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Methodology

Online census of Posts conducted 17 April – 19 May 2024.

112 Posts responded (out of 115), a response rate of 97%
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Response rate

Post/Office response rate

Non-responding Posts:
Alofi, Papeete, Tarawa

Updates to methodology for 2024 survey:

• Methodology updated from individual responses to one consolidated response per post

• Questionnaire tailored to each post based on their property assets and special projects/minor capital works

• Domestic properties excluded in 2024 survey

For 2020-2023, it was possible to 
re-calculate results to include only 
respondents answering on behalf 
of their post.

All subsequent results are based on 
adjusted numbers (shown in blue 
below).

n=86 n=80 n=78 n=86

n=number of posts responding
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Bangkok (n=4)

Hanoi (n=4)

Berlin (n=9)

Nairobi (n=7)

Jakarta (n=5)

Washington (n=9)

Paris (n=9)

New Delhi (n=7)

Wellington (n=6)
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Beijing (n=8)

London (n=9)

Riyadh (n=9)

Suva (n=3)

Tokyo (n=1)

Islamabad (n=1)

Excellent performance Good performance Satisfactory performance Unsatisfactory performance

By FM Hub

Overall performance satisfaction with JLL
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FM Hub Satisfied posts
Number of 

dissatisfied posts Dissatisfied posts

Bangkok Bangkok, Phuket, Vientiane, Yangon 0

Beijing Beijing, Chengdu, Guangzhou, Shanghai, Shenyang, Ulaanbaatar 2 Hong Kong, Taipei 

Berlin
Belgrade, Berlin, Geneva (UN), Geneva (WTO), Geneva CG, 
Moscow, Vienna UN, Warsaw, Zagreb

0

Buenos Aires Bogota, Brasilia, Buenos Aires, Lima, Santiago 0

Hanoi Hanoi, Ho Chi Minh City, Phnom Penh, Seoul 0

Islamabad 1 Islamabad 

Jakarta Bali, Dili, Jakarta, Makassar, Surabaya 0

Kuala Lumpur Bandar Seri Begawan (Brunei), Kuala Lumpur, Singapore 1 Manila 

London Ankara, Athens, Canakkale, Copenhagen, Istanbul, Stockholm 3 Dublin, London, Nicosia 

Nairobi Abuja, Accra, Addis Ababa, Harare, Nairobi, Port Louis, Pretoria 0

New Delhi Chennai, Dhaka, Kathmandu, Kolkata, Mumbai, New Delhi 1 Colombo 

Paris Brussels, Holy See, Lisbon, Madrid, Paris, Rabat, Rome, The Hague 1 Malta 

Port Moresby Port Moresby 0

Riyadh Abu Dhabi, Amman, Cairo, Doha, Dubai, Tel Aviv 3 Beirut, Kuwait City, Riyadh 

Suva Apia 2 Nuku'alofa, Suva 

Tokyo 1 Tokyo 

Washington
Chicago, Honolulu, Los Angeles, New York CG, New York UN, 
Ottawa, Port of Spain, Washington

1 Mexico City 

Wellington Auckland, Noumea, Pohnpei, Port Vila, Wellington 1 Honiara 

By FM Hub - Post 

Overall performance satisfaction with JLL
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Overall performance satisfaction

JLL Ratings

Satisfied Dissatisfied Not rated

O
P

O
 R

a
ti

n
gs

Satisfied

Bangkok, Phuket, Vientiane, Yangon, 
Beijing, Chengdu, Guangzhou, Shanghai, 
Shenyang, Ulaanbaatar, Belgrade, Berlin, 
Geneva (UN), Geneva (WTO), Geneva CG, 

Moscow, Vienna UN, Warsaw, Zagreb, 
Bogota, Buenos Aires, Lima, Santiago, 
Hanoi, Ho Chi Minh City, Phnom Penh, 

Seoul, Bali, Dili, Jakarta, Makassar, 
Surabaya, Bandar Seri Begawan (Brunei), 

Kuala Lumpur, Singapore, Ankara, Athens, 
Copenhagen, Istanbul, Stockholm, Abuja, 
Accra, Addis Ababa, Harare, Nairobi, Port 
Louis, Pretoria, Chennai, Dhaka, Kolkata, 
Mumbai, New Delhi, Brussels, Holy See, 
Lisbon, Madrid, Paris, Rabat, Rome, The 

Hague, Port Moresby, Abu Dhabi, Amman, 
Cairo, Doha, Dubai, Tel Aviv, Apia, Chicago, 

Honolulu, New York CG, New York UN, 
Ottawa, Port of Spain, Washington, 

Auckland, Noumea, Pohnpei, Port Vila, 
Wellington, Nauru

Taipei, Malta, Beirut, Kuwait City, Nuku'alofa, Suva, 
Tokyo, Mexico City, Honiara

Bern, Kyiv, Bengaluru, Male, Lae, Koror, 
Majuro, Tehran

Dissatisfied Brasilia, Kathmandu, Los Angeles
Hong Kong, Islamabad, Manila, Dublin, London, Nicosia, 

Colombo, Riyadh
Funafuti, Rarotonga

Not rated Canakkale Tarawa*, Alofi*, Papeete*

*: Non-responding posts
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72% 71%

63%
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65%

9% 10%
8%

21% 20%
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q6c. Owned non-
HOM residence

q6a. Owned
chancery

q6b. Owned HOM
residence

q4c. Owned non-
HOM residence

q4a. Owned
chancery

q4b. Owned HOM
residence

Very Satisfied Satisfied Neither Satisfied nor Dissatisfied Dissatisfied Very Dissatisfied

Satisfaction with property services

OPO JLL

Bangkok, Colombo, 
Honiara, Islamabad, 

London, Mexico 
City, Nuku'alofa

Honiara, 
Nuku'alofa

Brasilia, 
Islamaba, 
London

Brasilia, Hong 
Kong, London, 
Dublin, Manila

Q4 (JLL) Q6 (OPO) How satisfied you are with the services provided by <JLL or OPO> in relation to the following owned property types managed by your post
Bangkok, Buenos 
Aires, Colombo, 

Dublin, Hong Kong, 
Honiara, London, 

Malta, Manila, Mexico 
City, Dublin, Manila
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Areas for improvement: OPO

83%

33%

33%

28%

28%

11%

11%

6%

6%

56%

33%

11%

6%

11%

17%

11%

6%

6%

Personal attributes of OPO staff

Providing an appropriate level of priority to your requests

Staff understanding of your requirements

Staff keeping you informed about progress

Staff providing sufficient information and assistance to meet your needs

Staff understanding of the services and/or subject matter expertise they deliver

Handling of service request

Staff being adaptable and providing ways to overcome barriers

Professionalism of staff

Consistency of advice

Other personal attributes

Processes/practices

Ability to contact relevant staff easily

Ability to find relevant information or services easily

Clarity of the process/steps to resolve your queries

Ease of logging a job request

Other process attributes

Service outcomes

Thoroughness in completing services

How quickly services are completed

Quality of work

Other product/outcome attributes

Other

Only asked about JLL

Only asked about JLL
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76%

24%

24%

18%

12%

6%

6%

6%

6%

6%

18%

29%

6%

6%

24%

59%

35%

29%

24%

6%

Personal attributes of JLL staff

Staff understanding of your requirements

Professionalism of staff

Staff keeping you informed about progress

Handling of service request

Staff understanding of the services and/or subject matter expertise they deliver

Staff providing sufficient information and assistance to meet your needs

Staff being adaptable and providing ways to overcome barriers

Consistency of advice

Providing an appropriate level of priority to your requests

Other personal attributes

Processes/practices

Ability to contact relevant staff easily

Ease of logging a job request

Ability to find relevant information or services easily

Clarity of the process/steps to resolve your queries

Other process attributes

Service outcomes

How quickly services are completed

Quality of work

Thoroughness in completing services

Other product/outcome attributes

Other

Areas for improvement: JLL
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Property inspections

76%

64%

47%

18%

18%

28%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

q22a. We are given sufficient notice about upcoming Property
Inspections

q22b. JLL sufficiently consult with us on property issues prior to
scheduled Property Inspection

q22c. We are sufficiently debriefed on the outcome of our Property
Inspections

Strongly agree Agree Neither agree nor disagree Disagree Strongly disagree

Conducted by JLL for your Owned Chancery
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Leased estate property services

86%

75%

73%

6%

9%

13%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

q23a. We are given sufficient notice about upcoming Property
Inspections

q23b. JLL sufficiently consult with us on property issues prior to
scheduled Property Inspection

q23c. We are sufficiently debriefed on the outcome of our Property
Inspections

Strongly agree Agree Neither agree nor disagree Disagree Strongly disagree

92%

90%

89%

88%

85%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

q24b. Courtesy

q24a. Professionalism

q24e. Technical capability

q24c. Understand our needs and concerns

q24d. Responsiveness to your requests

Very good Good Average Poor Very poor

Rating of JLL staff who conducted your Property Inspection: 
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Property inspections

80%

77%

77%

70%

11%

7%

11%

15%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

q25a. Clearly articulate any property issues identified in the inspection

q25b. Thoroughly cover all areas to be inspected

q25c. Indicate the priorities that should be placed on rectification
strategies

q25d. Provide a useful tool in communicating with landlords on
property condition and proposed works

Strongly agree Agree Neither agree nor disagree Disagree Strongly disagree

Property Inspection reports produced by JLL:
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Special projects and minor capital works

86%

82%

74%

73%

73%

68%

67%

5%

9%

17%

14%

14%

9%

24%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

q27a. The project scope and deliverables were clear

q27c. We were able to easily contact the project manager/team

q27e. Staff (OPO/JLL) kept us informed about progress of the project
(including any delays)

q27d. The project was managed collaboratively (i.e. we were
consulted appropriately during the project)

q27f. Staff (OPO/JLL) proactively suggested ways to overcome any
issues/barriers on the project/site/lease

q27g. The project was managed in a way that minimised disruption to
staff and operations as much as possible

q27b. The project plan was realistic (i.e. did not have to be
significantly changed once work on the project commenced)

Strongly agree Agree Neither agree nor disagree Disagree Strongly disagree
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Further training

35%

27%

14%

14%

14%

13%

12%

12%

11%

10%

7%

6%

10%

33%

LES training on property management processes

Fit-outs and property care

Logging and tracking property maintenance requests

Property management roles and responsibilities

Property inspections and Property Inspection reports

Working with JLL

Property related budgets and financial management

Managing partner agencies

The SAO's property responsibilities

How to increase work points in your office

Owned and leased estate guidelines

Leases and Land Acquisition Act (LAA) reporting requirements

Other

No further property training or assistance required

Does your post require any further property training or advice in any of the following areas? (% Selected) 
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Overall impression of OPO and JLL

28%

12%

0

15%
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q32a. Compared to 12
months ago

(n=85)

q32b. Compared to
three months ago

(n=92)

q36a. Compared to 12
months ago

(n=91)

q36b. Compared to
three months ago

(n=102)

Better About the same Worse

Overall, how well do you think OPO is performing now, 
compared to the following timeframes?

Overall, how well do you think JLL is performing now, 
compared to the following timeframes?
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