mostimpactincluded
workload pressure, demand forservice, new
legislationand service charge pressures, which have
allcontinued tonudge up.

When comparing the stress of work to otherlife
sources, we can see that work-related pressures
continue to outweigh personal stresses. The most
significant pressure came fromleaseholders and,
to alesserextent, freeholders/landlords as well
as Government orregulator pressure. Pressure for
managersis the only source of pressure fromwork
that’'snotincreased(4.01,identicaltolastyear).

Itisevident that good working relationships between
managing agent staff, leaseholders and freeholders/
landlordsis essential, however our survey suggests
theseinteractions have eitherremained stagnant or
worsened. The sector should focus onrelationships
becoming collaborative efforts. Partnership
orientated working should improve the wellbeing

of managers and theircustomers, andit should
follow that all stakeholders willbenefit fromboosted
productivity, positivity and staff retention.
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In the last 12 months have any of the following
circumstances applied to you, doing your job?
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Ournextquestionsought feedback onrecognised
forms of abuse experienced by workersin the sector.

Abuse acrossthe sectoris stillhigh. Thereis a slight
decreaseinthe numberof people who have been
subjecttoahate crime at 3.61% and those who have
beenphysically assaulted at 0.6%, with anincrease
inevery othercategory. Being treated rudely through
language ortone of voice scored highestin this
questionat88.58%. Thereisaslightdecreaseinthe
numberof people who haven’t experienced abuse
(6.81%), meaning an overallincrease of those who
have experienced abuse, whichisnow at 93.19%.
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Employee assistance programme

Having growninpopularity overthe years, an
Employee Assistance Programme generally offers
free and confidential assessments, short-term
counselling, referrals, and follow-up services for
employees. EAP counsellorsmay alsoworkina
consultative role withmanagers and supervisors to
address employee and organisational challenges
andneeds. Many corporations, academicinstitution
and/orgovernmentagencies are active in helping
organisations prevent and cope withworkplace
violence, trauma, and otheremergency response
situations. Thereis avariety of support programmes
offered foremployees. Eventhough EAPs are mainly
aimed at work-relatedissues, there are avariety of
programmes that can assist with problems outside of
theworkplace.

Rationale

Therecent ONS survey reveals that the trend of
graduallyincreasingwellbeing scores

amongst the populationsince the easing of lockdown
restrictions appears to havelevelled
offandhasbeguntorecede.

Atthe same time, theresidential management sector
has continuedto grapple withanew building safety
regime and a cost-of-living crisis which hasleft many
leaseholders facinglarge and unexpectedbills.
Frustrations often spill over, and our survey reveals
that property management staff continue toregularly
face abusive behaviourin theirday-today lives.

The Property Institute believes that astep to
mending the strainedrelationships between parties
isto equip staff withthe toolsneeded to de-escalate
confrontations. Thiswould also protect staff from
abuse directed towards them. We have listed
severalresources whichmay be of use onpage 26

of thisreport.

The Property Institute 2024 Unreasonable Behaviour
Policy (see page 27) offers asuggested processfor
managing agents to follow when they encounter
forms of unacceptable behaviour.
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Causes of pressure at work
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In2024, 66% of people said they hadhad anincrease
instress, adecrease from75% previousyears. Those

seeingareductioninstressisalsoup from11%to12%.
Next, we willidentify the possible causes.

Forthisyear’s survey weremoved the 2 categories
relating to theimpact of Covid-19.

Pressure from claddingremediation projects has
continued to decrease slightly, while pressure
created by technology and demand forservice are
ontherise. Workload pressuresremain the greatest
source of pressure foremployees at the workplace.

Backin2023, we added 3new categories as sources
of pressure.

1. Social media/online review platforms
Pressure from public online platforms had
appearedinverbatim comments, so we asked

We used a self-reportedrating from O to 10 (with 5
being the halfway mark) where the average scoreis

specifically about this. Itis an extreme source of
pressure forsome, andssince lastyear thishas seen
afractionalincrease from2.94% to 3.19%, although
itstilldoesn’'tappeartobe asignificant cause of
pressure atwork when observed across the board.

. Leaseholder concerns about cost of living

and service charges
Thiswas still the second highest cause of pressure
atworkandincreased marginally onlastyear.

. Building Safety Act and associated regulations

(Fire Safety Act & implementation of PAS 8673)
Now that many remediation projects are
underway, we wanted to understand theimpact of
implementing further building safety reform which
remains ongoing. Thisis still the fourth highest
source of pressure.

7 out of 10. Workload pressure remains the greatest
source of pressure and hasrisenslightly yearonyear.
Thisisindicative of rising workloads, and pressure
from currentworkloads not being alleviated.
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Does your employer take genuine positive action

on health and wellbeing?

In2021and 2022 we received significant verbatim
feedback fromrespondents suggesting that whilst
theiremployerdidtake some form of actionon
wellbeing, butitwasnotviewed as genuine. Last year
we added the word genuineinto the question. Since

then, ‘yes’ answers have continued to decrease, with
7.5% fewerrespondents believing theiremployer
took genuine positive actionon healthand wellbeing
lastyear.

How have people taken control of their wellbeing?

As part of our2024 survey, we wanted tounderstand
the actions people have takento
improve theirwellbeing themselves.

72% of respondents stated they had taken positive
stepsthemselves,al%increase onlast

year, showing that personal responsibility for
wellbeingremains high.

Verbatimresponses were sought for this question.
Dividingup examples, we cansee thatresponses
includedimproving health through better self-care,
seeking professional help such as therapy and
enforcingwork/life balance throughrestricting
working hours.

Does your employer have an unreasonable

behaviour policy?

Inresponse tothe 2021survey, we published an
Unreasonable Behaviour Policy to help property
managers who were experiencing abuse. Our
‘Unacceptable Behaviour Policy’ hasnow been
revised for2024.

AnUnreasonable Behaviour Policy creates processes
fordealingwith abuse by:

° Identifying behaviourwhichis abusive

o Documenting that abuse has occurred

o Providing a series of actions andrecourse to
counterandreduce abusive behaviour

Now inits fourthyear, 61% of respondents were aware
there was a policy within theirbusiness andin 47% of
casestheywereusing the TPIpolicy.

The updated TPI2024 Unreasonable Behaviour Policy
canbe foundonpage 27 and downloaded here:
https://bit.ly/4eo0iKDS.
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How do yourate the support you are receiving

from the following groups?
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[J 2023 ExPECTED
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2021 EXPECTED

Respondents were asked about their expectations of
supportfromvarious peopleintheirlivesand how the
actual supportreceived compared. The table above
isranked by supportreceived and shows the variation
onthe supportrespondents expectedtoreceive.

4.7|6.87
4.5|6.52

5(6.4

3.36/5.01
3.18|4.45
3.5|4.29

] 1.444.43

1.4]4.04
1.75|5.1

3|4.04
2.68]3.67

EMPLOYER

LEASEHOLDER ~ FREEHOLDER

/TRADEBODY

The graph shows that only family and friends
exceededthelevels of supportexpected of them.
Conversely, employers, professional/trade bodies
andthe governmentwere judged to offerlowerlevels
of supportthan expected. Inotherwords, with the
exception of family and social circle respondents’,
expectations of support are notbeingmet.
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Support for respondents expected on average

B -
0 4
o N ~ M
< -~ R =%
L ™~ Vo) o o
o o b
- =
v O N0
L Lo
,.,? n
n
FAMILY SOCIAL COLLEAGUES LINE EMPLOYER
CIRCLE MANAGER

[ 2024 EXPECTED BY RESPONDENTS
| 2024 EXPECTED BY HIGH HAPPINESS RESPONDENTS

Highhappinessrespondents had average orhigher
than average expectation of support from family,
friends and people at work. However, they had slightly
lower expectations of support than average from
theiremployerandthird parties. Inall cases, high
happinessrespondents felt theirexpectations of
supportwere being exceeded. Are people withmore
realistic expectations happier, ordohappierpeople
have morerealistic expectations? Eitherway, the
belief thatyouare beingwell supported has a positive
impactonreportedwellbeing scores.

5.01
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4.43
4.7
4.04
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2.46
2.36

LEASEHOLDER FREEHOLDER PROFESSIONAL GOVERNMENT SUPPLIERS/
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Support forrespondents received on average
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High happiness people also felt they received better
supportinallaspects of theirlives than average
respondents. The average respondentsgave a5.87
for‘supportreceived fromcolleagues’,compared to
the highhappinessrespondents score of 6.44, while
the average for ‘support fromline manager’ was 5.32,
significantlyless than the highhappiness peoples’
score of 6.09.
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Do you see yourself staying in property management

for the next three years?

28.06%

2024

24.90%

47.59%

2023

2867‘/.

2022

Careeroutlooks
Respondents were asked if they saw themselves
stayingin property management forthe next three
years. Half of the respondents (50%) saw themselves
stayinginthe sectoroverthe next 3years, up 5%
onlastyear, while those who didn’t see themselves
stayingisdown12% onlastyearat22%.

) ) ) ) 10.45%
High happinessresults to this question were as
follows:

These responses show that high happiness
respondents are 20% more likely to stay inthe
sectorover the next three years than the average
respondent. High happiness people are over50%
lesslikely to see themselves asleaving the sectoras
the averagerespondent.
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What do you enjoy about your current role?

people
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Forthisyear’s survey, we askedrespondents what
they enjoyed about theircurrentroleinorderto
helpimprove overallwellbeing and happiness for
property managers. To answer this question, verbatim
responses were sought. The keywords that appeared
themostintheresponsesare as follows:

1. Team-12.53%(53times)

2. Variety -8.27% (35times)

5. People-7.80%(33times)
Colleagues -7.33% (31times)

4. Challenges-6.86% (29 times)
5. Clients-5.44% (23 times)

Theseresponses show that people enjoy working
withtheircolleagues andfacingchallengesasateam.
They thrive from a variety of work within theirrole

and findthem meaningfuland rewarding. Flexible
working arrangements were also mentioned in
22responses (5.2%) of the answers, continuing to
highlight the need for flexible work hours and
workinglocations.
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Impact of workload pressure
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The survey data suggests that those experiencing
negative amounts of workload pressure (eithertoo
low ortoo high) are more likely to considerleaving
the sector. The above chart comparesrespondents
scores of workload pressure (bottom axis) with their
likelihood of remaininginthe sectorinthreeyears’
time (left axis).

Respondents saw themselves as more likely to leave
the sectorthanstay at workload pressures 9 and10.
Whenviewing the workload pressures of 2 and below,
the trendlines beginto curve away again, withmore
people thinking they will leave and fewer believing
they will stay, indicating that very low levels of work
pressure canfail to motivate workers.

People positively respond to some form of pressure.
Usually, they recognise that they require some level
of pressure to perform at theirbest. Understandably
then,inactive and bored people have anincreased
likelihood of leaving.

Asmore pressureis added afteracertain point, their
performance willdecline and willinexorably continue
to decline nomatterhow much pressureisaddedon
them. Onourworkload pressure scale of 0to 10, for
oursectoritappears thistipping pointis at about the
halfway mark.

21| The Property Institute Wellbeing & Resilience Survey Report 2024




Relationship between workload pressure and wellbeing

WELLBEING SCORE
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The chartabove compares the workload pressure
peoplereportalongwith theirreported national
wellbeing measure. Theleft-hand scaleis the
wellbeing measure and workload pressureis along
the bottom.

Take 7 ontheleft-hand scale as the national average
forlife satisfaction, how worthwhile lifeisand
happiness. With the exception of those scoring

2 forworkload pressure, respondents are at orabove
the national average all the way from O to 5 workload
pressure. Wellbeing declines as workload pressure
grows andrapidly declines at workload pressures 9
and10.

WORKLOAD PRESSURE

Anxiety ismanageable betweenworkload pressure
5andé, bitrapidlyrises at workload pressure 9 and 10.
Take 4 ontheleft-hand scale as the national average
foranxiety, respondents are below oronthe average
from O to 4 workload pressure. Thisdemonstrates
that workersin the sector canstillhandle significant
amounts of workload pressure. However, there
arelimits.

Reducingworkload pressure from10 to 9 decreases
anxiety by an entire pointandincreases satisfaction
withlife by three-quarters of apoint. These are
profound differencesinwellbeing. Asarule of
thumb, forevery 1pointreduced fromworkload
pressure you are adding half apointto each of the
wellbeing measures.
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The greatestimpactyoucanhave onwellbeingis Having a diverserange of approaches would

taking genuinely positive actionto helpimprove be beneficial since differentindividuals require

it. Butwhat does taking genuine positive actionon different strategies. Forinstance, whileacompany
wellbeinglooklike? Assessing the verbatim feedback might offergym memberships, not allemployees
onthis question, we have summarisedit as: would take advantage of them. The most effective

wellbeing programme offers flexible options,
»  Youneedtolisten, beflexible, care, share words of allowing employees to choose what suits them
encouragement and praise employees. best. We encourage organisationsto engagein
discussionswith theiremployeestounderstand their
preferences and determine what would truly have
apositiveimpactonthem. Incorporating elements
+ Respondents mentionedregularcheck-ins, being of “Employee Voice” not only enhances employee

« Offersupportsystems, suchas Employee
Assistance Programme.

taken out forthe occasionallunch, being thanked, engagementbut also fosters authenticity.

being asked how you are feeling, empowerment

days, training sessions, snacks around the office, None of these willworkinsilo, but together, with a
and flexible working hours whenrequired. structured programme and the genuineintent to

improve things, these willmake a difference.

TPIplanstorelease new guidance onimproving
wellbeing of staff to company membersin
Autumn2024.

[

4
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Inunderstanding the high scores posted forworkload
pressure, we asked forestimates onhow many hours
respondentsworked perweek. The average hours
worked inatypicalweekis 46, with office workers
working an equalamount to those home-working.
Thisiswellabove the national average for full-time
workers whichsitsat 36.6 hours perweek.

Vacancieswithinteamswould also have a likelyimpact
onworkload pressure. On average, 22.6% of roles
remainedvacantacross companies throughout the
year,up13% onlastyear.

I 46
AVERAGE WORKING HOURS
I 36.6
NATIONAL AVERAGE
| | | | I
0 10 20 30 40 50

How do you think working hours could be
reduced for property managers?

Working hours

The typical full-timerespondent faces nearly

10 extrawork hours perweek comparedto the
national average andis working withinteams that are
20% understaffed.

Notably, workload pressure forhighhappiness
respondentsisa 6, only 1lessthanthe average, while
theyworked a44-hourweek, only 2 hours less than
the average. And of the 50% of people who saw
themselves stayingin property managementinthe
next 3years, they worked anaverage of a
45-hourweek, only 1Thourlessthanthe average.

High happinessrespondents work similarhours,
howevertheirworkloadis alittle below average.
Thisdemonstrates that people need pressure and
want challengeinorderforthemto performwell.
It’s the lack of flexibility and support that appears
tobetheproblem.

HIGHHAPPINESS RESPONDENTS WORK PRESSURE
AVERAGE WORK PRESSURE

I /

HIGHHAPPINESS RESPONDENTS HOURS PER WEEK

I

RESPONDENTS WHO SEE THEMSELVES STAYING IN
PROPERTY MANAGEMENT FOR 3 YEARS + HOURS PER WEEK

I 45

AVERAGE HOURS PER WEEK

I, 46
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Remote working vs hybrid working

The survey results showed us that the combined
70.35% of remote/hybrid workers are marginally
happierthanthose people only working full-time
on-site orinthe office. Although, on-site/office
workers are slightly less anxious than those working
remotely or hybrid working, suggesting that there
are two sides to be considered with hybrid working
withinthe sector.

We found that:

. HYBRID WORKERS

[™1 ON-SITE OFFICE WORKERS
. 58.89% of people are hybrid workers 2024 B REMORE WORKERS

. 11.46% of people only work remotely

. 29.64% of people only work on-site orin
the office.

The average forthose workinginahybrid styleis
2 days working fromhome (22.73%).

25 | The Property Institute Wellbeing & Resilience Survey Report 2024




We firstlaunched our wellbeing survey in 2021. Three years later, wellbeing scores for the
sectorare stilllagging behind the national average. The UK average forreporting low levels
of happiness(scores 0to4)is 8.5%. Oursurvey it’s overthree times higherat 28%.

High happiness
Highhappinessrespondents work similarhours and
experience about the same amount of abuse as the
averagerespondent. However, theirworkloadis a
little below the average, they believe they receive
higher levels of support, and have greater flexibility
from their employer. They also have lowerpersonal
finance pressure and feel that theiremployer cares.
Lessthan10% of highhappinessrespondents see
themselvesleaving property management.

The factorsthatweren’t significantinachieving high
happiness are as follows:

° Working hours - highhappinessrespondents
work 44-hourweeks

° Workload pressure - 14% lower, but still
scored 6 outof 10

° Working from home - no differencein
happinessregardless of working location

° Lower experience of abuse - highhappiness
respondents experienced similarlevels of abuse
toaveragerespondents

SIGNIFICANT FACTORS TO ACHIEVING HIGH HAPPINESS

NON-SIGNIFICANT FACTORS TO ACHIEVING HIGH HAPPINESS
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Workload pressure & wellbeing

Theresidential property management sector continues
tochange at great pace. Workers must grapple witha
new building safety regime, understand additional and
changinglegislationand meet the continuallyrising
expectations of consumers.

Eventhe most experienced of workers are now faced
withnew challenges and asked to navigate complicated
guidance, orinsomeinstances work without any at all.
This has created more work for staff, and our survey
provides clear evidence thatmany employees are
feeling the strain.

The surveyresults also support that anythingemployers
candotoreduce people’s perception of workload
pressure willincrease theirwellbeing. Respondents
who genuinely believe theiremployer takes positive
actiononwellbeingand have abelow average
workload pressurerating post wellbeing scores that
are significantly above both the survey and even the
national average. Therewarding property management
jobthatpeopleloveisstillalive and well at firms where
people believe theiremployeris genuine about their
wellbeing, offer flexible working arrangements and
keep toamanageable workload (between5and é out
of10).

Oursurvey also shedslight onthe need for staff
pressures tobe understood by those they work most
closely with - theiremployers. Employers need to speak
totheiremployeesregularly tounderstand theirmindset
and give them aplatformto voice theirworries. This
internalengagement willnotonly help boost wellbeing
but create amore motivated workforce thatis fully
committedto the sectorand more likely to stay.

Thisyear’s surveyresultsreveal a strained workforce,
butalsodemonstrates asectorthat hasresilience and
robustness. Manyrespondents have taken personal
responsibility forsafeguarding theirwellbeing. This
awareness of wellbeing means that any positive steps
employers take are likely to be noticed.

The time toactisnow. Only 50% of respondents see
themselvesinthe sectorinthreeyearstime. Employers
canmake the most meaningful difference to staff by
focussing onreducingworkloads where possible and
offering genuine wellbeinginitiatives. These don’thave
tobe huge orcostly programmes, but they will serve
asindicatorsthatemployers are genuinely seeking to
improve the wellbeing of theiremployees.

The abuse of workersremains high and thereremains a
clearbreakdownincommunication between property
management staff andleaseholders.

Understanding how to de-escalate abusive scenarios,
where possible, willhelp workers fostermore
productive and measured conversations. Importantly,
itshouldberememberedthat staff canbeonthe
receiving end of abusive behaviourin-person, over
the phone oronline. We have listed several resources
belowwhich canhelp staff understand de-escalation
techniques.

De-EscalationTraining from the British Retail
Consortium ( ):Inresponse
tothe growthinviolence and abuse against
shopworkers, the BRC hasworkedin co-operation
withthe Suzy Lamplugh Trustto create an
animationthat canbeusedto trainstaff onhow to
dealwith suchthreats. Although developedforthe
retail sector, the advice will also prove useful for
the property management sector.

Advice forWorkers onViolenceinthe Workplace
fromthe Health & Safety Executive

( ): The Health and
Safety Executive has severalresourceson
tacklingviolence at work, forbothworkers, and
those responsibility forhealth and safetyin their
workplace. The guidance looks at ways to prevent
violence occurringandwhattodoif aviolent
incident occurs. More broadly, the Executive also
has guidance onmanaging stress atwork

( ).

Employers may want to considerthereal cost of

blocks which they currently manage. Some blocks

will, naturally, require more attention from staff. In
some cases, these blocks can stretch understaffed
teams, and may impact the wellbeing of employees.

If employees are overworked and choose to move on
fromtheirrole, the employerwill face the added costs
of recruiting and training new staff. The true cost of
blocks may therefore be higherthanface value. Firms
oftenfocus onthe economic profitability of blocks, but
they should also considerthat, at times, hidden costs of
unmotivated and unhappy staff.
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The Property Institute believes that noworkerinthe
sectorshould have to tolerate abuse. We

are encouraged that over 61% of respondents know
theiremployerhasanunreasonable
behaviourpolicy, andin 47% of cases thisis the TPI
policy.

The policy outlines suggested unreasonable forms of
behaviourwhichmanaging agents

should be aware of. It also provides several strategies
whichmay be adoptedinorderto

protect staff fromunreasonable behaviour.

When assessingunreasonable behaviour,itis
important forany staff who mightbe

applying this policy to also have anunderstanding of
theirobligationsunderthe Equality

Act( ). Thisincludes the
obligation to make reasonable adjustments,
whichincludes making adjustments forthose with
mental health difficulties who may
presentunreasonable behaviours due to being
mentally unwell.

Managingagents whowishtouse andsupportthe
policy are encouragedto circulate the

document with staff, display a version on their
website andinclude alink to the policy

within email signatures.

Downloadthe TPI2024 Unreasonable Behaviour
Policy here:

We have produced anew posterfor2024 which
servesasremindertoresidents of

the personbehind theirproperty manager’s title.
Those facingunreasonable behaviouron

the phone, in-personoronline arereal people with
theirownlife pressures. We encourage
companiesto publicly display eitherversion of our
posterbothonline and within offices

and propertiesmanaged. Itis similarto otherposters
reminding the public torespect

those workingin public-facingroles.

Toaccesstheposterclickhere

The Competition and Markets Authority has made
guidance ononlinereviews available, including a
pieceonthe ‘DosandDon’ts of managing online
reviews’ ( ).

The current cost-of-living crisis is continuing to affect
millionsinthe UK. Managing the gathering of service
charges during periods of austerity is, expectedly, a
challenging task. Managing agents will seek to support
residents strugglingto meet paymentsas muchas
they can.To help, we have listed several government
resources whichmay be helpful forresidents.

The Government’s ‘Help forHouseholds’

( )pageincludes
information onthe Cost of Living Payment, and
includes energy saving tips.

The Government’s general ‘Cost of Living Support’
( )page offersinformation
onincome support and child and maternity costs.
The Citizen Advice Bureau

( )isanothersource of
help and support forthose struggling financially.

Oursurvey shows that theimplementation of the new
building safety regimeis proving a source of significant
pressure to the sector’s workers. Althoughnot all
property managers willbear fullresponsibility for the
safety of buildings they manage, there remains aneed
forthemtounderstandthe scope of the newregime,
andthe part they will play. Key aspects of the new
regimeinclude compiling the Safety Case Report

and working to the new PAS 8673 expectation.

Increased sources of pressure fromregulatory bodies
and Government suggestsimplementing the new
regimeisnotbeingadequately communicated.
Below are several resources which canhelp.

Tohelp members, The Property Institute produces
aBuilding Safety Hub to assist professional and
corporate membersinstaying up to date with the latest
building safety regulations throughresources pooled
frominternal and externalindustry sources. In addition,
membersreceive fortnightly bulletins detailing the
latest building safety updates. Building safety training
courses are also continually runand opento both
non-membersand members.

View our training courses here:

Visitthe Building Safety Hub here:
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Thisyear’s surveyidentifies the key factors
influencing the overall wellbeing of high happiness
respondents. These insights willguide our strategies,
aiming to positivelyimpact the wellbeing and
resilience of the property management sector.

We have identified that highhappinessrespondents
work only slightly below the average amount of
hours perweek and have similar workloads. This
demonstrates that people thrive under pressure and
seekchallengesinorderto performwell. However,
theyreceive flexible working arrangements from
theiremployee, feelwell supported, have lower
expectations around how things perform, and have
manageable workload pressure. Compared to the
averagerespondenthigh happinessrespondentsare
over50%lesslikely toleave the sector over the next
threeyears.

Issues around wellbeinginthe sectormayliein

the lack of flexibility and support employees are
receiving, in addition to working hours or workload
pressure aswe had deduced fromlastyear’s survey
results. Extreme working hours or workloads will
affect overallwellbeingandhappiness, however,
property managers generally thrive off facing
difficult challenges and working as ateam.

TPlis aware of theissues highlighted by this survey
andis continuing to work to develop strategies
which canhelpimprove the sector’s wellbeing and
resilience. TPl providesresilience training courses
alongwith CPD accredited wellbeing videos which
cansupportbothindividuals and organisations.

These survey findings willhelp shape our future
thinking, enabling us to develop furtherresources
that willdelivera positiveimpact onthe wellbeing

of individuals working withinresidential leasehold
property management. Inthe meantime, we willlook
forward toissuing ournextsurveyin2025.
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