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Abstract
The study examined the post-occupancy evaluation of Mangal  plaza in Kaduna metropolis. It  
equally ascertains the performance of the property with a  view to enhancing user’s satisfaction  
of the building.  Quantitative sampling technique was used because the study area is  relatively  
large. One hundred and seventy eight (178) questionnaires were administered to the respondents  
and one hundred and sirty nine (169) were retrieved. It was found that the degree of satisfaction  
obtained identified twenty two (22) performance criteria on the physical building, its design and  
construction. It is therefore recommended that the shopping mall management should give their  
time in attending to complaints of tenants given in built environment and facilities management.
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INTRODUCTION
People’s perception regarding the built environment has been studied for the past thirty years. 
However,  very  recently  these  Post-Occupancy  Evaluation  (POE)  studies  have  taken  a  new 
perspective and a greater importance for designers, developers and clients (Mundo, Valerdi, Sosa 
and Arenalde, 2009).
Post-occupancy evaluations of buildings ask questions and provide answers on how buildings 
actually work in technical, social and management terms for the end-users. They can have a 
significant impact on creating change in terms of improving use of any building in two ways: 
Firstly, by providing lessons and feedback for the architect and the construction industry. They 
can lead to improved building design and improved procurement and can influence and change 
the roles of professionals involved in a building project so that flaws in design or construction-
related  mistakes  are  not  repeated.  Secondly,  by  empowering  end-users  as  post-occupancy 
evaluation provides benchmarks and a pool of research on real estate, architecture and buildings 
to show how the end product (the building design and its management) meets the needs of its 
clients (Enright, 2002).
Post occupancy reviews are a valuable method of obtaining feedback on recently completed 
construction  projects  from  those  personnel  who  were  involved  in  the  process  as  well  as 
occupants and other end users. Such reviews provide useful information that can be used in two 
ways. Firstly, to highlight any problems that can be addressed and solved within the project in 
use and secondly, to provide lessons that can be used to improve the process and design on future 
construction projects.  Post  Occupancy Evaluations  are  usually carried out  about  a  year  after 
project  completion  and  can  include  both  objective  and  subjective  techniques  such  as 



questionnaires,  interviews,  focus  groups,  observation,  documentation  audits  and  technical 
monitoring. Ideally, as wide a range of stakeholders as possible should be involved in order to 
provide a holistic picture of the project, its successes and shortcomings (Hadi and Kiruthiga, 
2008).
Many  forms  of  architecture  ranging  from  older  buildings  to  relatively  new  and  properly 
maintained  buildings  experience  poor  indoor  air  ventilation  or  extreme  temperatures, 
neglectingthe comfort of those who inhabit the space. Post-occupancy evaluation is considered to 
be the process of evaluating buildings in a systematic and rigorous matter after they have been 
built and occupied for some time.Post-occupancy evaluation emerged in the 1960s as occupants 
reported  building  maintenance  issues  to  managers.  Relying  on  building  occupants  for  rapid 
reporting resulted in long-term benefits for building owners. (Lesbirel, 2012).
According  to  Adewunmi,  Omirin,  Famuyiwa  and  Farinloye  (2011),  there  is  a  scarcity  of 
literature on hostel accommodation for students in universities in Nigeria, and it is known that 
not much attention has been given to the problem of management of these facilities in the past, in 
spite  of  its  enormity and sensitivity of  this  issue (Ubong,  2007).  This  is  also application to 
literature on post-occupancy evaluation of shopping malls in Nigeria. Adewunmi et al (2011) 
further asserted that this could be as a result of the behavior of people who show indifference and 
adapt to the general poor performance of social services.
This article reports a post-occupancy evaluation of the main technical and functional criteria of 
performance of a Mangal Plaza in Kaduna metropolis, one of the many shopping complexes in 
Kaduna town. Little research has been done on POE in Nigeria, especially with reference to end-
user satisfaction on shopping malls. This is so despite the fact that that many shopping compleses 
now adopt FM and managing such malls are particularly problematic and often a cause for unrest 
(Adewunmi, et. al. 2011).
Many high-rise  office  buildings  have  been  built  in  Kaduna  metropolis.  The  investors  have 
provided complimentary facilities to satisfy their tenants. However, not all given facilities have 
satisfied  the  tenants.  The  purpose  of  this  study  is  to  find  out  the  level  of  tenant  or  user 
satisfaction  on  Mangal  Plaza  to  the  existing  building  and  ancillary facilities  and  to  equally 
suggest additional required facilities.

MANGAL PLAZA AS THE STUDY AREA
The  Mangal  Shopping  Plaza  is  a  commercial  venture  located  in  Kaduna  metropolis  along 
Ahmadu Bello way leventis  round about.  The shopping plaza is  a private  mall  owned by a 
private investor. The shopping plaza is also in 4 floor having 304 shops. It was commissioned in 
the  year  2010.It  is  managed  by  Zamani  Estate  Agency,  who  solely  deal  with  agency  and 
management, the firm is not a registered body.

REVIEW OF RELATED STUDIES
Definition and Scope of Post-Occupancy Evaluation
An appraisal of the degree to which a designed setting satisfies and supports explicit and implicit 
human needs and values of those for whom a building is designed. (Friedmann et al. 1978) By the 
end of the 1980s, the following definition  took its place in Post Occupancy Evaluationby Preiser 
(1999) and White (1992):
Post  occupancy evaluation is  the process  of  evaluating buildings  in  a  systematic  and rigorous 
manner after they have been built and occupied for some time. POEs focus on building occupants 
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and their needs, and thus they provide insights into the consequences of past design decisions and 
the  resulting  building  performance.  This  knowledge  forms  a  sound  basis  for  creating  better 
buildings in the future. … POEs are intended to compare systematically and rigorously the actual 
performance of buildings with explicitly stated performance criteria; the differences between the 
two constitute the evaluation.
Sanoff (2000) defines POE as a part of program development: Post occupancy evaluation is the 
practice of using methods such as surveys, questionnaires, and observations of people’s behavior to 
discover  exactly  what  makes  the  designed  environment  work  well  for  its  users.  POEs  are  a 
procedure that involves the user in their own assessment of their everyday physical environment and 
the surrounding ancillary services, utilities and facilities.
Evaluations of an existing facility and its operations are a common means of collecting data on 
which to base future programs. Post-occupancy evaluations inform programmers where the client is 
coming from, clarify the client’s perspective of reality, and provide a wealth of information on how 
the client currently does everything … For clients with recently completed or older buildings who 
want  a closer  fit  between design and operations,  a POE can be used to  fine-tune the facility. 
(Goldman and Frieda, 1992)
The roots of POE are based in academia in the mid 1960s with “… the growth of research focusing 
on the relationships between human behavior and building design, which led to the creation of the 
new field of environmental design research …” (Preiser, 1999). The 1960s show an institutional 
setting  focusing on misfits  between users  and buildings,  especially  in  college  dormitories  and 
hospitals. The 1970s have systematic and multimethod POEs with an increase in use and more 
emphasis on the application of survey, interview and observation techniques, especially with regard 
to housing satisfaction. The mid 1970s witnessed the formation of design guides in military schools 
and office buildings. The first book on POE was published by the end of 1970s, including the 
following definition:
According to Preiser (Post-occupancy evaluation should operate throughout the life of a building, 
continuous feedback. This is needed since the building use is often changing and evolving. The POE 
acts like a doctor carrying out a check up looking at functional issues, assessing buildings in terms 
of both positive and negative performance aspects, i.e. comparing performance criteria with actual 
performance. POE was probably carried out 1000 years ago, but informally. Only recently have 
building types become specialized. You need feed forward and feed backward. POE feeds backward 
into all stages of building such as planning, occupying etc.

Office Building Facilities
Akman (2002) stated that evaluation of buildings and their environments has an effective role in 
the  building  process  in  order  to  assess  the  efficiency  of  designed  environments.  It  is  an 
established fact that both at the academic and professional level, the most practical, systematic 
and effective feedback tool available for building evaluation is post occupancy evaluation as it 
provides a useful guide on assessing and evaluating building performance.
According to Alexander and Muhlebach (1990, p. 211) as cited by Susilawati (2002), tenants 
require supporting system to manage their business and also to be their second hom e for them. 
Moreover,  the  main  factors  to  be  considered  in  facility  selection  process  include  rental  fee, 
access to public transportation, and environment of the property. Quality of building consists of 
plan layout and height of room, internal specification, external specification and durability of 
material.



Table 3.1: Standard Facilities in Office Building

Source : Susilawati (2002)

From table  1  above,  it  could  be  seen  that the internal  specification  comprises  services  and 
finishes.  The external  specification  is  included publicarea and elevator.  More  simple quality 
evaluation method has been introduced by some researchers. There are only five categories in the 
evaluation, such as: location, function, control and management, environment, and service. 

End User Satisfaction Evaluation Criteria
Occupancy delivery problems include the inability of  construction projects  to  achieve users’ 
satisfaction to a reasonable extent.  In the past,  not much effort  was made to find out which 
specific factors are important to user satisfaction for product improvement but today, although it 
has  become  an  acceptable  norm  and  there  exists  increasing  recognition  that  customers  are 
important  in  assets  management,  housing producers  have  been unable  to  effectively capture 
users’ habits, traditions or reflect these in the product processes resulting to mismatch in product 
performance with user objective (Othman, 2008).
End-user’ satisfaction  is  a  subjective  and  multidimensional  concept.  Studies  on  end-user’ 
satisfaction evaluation of public housing programs, emphasize the need to identify what works 
well  and  what  does  not;  as  well  as  consequent  impact  of  such  programs  on  the  life  of 
beneficiaries and surrounding. For the end- users, evaluation is essential in determining their 
environment  against  an  image  of  what  they  would  like  it  to  be.  The  evaluative  pattern  is  
primarily influenced by objective and subjective factors (Ilesanmi 2010). Studies carried out on 
satisfaction in housing indicate that user satisfaction has little impact on improvement in design 
and implementation input. Desired value in the construction industry is derived from different 
stakeholders by identifying opportunities and exploring them to attain housing delivery objective 
considering every stakeholder’s role in the process.
However, there seems to be lack of effective integration of client value system and end user 
satisfaction generally. Although both aspects of value contain objective and subjective elements, 
their evaluation criteria differ and are measured by differing parameters, hence achieving client 
value system cannot automatically translate to achieving user satisfaction. Evaluation by actual 
building users is important for design improvement therefore if innovations must be achieved in 
housing projects, user contribution must be sought from conception of any (Ilesanmi 2010). Liu 
(1999) recommended that residential buildings should not only be fit for the purpose of the users 
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but must be able to perform functions relative to resident’s satisfaction. In Nigeria, provision of 
commercial  property  underscores  the  significance  of  users’ satisfaction  evaluation;  what  is 
important  is  to  have  property  developers’ promises  fulfilled  in  any  form of  design,  at  any 
location and with whatever facilities they can lay their hand on at the time of construction.
Preiser (1999) believes that POE was simple description towards quality of environment design 
from  occupant  observation  on  their  housing.  Moreover,  POE  systematically  analyzes  the 
environment and how it  will  facilitate occupants’ daily activities (Watson, 2003).  In fact,  by 
using POE, it not only can identify user satisfaction it also can ascertain any damage in property. 
Not only that, other scholars also propose several advantage and benefit that could be gotten 
from POE practice, which consume expertise effectively, improve the process of work, improve 
management procedure, give knowledge that can be guidance to building design and rule and 
regulation enforcement that can be as aim for the next development.

Building Performance Evaluation
Building  evaluation  is  the  systematic  assessment  of  building  performance.  The  assessment 
process is to evaluate how building work better  to whom building are occupied,  owned and 
manages it (Baird et al (eds) 1996). There are several tools for evaluating building performance. 
The building performance evaluation appraisals are as below: 

• Functional  Suitability  Assessment  approach:  This  is  to  evaluate  functional  suitability, 
space utilization, physical condition, safety and statutory energy performance (Hair & Isaacs 
1990) 
• Building Quality Assessment approach: This is a tool in scoring the performance of a 
particular building according to need of occupants in that building. This tool is incorporated 
in  order  to  find  out  the  aesthetic  environment,  space,  access  and  circulation,  business 
services,  personnel  amenities,  working  environment,  health  and  safety,  structural 
considerations and manageability (Bruhns and Isaacs 1992).
• Serviceability Tools and Methods (STM), that is, matching occupant requirements and 
facilities. The serviceability tools are used to evaluate support for office work, meetings and 
group effectiveness, sound and visual environment, thermal environment and indoor air.
• User Satisfaction approach is to assess heating, cooling, ventilation, lighting and noise 
(Leaman, 1993). 
• The  Real  Estate  Norm  (REN)  approach  is  employed  so  as  to  evaluate  location, 
surroundings, site, building and general ancillary facilities, utilities and services.
• Post Occupancy Evaluation (POE) is equally used to evaluate the elements of technical, 
functional and behavioral pattern of the building (Preiser, 1999) 
• Building Research Establishment and Environmental Assessment Method – BREEAM is 
to assess the environmental performance of both new and existing buildings such as indoor 
environmental quality, air quality, intrusion, control, appearance, general and lighting.
• Energy  Performance  and  Indoor  Environmental  Quality  Retrofit  (EPIQR).  This  is  a 
software and a methodology to evaluate energy consumption and indoor air quality such as 
air quality, lighting, safety, apartment utilities (Brandt and Wittchen, Faist and Genre 1999) 
•  Hombsat  approach  is  to  measuring  home  buyer  satisfaction  based  on  the  design 
dimension, house dimension, and service dimension.



• Key Performance  Indicators  (KPI)  is  a  framework  that  needs  to  be  followed  during 
building operations. The building performance can be evaluated by comparing the existing 
building against the best practices through KPI. Therefore, KPI is used to evaluate building 
location, climate, legislation and usage.

RESEARCH METHODOLOGY
Introduction
In this   section, effort was made to explain the methodology adopted for the research. A survey 
was conducted to investigate, analyse,  interpret and evaluate post occupancy of  space at Mangal 
plaza  with a view to identify user satisfaction. Thus this section will be focusing on data source, 
sampling techniques, method of data analysis, questionnaire administration and population.

Research Design
The figure below depicts the research design of which the study is based. It consists of how the 
research emanate and procedure followed in achieving the overall aim and objectives.

Post-occupancy evaluation of a commercial space. A study of Mangal  plaza in kaduna 
metropolis

Research gathering
Interpretations of Data (Secondary data)

Data Analysis
Investigation
Field Survey

Questionnaire Administration
Analysis and Interpretation of primary data

Research Finding
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Figure 4.1: Research Design of the Study
Source : Field Survey (2014)

From figure 4.1 above it could be deduced that the research design constitutes a process of how 
research questions are operationalised and measured to achieve the overall  research aim and 
objectives. However, choosing the appropriate research methodology requires understanding of 
assumptions  of  each  research  paradigm  and  implications  of  the  chosen  methodology.  The 
methodology  in  this  study  is  experimental  and  manipulative.  Research  questions  and/or 
hypotheses are stated in  clear terms and subjected to empirical test  to verify them. Possible 
confounding conditions are carefully controlled (manipulated) to prevent outcomes from being 
improperly influenced.  The decision  to  adopt  a  qualitative  and quantitative  approach in  this 
instance is aimed squarely at the need to gain a deep understanding of an area that has previously 
received little research.

Source of Data Collection
This research made use of a combination of both  primary and secondary data. Primary data is a 
raw  data  collected  on  source  which  have  not  been  subjected  to  processing  or  any  other 
manipulation, and are also referred to as raw data. For  this  research, this involves data collected 
through direct personal observation. Also, questionnaires and interviews were used to obtain raw 
data directly from the respondents who are the sampled tenants of the plaza.  Whereas, secondary 
data refers to data that have been selected by an inquirer who is not one of the original data 
creators, for a purpose that may be different from that of the original purpose. Table 4.1 is a  
comparison of primary and secondary research approaches to data collection.

Table 4.1: Comparison of Primary and Secondary Research Approaches to Data Collection
Categories Primary Research Secondary Research
Data 
collected

•  The  investigator  must  design  and 
implement  the data  collection process. 
This  can  be  a  controlled  (laboratory) 
experiment or a sample survey.

•  The investigator does a search for relevant 
data.

•  Investigators can use a variety of sources 
of data. 



Pros •  An experiment can isolate the factors of 
interest  and  eliminate  or  control  for 
unwanted factors.

•  Randomized  investigations  can  avoid 
bias.

• Data can be available for different times 
and  places  so  that  they apply to  a  wide 
range of circumstances and lead to more 
encompassing generalizations.

• The  use  of  many  sources  of  data  may 
make the research convincing because of 
its  large  sample  size  and 
representativeness.

Collection  of  data  can  be  cheap  and 
quick.

Cons •  Experiments  can  be  contrived  and 
artificial so that the scope to generalize 
them to the real world can be limited.

•  A large investigation can be expensive.
•  Investigations can take a  long time to 

complete.

•  The  investigation  is  limited  by  the  data 
available.

•  The available data may not exactly match 
what is required for the research.

• The data that has been published might be 
a biased selection.

Source: Creswell (1994)

Questionnaire and Interview
A  combination  of  self-administered  questionnaires  and  in-depth  personal  interviews  were 
considered most appropriate as data collection instrument for this research due to the advantages 
derivable  from  both  approaches.  The  questionnaires  ensured  that  questions  posed  to  the 
respondents  were  uniformly  phrased,  thus  permitting  objective  comparison  of  results  while 
interviews gave the respondents opportunity to express views more expansively than would be 
possible with a closed-ended questionnaire. Moreover, the interviews permitted explanation of 
issues in the questionnaire by the researcher in areas where some respondents may not be fully 
knowledgeable. The intention was to frame questions in the form of a questionnaire combined 
with personal interviews to clarify information where required by the respondents.
The questionnaire is a series of questions that are well designed and written in such a way 

that  the respondent can easily  understand the questions and provide answers as 
such.  Open ended and closed ended questionnaires  were  administered,  the  open 
ended questions were to give the  respondents  opportunity  to give  their personal 
views rather than the respondent select an answer from the options short listed. The 
number of questionnaires administered were one hundred and seventy eight (178) 
which were distributed to tenants  of the plaza and one hundred and sixty nine (169) 
were retrieved.

Sampling Technique
The procedure for choosing the sample units from a population is known as sampling. While the 
population of study may be finite or infinite, the sample is necessarily finite and there are various 
techniques  of  selecting  units  that  make  up  the  sample,  which  have  been  categorised  into 
probability  and  non-probability  techniques.  In  respect  of  this  research,  stratified  random 
sampling  probability  technique  was  used.  In  this  research  quantitative  sampling  was  used 
because it is relatively a large sampling. It is also time consuming and it is laborious, it requires 
statistics also, this is to ensure that calculations or sampling are taken into consideration in order 
to arrive to a more precise and accurate result.
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Sample Frame
In  probability  sampling,  the  sampling  frame is  defined as  the  working universe  or  non-
theoretical  population.  A theoretical  population  may include  all  conceivable  elements  or 
members of the population which in practice, the researcher may not be able to reach. Thus, 
the researcher tries to differentiate between a working universe and a theoretical universe. 
The working universe which he actually uses for the purpose of sampling is the sampling 
frame which must also be clearly defined.
It is not all the time that it is possible to study the entire population. When this is the case,  

only a portion of the population is studied. A portion of a population selected for the study is 

referred to as sample and the method of selecting the sample from the population is known as 

sampling technique. One would argue that a lot of information may be lost by studying only 

sample  of  a  population  to  which  the  researcher’s  problem  refers.  To  some  extent,  this 

argument may be valid but loss of information can be minimised if the sample is carefully 

chosen and if it is sufficiently large to make it as representative of the entire population as 

possible.

Sampling is used to cut costs and effort while still obtaining information from a representative 
sample of the target population. It is essential that the number of individuals participating in the 
survey be large enough to produce results that are reliable and valid and truly represent the target 
population as it is what has been witnessing in this research. Sampling frame refers to complete 
list of all units in the population under study, and determines the structure of enquiries (Oni, 
2009). A sampling frame has the property identifiable in every single element and includes the 
elements in a sample, and it is representative of the population. In choosing the sampling size 
and secure representative’s responses for this  research,  the size of the sample was based on 
statistical estimation theory considering degree of confidence that is expected on the research of 
this nature.
The researcher has inadequate human and material resources for the research.Since the whole 
population  of  the study cannot  be  covered,  a  sub-set  of  the  population was  considered for 
sample size determination. The estimate of tenant and  the record of tenant   were   taken  as a 
sample  frame. The record showed that there are 331 shops  and office spaces in Mangal  Plaza.

Sample Size
A population may be finite in which case its size or extent is conceivable and estimable. For 
example, all Nigerians that make up the population of  Nigeria can be counted. Therefore, the 
population of Malaysia is finite and conceivable. On the other hand, a population may be infinite, 
that is to say,  a complete count of all  elements or subject that make up that population,  for 



example, all grains of sand in the world, cannot possibly be made. A population may be finite 
and yet not countable. All ants that inhabit the world constitute a finite population which cannot 
possibly be counted
A number  of  models  have  been  developed  to  estimate  sample  size.  Bartlett  et  al  (2001) 
developed a model for determining the minimum returned sample size for any given population 
size for continuous and categorical data. The model simplified lengthy calculation exemplified in 
Cochran’s (1977) model and may be used if margin of error is appropriate for a research study 
and that sample size would need to be calculated if the error rates are not appropriate.
According to Oni (2009), in arriving at the sample size, two key factors were considered, these 
are the risk that the researcher was willing to accept, commonly called the margin of error, and 
consideration of the alpha level which is the level of acceptable risk in a way that true margin of 
error exceeds the acceptable margin. This means the probability that the differences revealed by 
statistical analyses really do not exist. Such errors occur when statistical procedures result in a 
judgement  of  no significant  differences  when these  differences  do  indeed exist.  These  were 
addressed in this research to make the research finding reliable.
Based on the table developed by Bartlett and Higgins (2001). The sample size for the study is 
one hundred and sevety eight (178) comprising of 150 shops and 28 offices. The research is 
aimed at achieving 95% confidence level.

Study Area
Mangal shopping Plaza is a commercial venture located in Kaduna metroplis at cc17  Yakubu 
Gowon way off Ahmadu Bello way, Mogadishu layout, Kaduna, Kaduna  State Nigeria. Mangal 
plaza  is a two storey building which consist of Three (3) floors, with 331no shops and offices; 
The 1st and 2nd floor consist of 111 no shops and offices respectively, while the ground floor 
consists of 109 no shops and offices .It was commissioned in the year 2010.It is managed by 
Zamani Estate Agency.

Research Population
In conducting a research, the researcher has to decide whether to study the entire population 

or to study only a certain portion of the population. It is desirable to study entire population 

when:

The population of the research is small.
The researcher has a lot of time at his disposal.
The researcher has adequate human and material resources for the research.
The demand of the research is to make a complete count or record of the 

entire population.
Similarly, the researcher may decide to study only a portion of the population when:
The population of the research is large.
The time available for the research is limited.
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Research population, in research means the anything that is targeted at for a research, and the 
targeted audience for this research  are the occupants of the shopping plaza.

Questionnaire Validation
Any review of research methods will be incomplete without considering the fundamental issues 
related to evaluation of the value of any research outcomes. In many respects, an evaluation is 
often  focused  on  measures  to  overcome  the  weaknesses  inherent  in  the  particular  research 
strategy chosen to carry out a particular piece of research.
Validity  test  determines  if  a  measurement  truly  reflects  the  concept  being  studied.  Validity 
determines whether the research truly measures that which it was intended to measure or how 
truthful the research results are. In other words, does the research instrument allow the researcher 
to hit the bull’s eye of his research object? Researchers generally determine validity by asking a 
series of questions, and will often look for the answers in the research of others. Discussion 
about the validity of this research leads to the question on how to endure that the research that is  
being undertaken is accurate and right.
This  questionnaire  has  undergone  a  series  of  observation  scrutiny  and  correction  from  a 
competent Supervisor making sure that all the important points are being captured before it was 
finally signed and approved to be administered.

Method of Data Analysis
Tables were used to analyse the data obtained in the research. Discussion and explanations were 
also employed in order to analyse data that are not quantifiable using mathematical approach. 
Eventually, all qualitative data were analysed using narrations and discussions. It is a well known 
fact that not all data can be analysed using statistical tools of analysis. There is a need, therefore, 
to resort to other means of analysis. In this regard, both quantitave and qualitative means of data 
presentation and analysis were employed in this study in order to achieve the overole goal and 
obejectives postulated in the research.
DATA ANALYSIS AND INTERPRETATION

Users’ Satisfaction Towards Services Offered by the Shopping Mall Management
Table 5.1 below presents findings on the users’ satisfaction towards services offered in respect of 
implementation of law.  Most of the findings from the questionnaire survey conformed with the 
results obtained from the interview survey.



Table 5.1: Users’ Satisfaction Towards Services Offered  (Implementation 
of Law)

Frequenc
y Percent

Valid 
Percent

Cumulative 
Percent

Valid Extremely satisfy 15 8.9 9.1 9.1
Satisfy 40 23.7 24.2 33.3
Dissatisfy 50 29.6 30.3 63.6
Extremely 
dissatisfy 40 23.7 24.2 87.9

No comment 20 11.8 12.1 100.0
Total 165 97.6 100.0

Missing System 4 2.4
Total 169 100.0

Source: Field Survey (October, 2014)

Based on table 5.1 above, the research observed that from the analysis of the questionnaire, 20 of 
the respondents representing 11.8%  had no opinion on rating of the services offered by the 
shopping mall management, while 40 respondents representing 23.7% of the respondents rated 
the  satisfaction  towards  services  offered  by  the  shopping  mall  management  as  extremely 
dissatisfy, while 50 respondents representing 29.6% of the respondents  consider  as  dissatisfy. 
However,  40  respondents  representing  23.7% of  the  respondents  rated  the  management   as 
Satisfy and 15 respondents representing 8.7% of the respondents rated the building quality as 
extremely satisfy.  Thus,  from the  survey carried  out,  the  users  of  the  building  consider  the 
services offered by the management as extremely Satisfy.

Users’ Satisfaction Towards Services Offered  in Respect of Tenant Selection
Tenant section is one of the criteria used to rate or evaluate post-occupancy of a building. In 
Table  5.2  below,  data  were  presented  to  depict  the  users’ satisfaction  in  respect  of  tenant 
selection.

Table 5.2: Users’ Satisfaction Towards Services Offered  (Tenant Selection)
Frequenc

y Percent
Valid 

Percent
Cumulative 

Percent
Valid Extremely satisfy 10 5.9 6.1 6.1

Satisfy 23 13.6 13.9 20.0
Dissatisfy 47 27.8 28.5 48.5
Extremely 
dissatisfy 61 36.1 37.0 85.5

No comment 24 14.2 14.5 100.0
Total 165 97.6 100.0

Missing System 4 2.4
Total 169 100.0
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Source: Field Survey (October 2014)

From Table 5.2 above, it  was gathered  from the data that most of the respondent were not 
satisfied with the mode of tenant selection. As such there is incompatibility of the tenant in the 
complex.

Users’ Satisfaction Towards Services Offered in Respect Management Friendliness
Table 5.3 below reveals findings from the questionnaire and interview survey on the satisfaction 
of the users in terms of management friendliness. This is imperative in the complex in order to 
ascertain the level of compliance of the management staff to guided principles.

Table 5.3: Users’ Satisfaction Towards Services Offered (Management 
Friendliness)

Frequenc
y Percent

Valid 
Percent

Cumulative 
Percent

Valid Extremely satisfy 85 50.3 51.5 51.5
Satisfy 40 23.7 24.2 75.8
Dissatisfy 30 17.8 18.2 93.9
Extremely 
dissatisfy 10 5.9 6. 100.0

Total 165 97.6 100.0
Missing System 4 2.4
Total 169 100.0

Source: Field Survey (October 2014)
From the above findings in Table 5.3, it was gathered from the respondents that the management 
were friendly to their tenants of which it created good relationship between the management and 
the tenants since most of the respondents indicated their satisfaction towards the friendliness of 
the management. 

5.4Users’ Satisfaction Towards Services Offered in Terms of Time taken on Complains
The table below indicates the promptness of responses to tenants’ complain by management staff 
of the Mangal plaza complex.



Table 5.4: Users’ Satisfaction Towards Services Offered (Time Taken on 
Complaints)

Frequenc
y Percent

Valid 
Percent

Cumulative 
Percent

Valid Extremely satisfy 10 5.9 6.1 6.1
Satisfy 30 17.8 18.2 24.2
Dissatisfy 48 28.4 29.1 53.3
Extremely 
dissatisfy 60 35.5 36.4 89.7

No comment 17 10.1 10.3 100.0
Total 165 97.6 100.0

Missing System 4 2.4
Total 169 100.0

Source: Field Survey (October, 2014)

The research observed through the findings of the above table  and from the analysis  of the 
questionnaire that, 17 of respondents representing 10.1%  consider  rating of the services  offered 
by the management as no comment, while 60 respondents representing 35.5% of the respondents 
rated   the  services  as  extremely dissatisfy,  while  48  respondents  representing  28.4% of  the 
respondents  as  dissatisfy,  while  30 respondent  represent  17.8% of  the  respondents  rated   as 
Satisfy and 10 respondents representing 5.9% of the respondent as extremely satisfy. Thus, from 
the survey carried out,  the users  of  the of the property consider  the services  offered by the 
management as extremely dissatisfy.

Users’ Satisfaction towards services offered  in Respect of Repairs  Provided
Repairs are integral part of post-occupancy evaluation. The table below reveals the perception of 
the respondents in terms of the routine repairs being carried out in the complex.

Table 5.5: Users’ Satisfaction Towards Services Offered (Repairs Provided)
Frequenc

y Percent
Valid 

Percent
Cumulative 

Percent
Valid Extremely satisfy 48 28.4 29.1 29.1

Satisfy 63 37.3 38.2 67.3
Dissatify 23 13.6 13.9 81.2
Extremely 
dissatisfy 20 11.8 12.1 93.3

No comment 11 6.5 6.7 100.0
Total 165 97.6 100.0

Missing System 4 2.4
Total 169 100.0

Source: Field Survey (October, 2014)
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It was gathered from the respondents based on the findings of the above table that they were 
satisfied with the repairs provided by the management.

Users’ Satisfaction Towards Services Offered in Terms of Garbage Collection
The responses of the respondents in respect of waste disposal management or garbage collection 
are presented in the table below.

Table 5.6: Users’ Satisfaction Towards Services Offered (Garbage 
Collection)

Frequenc
y Percent

Valid 
Percent

Cumulative 
Percent

Valid Extremely satisfy 30 17.8 18.2 18.2
Satisfy 56 33.1 33.9 52.1
Dissatisfy 50 29.6 30.3 82.4
Extremely 
dissatisfy 24 14.2 14.5 97.0

No comment 5 3.0 3.0 100.0

Total 165 97.6 100.0

Missing System 4 2.4
Total 169 100.0

Source: Field Survey (October, 2014)

As  presented  in  table  5.6  above,  the  research  observed  that  from  the  analysis  of  the 
questionnaire,  30  respondents  representing  18.2%  of  the  respondents  rated  the  overall 
satisfaction on services offered as extremely satisfy, while 56 respondents representing 33.1% of 
the respondents consider it as Satisfy. In the same vein, 50 respondent represent 29.6% of the 
respondents rated it as Dissatisfy and 24 respondents representing 14.2% of the respondents rated 
as extremely Dissatisfy. Thus, from the survey carried out, the users of the building consider the 
service offered as Satisfy.

Users’ Satisfaction Towards Services Offered in Terms of  Current Rentals
The responses  of  the  respondents  in  respect  of  current  rent  charges  per  shop or  office   are 
presented in table 5.7 below.



Table 5.7: Users’ Satisfaction Towards Services Offered Current Rental
Frequenc

y Percent
Valid 

Percent
Cumulative 

Percent
Valid Extremely satisfy 25 14.8 15.2 15.2

Satisfy 20 11.8 12.1 27.3
Dissatisfy 79 46.7 47.9 75.2
Extremely 
dissatisfy 41 24.3 24.8 100.0

Total 165 97.6 100.0
Missing System 4 2.4
Total 169 100.0

Source: Field Survey (October, 2014)

From Table 5.7 above, the research observed that from the analysis  of the questionnaire,  25 
respondents  representing  14.8% of  the  respondents  rated  the  overall  satisfaction  on  services 
offered in respect of rent charges as extremely satisfy, while 20 respondents representing 11.8% 
of the respondents  consider  as  Satisfy. Furthermore, 50 respondents represent 29.6% of the 
respondents rated it  as Dissatisfy and 79 respondents representing 46.7% of the respondents 
rated it  as extremely Dissatisfy.  Thus,  from the survey carried out,  the users of the building 
consider the services offered in terms of rent charges as not Satisfy.
5.8 Users’ Satisfaction Towards Services Offered in Terms of Rent Payment Advice
The responses of the respondents in respect of  rent payment advice  are presented in table 5.8 
below.

Table 5.8: Users’ Satisfaction Towards Services Offered (Rent Payment 
Advice)

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Extremely satisfy 25 14.8 15.2 15.2

Satisfy 49 29.0 29.7 44.8
Dissatisfy 19 11.2 11.5 56.4
Extremely 
dissatisfy 49 29.0 29.7 86.1

No comment 23 13.6 13.9 100.0
Total 165 97.6 100.0

Missing System 4 2.4
Total 169 100.0

Source: Field Survey (October, 2014)

Based on table 5.8 above, the respondents gave fifty percents response as Extremely Satisfy or 
Satisfy and fifty percent disclosed that they are either Extremely Dissatisfy or Satisfy in terms of 
responses on rent payment advice. Thus, they all have different opinion as regards rent payment 
advice.
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Users’ Expection Towards Services Offered in Terms of Implementation of Law
Building quality assesssment is an integral part of post-occupancy evaluation. The table below 
reveals  the  perception  of  the  respondents  in  terms  of  building  quality  assesssment  in  the 
complex.

Table 5.9 : Users’ Expection Towards Services Offered (Implementation of 
Law)

Frequenc
y Percent

Valid 
Percent

Cumulative 
Percent

Valid Extremely satisfy 35 20.7 21.2 21.2
Satisfy 60 35.5 36.4 57.6
Dissatisfy 45 26.6 27.3 84.8
Extremely 
dissatisfy 15 8.9 9.1 93.9

No comment 10 5.9 6.1 100.0
Total 165 97.6 100.0

Missing System 4 2.4
Total 169 100.0

Source: Field Survey (October 2014)

From table  5.9 above,  the research observed that  from the analysis  of  the questionnaire,  35 
respondents  representing  20.7% of  the  respondents  rated  the  expectation   towards  services 
offered by the shopping mall in terms of implementation of law as extremely Satisfy, while 60 
respondents  representing  35.5% of  the  respondents   consider  it  as  Satisfy.  Nevertheless  45 
respondents represent 26.6% of the respondents rated the expectation towards services offered in 
terms  of  implementation  of  law by  management  staff  as  Dissatisfy  and  15  respondents 
representing 8.7% of the respondents rated the  implementation of law as extremely Dissatisfy. 
Thus, from the survey carried out, the users of the building consider the expectation towards 
services offered by the management as  Satisfy.

Users’ Expectation Towards Services Offered in Respect of Tenant Selection
Tenant selection procedure is an integral part  of post-occupancy evaluation.  The table below 
reveals the expectation of the respondents in terms of tenant selection in the complex.



Table 5.10: Users’ Expectation Towards Services Offered (Tenant Selection)
Frequenc

y Percent
Valid 

Percent
Cumulative 

Percent
Valid Extremely satisfy 15 8.9 9.1 9.1

Satisfy 72 42.6 43.6 52.7
Dissatisfy 30 17.8 18.2 70.9
Extremely 
dissatisfy 28 16.6 17.0 87.9

No comment 20 11.8 12.1 100.0
Total 165 97.6 100.0

Missing System 4 2.4
Total 169 100.0

Source: Field Survey (October, 2014)

It was gathered  from the data based on table 5.10 above that most of the respondents were 
satisfied with the expectation  of tenant selection offered by the management.
5.11 Users’ Expectation towards Services Offered in yerms of  Management Friendliness
The responses of the respondents in respect of expectation towards management friendliness  are 
presented in table 5.11 below.

Table 5.11: Users’ Expectation towards Services Offered (Management 
Friendliness)

Frequenc
y Percent

Valid 
Percent

Cumulative 
Percent

Valid Extremely satisfy 12 7.1 7.3 7.3
Satisfy 66 39.1 40.0 47.3
Dissatisfy 67 39.6 40.6 87.9
Extremely 
dissatisfy 14 8.3 8.5 96.4

No comment 6 3.6 3.6 100.0
Total 165 97.6 100.0

Missing System 4 2.4
Total 169 100.0

Source: Field Survey (October, 2014)

It was gathered from the respondents through the questionnaire that every respondent has his 
opinion on the expectation of the friendliness of the management to their tenant of which it 
created good relationship between the management and the tenant since most of the respondents 
indicated their satisfaction towards the friendliness of the management.

Users’ Expectation towards Services Offered in terms of Time taken on Complaints
Time taken on complaints is  an integral part  of post-occupancy evaluation.  The table  below 
reveals the expectation of the respondents in terms of time taken on complaints in the complex. 
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Tenants normally lodge complain to the management staff of the plaza on issues related to the 
functionality of the facilities ans services that are within the vicitnity of the building.

Source:  Field 
Survey 
(October, 2014)

The  research 
observed  that 
from the analysis 
of  the 
questionnaire, 
105  respondents 
representing 
62.1%  of  the 

respondents rated the expectation  towards services offered by the shopping mall management as 
extremely Satisfy. However, 44 respondents representing 26.0% of the respondents  consider it as 
Satisfy. Thus, from the survey carried out, the users of the building consider the expectation 
towards services offered by the management as Extremely Satisfy.

Users’ Expectation towards services offered  in terms of Repairs Provided
The responses of the respondents in respect of expectation towards corrective and preventive 
repairs are presented in table 5.13 below.

Table 5.13: Users’ Expectation Towards Services Offered (Repairs 
Provided)

Frequenc
y Percent

Valid 
Percent

Cumulative 
Percent

Valid Extremely satisfy 40 23.7 24.2 24.2
Satisfy 75 44.4 45.5 69.7
Dissatisfy 22 13.0 13.3 83.0
Extremely 
dissatisfy 20 11.8 12.1 95.2

No comment 8 4.7 4.8 100.0
Total 165 97.6 100.0

Missing System 4 2.4
Total 169 100.0

Source: Field Survey (October, 2014)
The  research  observed,  from the  analysis  of  the  questionnaire  in  table  5.13  above  that,  40 
respondents representing 23.7% of the respondents rated the expectation services as extremely 
Satisfy, while 75 respondents representing 44.4% of the respondents  as satisfy. However, 22 
respondents represent 13.3% of the respondents rated as Satisfy and 20 respondents representing 
11.8% of the respondents as extremely satisfy. Thus, from the survey carried out, the users of the 

Table 5.12: Users’ Expectation towards Services Offered (Responding to 
Complaints)

Frequenc
y Percent

Valid 
Percent

Cumulative 
Percent

Valid Etremely 
satisfy 105 62.1 63.6 63.6

Satisfy 44 26.0 26.7 90.3
No comment 16 9.5 9.7 100.0
Total 165 97.6 100.0

Missing System 4 2.4
Total 169 100.0



of  the  property  consider  the  expectation  in  terms  os  timely  response  to  repairs  by  the 
management staff as satisfactory.
5.12  Users’ Expectation Towards Services Offered in Respecto to Garbage Collection
The  responses  of  the  respondents  in  respect  of  expectation  towards  garbage  collection are 
presented in table 5.14 below.

Table 5.14: Users’ Expectation Towards Services Offered (Garbage 
Collection)

Frequenc
y Percent

Valid 
Percent

Cumulative 
Percent

Valid Extremely satisfy 25 14.8 15.2 15.2
Satisfy 40 23.7 24.2 39.4
Dissatisfy 65 38.5 39.4 78.8
Extremely 
dissatisfy 30 17.8 18.2 97.0

No comment 5 3.0 3.0 100.0
Total 165 97.6 100.0

Missing System 4 2.4
Total 169 100.0

Source: Field Survey (October, 2014)

The research observed that from the analysis of the questionnaire, 25 respondents representing 
14.8% of the respondents  rated  the expectation of  services  as extremely Satisfy,  while   40 
respondents representing 23.7% of the respondents  as satisfy. In the same vein, 65 respondents 
represent 38.5% of the respondents rated as Satisfy and 30 respondents representing 17.8% of the 
respondent  as  extremely  satisfy.  Thus,  from the  survey carried  out,  the  users  of  the  of  the 
property consider the expectation of services offered by the management on garbage collection 
as satisfactory.

Users’ Expectation Towards Services Offered  in Respect to Current Rental
The responses of the respondents in respect of expectation towards current rentals are presented 
in table 5.15 below.
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Table 5.15: Users’ Expectation Towards Services Offered (Current Rental)
Frequenc

y Percent
Valid 

Percent
Cumulative 

Percent
Valid Extremely satisfy 75 44.4 45.5 45.5

Satisfy 24 14.2 14.5 60.0
Dissatisfy 25 14.8 15.2 75.2
Extremely 
dissatisfy 40 23.7 24.2 99.4

No comment 1 .6 .6 100.0
Total 165 97.6 100.0

Missing System 4 2.4
Total 169 100.0

Source: Field Survey (October, 2014)

The research observed that from the analysis of the questionnaire, the users expectation on the 
current rental were indicated as extremely satisfactory. 

Users’ Expection Towards Services Offered in Terms of Rent Payment Advice
The responses of the respondents in respect of expectation towards  rent payment  advice are 
presented in table 5.16 below.

Table 5.16: Users’ Expection Towards Services Offered (Rent Payment 
Advice)

Frequenc
y Percent

Valid 
Percent

Cumulative 
Percent

Valid Extremely satisfy 60 35.5 36.4 36.4
Satisfy 30 17.8 18.2 54.5
Dissatisfy 26 15.4 15.8 70.3
Extremely 
dissatisfy 20 11.8 12.1 82.4

No comment 29 17.2 17.6 100.0
Total 165 97.6 100.0

Missing System 4 2.4
Total 169 100.0

Source: Field Survey (October, 2014)

The research observed that, from the analysis of the questionnaire in table 5.16 above, the 
expectation of users  towards rent payment advice were extremely satisfied.

Users’ Expectation Towards Services Offered  with Regards to Implication of Non-payment 
of Rent



The responses of the respondents in respect of expectation towards implication of non-payment 
of rent are presented in table 5.17 below.

Table 5.17: Users’ Expectation in Terms of Implication of Non-payment of 
Rent

Frequenc
y Percent

Valid 
Percent

Cumulative 
Percent

Valid Extremely satisfy 90 53.3 54.5 54.5
Satisfy 34 20.1 20.6 75.2
Dissatisfy 21 12.4 12.7 87.9
Extremely 
dissatisfy 10 5.9 6.1 93.9

No comment 10 5.9 6.1 100.0
Total 165 97.6 100.0

Missing System 4 2.4
Total 169 100.0

Source: Field Survey (October, 2014)

The users’ expectations towards implication of rent non payment were extremely satisfied based 
on the information gathered from the questionnaire in table 5.17 above.

Users’ Control  Over Heating Effects on Building
The responses of the respondents in respect of expectation towards  heating effects on building 
are presented in table 5.18 below.

Table 5.18: Users’ Control  Over Heating Effects on the Building
Frequenc

y Percent
Valid 

Percent
Cumulative 

Percent
Valid No control 50 29.6 30.3 30.3

Partially in 
control 75 44.4 45.5 75.8

Full control 40 23.7 24.2 100.0
Total 165 97.6 100.0

Missing System 4 2.4
Total 169 100.0

Source: Field Survey (October, 2014)

Table 5.18 above shows that 50 respondents, representing 29.6% responses  have no control over 
artificial lighting  in the building, 75 respondents, representing 44.4%  responses have partial 
control. Nevertheless, 40 respondents, representing 23.7%  have full control with the effects over 
artificial lighting in the building.Thus, it could be deduced from the findings of this study that the 
occupants have partial control over heating effect in the building.
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Users’ Control  Over Ventilation Effects on the Building
The responses of the respondents in respect of expectation towards ventilation effects on building 
are presented in table 5.19 below.

Table 5.19: Users’ Control  Over Ventilation Effects on the Building
Frequenc

y Percent
Valid 

Percent
Cumulative 

Percent
Valid No control 42 24.9 25.5 25.5

Partially in 
control 48 28.4 29.1 54.5

Full control 75 44.4 45.5 100.0
Total 165 97.6 100.0

Missing System 4 2.4
Total 169 100.0

Source: Field Survey (October, 2014)

Table 5.19 above shows that 42 respondents, representing 24.9% responses  have no control over 
artificial ventilation  in the building, 48 respondents, representing 28.4%  responses have partial 
control. Furthermore, 75 respondents, representing 44.4%  have full control with the effects over 
artificial ventilation in the building.Thus the occupants have full control over ventilation effect in 
the building.

Users’ Control  Over Daylight Effects on the Building
The responses of the respondents in respect of expectation towards daylight effects on building 
are presented in table 5.20 below.

Table 5.20: Users’ Control  Over Daylight Effects on the Building
Frequenc

y Percent
Valid 

Percent
Cumulative 

Percent
Valid No control 27 16.0 16.4 16.4

Partially in 
control 48 28.4 29.1 45.5

Full control 90 53.3 54.5 100.0
Total 165 97.6 100.0

Missing System 4 2.4
Total 169 100.0

Source: Field Survey (October, 2014)

Table 5.20 above shows that most of the respondents have full control over daylight effects in the 
building.

Users’ Control  Over Artificial Light Effects on the Building



The responses of the respondents in respect of expectation towards  artificial  light  effects  on 
building are presented in table 5.21 below.

Table 5.21: Users’ Control  Over Artificial Light Effects on the Building
Frequenc

y Percent
Valid 

Percent
Cumulative 

Percent
Valid No control 43 25.4 26.1 26.1

Partially in 
control 62 36.7 37.6 63.6

Full control 60 35.5 36.4 100.0
Total 165 97.6 100.0

Missing System 4 2.4
Total 169 100.0

Source: Field Survey (October, 2014)

Table 5.21 above shows that 43 respondents, representing 25.4% responses  have no control over 
artificial lighting  in the building. However, 62 respondents, representing 36.7%  responses have 
partial control while  60 respondent, representing 35.5%  have full control with the effects over 
artificial lighting in the building.Thus, the occupants have control over artificial lighting effect in 
the building.

5.22 Users’ Control  Over Noise Effects on the Building
The responses of the respondents in respect of expectation towards  artificial  light  effects  on 
building are presented in table 5.22 below.

Table 5.22: Users’ Control  Over Noise Effects on the Building
Frequenc

y Percent
Valid 

Percent
Cumulative 

Percent
Valid No control 115 68.0 69.7 69.7

Partially in 
control 40 23.7 24.2 93.9

Full  control 10 5.9 6.1 100.0
Total 165 97.6 100.0

Missing System 4 2.4
Total 169 100.0

Source: Field Survey (October, 2014)

Table 5.22 above shows that 115 respondents, representing 68.0% responses  have no control 
over noise  in the building, 40 respondents, representing 23.7% have partial control. However, 10 
respondents,  representing 5.9%  have control  with the effects  of noise in  the building.Thus, 
majority of the occupants have no control over noise effect in the building.
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SUMMARY OF FINDINGS, RECOMMENDATIONS AND CONCLUSION
Summary of Findings
This  research report  presents  the result  of a survey carried out  to  evaluate  the level  of user 
satisfaction  towards  building  features,  performance  of  the  quality  of  building  occupied, 
satisfaction towards services offered by the shopping mall management and expectation towards 
services offered and users’ control over building effect in the study area.
Investigative assessment of Mangal Plaza was carried out on a representative sample of users of 
the  building.  The study has  determined the  degree  of  satisfaction obtained for  22 identified 
performance  criteria.  The  extent  of  satisfaction  was  based  on  a  questionnaire  in  which  the 
occupants  of  the  building  were  asked to  provide  feedback  on the  physical  building  and  its 
environment  that  is  general  building  design  and  configuration  by  ticking  their  degree  of 
satisfaction expectation and control  on 22 performance elements on the building facilities of the 
plaza.
The result  also shows that  implementation  of  the law was not  done properly,in  selection of 
tenants by the management. There should be compatibilty to aid in smooth running of business 
which was the expectation of the users. The management were indeed in good relationship with 
the tenants of which the tenant least expected that. Also the time taken by the management in 
response to complaints was not to the satisfaction of the users also to their expectation. They 
were satisfied with repairs provided, garbage collection, common areas, current rental, mode of 
rent payment implication on rent non payment.

Recommendations
In view of the findings from the research, the following recommendations were brought up:
1. The management should improve meeting to the tenants’ needs quickly when complaints are 

laid to help in smooth running of bussinesses.
2.  Estate managers should be educated on the benefits of conducting POE process periodic 

evaluation  of   buildings  can  be  a  requirement  in  which  difficult  procedures  involved  in 
management is reduced.

3. Though result of this POE is limited to the subject property or building that was investigated, 
the  user  satisfaction  investigation  can  be  used  on  similar  building  most  like  shopping 
complexes, in order to assess their performance and in improving future facilities and new 
buildings that can be embarked upon. 

4. The noise level can be reduced from outside by regulating car parking.

Conclusion
Based on the data gathered from the research, the results shows that implementation of the law 
was not done properly, in selection of tenants by the magement. However, the satisfaction of the 
tenants  towards  implementation  of  law,  tenant  selection,  garbage  collection,  time  taken  on 
complaints and current rental, were met to expectation. Furthermore, satisfactions on friendliness 
of the management, repairs provided and gabage collection were met to expectation.The noise 
level can be reduced from outside by regulating car parking.
This  study demonstrates  how a  POE can  be  conducted  within  the  context  of  a  commercial 
property environment and assesses the management of shops’ and offices’ facilities by facility 
manager.  POEs should  be enlighten  in  built  environment  and facilities  management  courses 



should be part of the school curriculum.managing agents familiar with POE studies are more 
likely to take care of  every facility on time and effectively compared to  those that  are not 
familiar with it. 
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