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Abstract 

This study disclosed the relationship between property 

management and tenants’ satisfaction with emphasis 

on service charge administration in Garki shopping 

mall Abuja Nigeria. Investment in multi-tenanted 

commercial property is most time expressed as the 

biggest investment of a household due to its capital 

requirement for its procurement, the success of such 

capital-intensive investment could be attributed to its 

management. service charge is the money appointed to 

each of the tenants in multiple occupied premises such 

as Block of flats, tenement and shopping complex etc. 

for maintenance of common service which each tenant 

otherwise could not have be responsible for. The 

complexity and quality of environmental services in 

modern property, particularly multi-tenanted property, 

air-conditioned offices and enclosed shopping mall can 

result in service charges being a relatively higher 

proportion of rental. Such charges become a sensitive 

issue between tenant and landlord. Methodology 

adopted is quantitative where questionnaires were 

developed and administered to the study subject. The 

sample frame for this study are the occupiers of Garki 

Shopping Mall Abuja of which 102 shops are presently 

occupied by various tenants. The sample size was 80 
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questionnaires distributed with the study area. Simple 

random sampling was used as sampling techniques. 

The findings of the study revealed that tenants in the 

study area were satisfied with management of the 

shopping mall. It was evident that certain facilities 

were rank high in terms of satisfaction. The study 

recommends that facility managers should give 

adequate information to the tenants on the fees and 

management method before leasing out the property, it 

was also recommended that information gaps should 

not be allowed and appropriate channels of lodging 

complaints should be well established. 

 

Introduction 

Chika (2006) define management as the systematic process of planning, 

organizing, leading and controlling resources (land, labour, capital, and 

entrepreneurship) in order to achieve set goals. Narains (2007) defined property 

management as “the range of functions concerned with looking after buildings, 

and that includes a collection of rents, payments of outgoings, maintenance, 

including repair, provision of services, insurance and negotiation with tenants 

or prospective tenants”.  Smeby (2012) defined property management as “the 

science of getting maximum value from the investment made in assets by 

assuring proper utilization, preventing loss and pilferage and all other aspects 

of security-related issues, scheduling timely maintenance, tracking physical 

location, maintaining proper insurance coverage and scheduling depreciation 

write-offs”. Therefore, property management can be defined as the process of 

keeping a property in a good state of health, devoid of decay to enhance the 

value of the property and yielding best returns to the investment (Oyedele, 

2013).  

Commercial property management entails the application of specialized skill to 

care for the investment, sometimes of an individual, household or corporate 

body in buildings with the aim of securing highest return (Oladokun and Ojo, 

2011). It has the purpose of establishment. Its purpose according to Scarrett 

(1995) is the optimisation of the owner’s investment. According to Oladokun 

and Ojo (2011), investment in multi-tenanted commercial property is most time 

expressed as the biggest investment of a household due to its capital 
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requirement for its procurement, the success of such capital-intensive 

investment could be attributed to its management. Most often, people think that 

property management is a simple operation of serving buildings, such as 

cleaning the common areas, providing security guards to mind entrances, and 

maintaining the common areas of building premises and services (Cheng, 

1998).  

Inefficient service delivery by the property managers is identified as a major 

problem affecting the management of multi-tenanted commercial properties.  

Consequently, the key to maintaining the quality of a property and the 

associated services lies in having an adequate level of funding by means of 

levying service charge on the end-users. In fact, it is essentially the appropriate 

collection and the effective administration of service charge that distinguishes 

the management techniques of a multi-tenanted property from that of a single 

unit of accommodation which is usually in the form of a detached house or a 

bungalow. 

Peroman (2013), sees service charges as the amounts levied on the tenants by 

the landlords to cover for extra facilities or services they may provide. These 

services may include provision of generator, general cleaning of the compound, 

installation of Air conditioners, gardening or general maintenance. In most new 

houses and apartments for rent, these service charges could reach up to fifty 

percent of the original cost of renting the apartment. Service charge covers 

different facilities in the property (RICS, 2014). In recent times, a lot of 

landlords have lost their tenants because of the exorbitant service charges they 

levy on them. Aside from the fact that rent generally is expensive, service 

charges seem to compound the issue of the average person looking for 

affordable house to rent. However, problems connected with its administration 

vary from property to property and from one state to another. The problem in 

Abuja with particular reference to Garki Shopping Mall under the management 

of Abuja Market Management Limited could not be assumed to be absent. 

These problems together with other pertinent matter compound to threaten the 

maintenance and management of services/facilities provided in the property.  

Ibrahim (2014) examined the management of multi-tenanted commercial 

properties with its problems and solutions in Abeokuta. The purpose of the 

study was to investigate multi-tenanted commercial properties and associated 

challenges posed by its management in view of proffering solutions. The 

findings showed that the challenges were defaulted in rent payment, tenant 
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selection, misuse of premises, low management fee, irregular payment of 

service charges, overcrowding, landlord and tenant’s disputes, and deterioration 

in the facilities. The study concluded that professional property managers 

should be engaged in the management of multi-tenanted properties to curtail the 

challenges posed to its management.  Abolade, Omirin and Dugeri (2013), 

evaluated user satisfaction with property management services in commercial 

properties in Lagos, Nigeria. The purpose of the study was to examine tenants 

(users) satisfaction with management of commercial properties by Estate 

Surveyors in Lagos, Nigeria. The study adopted simple random sampling 

techniques. The analysis was done using frequency distribution, mean rank, and 

relative importance index. Findings showed that personal need is the most 

important factor that influences user’s satisfaction with management of 

commercial properties. The study concluded and recommended that 

practitioners and academia should give more attention and value to the 

performance measurement of user’s satisfaction in order to improve the good 

relationship among users and property managers.  

Oladokun and Ojo (2012) evaluated the problems of commercial property 

management practice in Lagos state Nigeria. The purpose of the study was to 

identify those factors that can significantly prevent the achievement of the 

targeted objective of an investor, which needs to be taken care of. The study 

adopted the descriptive method of percentages: mean and proportion method. 

Relative importance index (RII) was used for analysis. The findings show that 

the key factors seen as problems of commercial property management in Lagos 

state includes; high rent, cumulative maintenance problems, electricity and 

plumbing needs, cash flow requirement and cost of construction. The study 

concludes by advising the professional body to develop a system that will assist 

members to acquire sufficient capacity and client relationship for better 

practice.  

 

LITERATURE OF REVIEW  

Concept of property management 

Property management can be defined as the need to maintain buildings in a state 

that would augment easy day-to-day contemporary human activities. For this 

reason, the task of keeping contemporary building structure in such condition is 

the basis of real property management.          
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Lawal (2002), Property management is an indispensable aspect in shaping the 

performance along with quality of multi-occupied buildings. Conversely, 

current practice of real property management possesses several problems which 

affect all parties concerned; the property managers, the owners, the developers 

and the tenants of multi-occupied building structures (Ling 2014). 

 

Concept of Service Charge 

In property management “service charge” is a levy payable by tenants especially 

in multiple occupation for the maintenance of common services provided by the 

landlord for their enjoyment.  

According to Olayonwa (2007) described service charge as the money 

appointed to each of the tenants in multiple occupied premises such as Block of 

flats, tenement and shopping complex etc. for maintenance of common service 

which each tenant otherwise could not have be responsible for. The complexity 

and quality of environmental services in modern property, particularly multi-

tenanted property, air-conditioned offices and enclosed shopping mall can result 

in service charges being a relatively higher proportion of rental. Such charges 

become a sensitive issue between tenant and landlord. 

A facility manager plays an important role in the management and maintenance 

of property, he takes charge of both internal and external maintenance 

depending on what type of lease is subsisting on a property, he also stands as 

an intermediary between the landlord and the tenant. In the case of multi – 

tenanted commercial property after playing the role of an agent, the valuer may 

be further needed by the client to monitor the physical condition of the facility 

of which property maintenance and administration of service charge is 

prominent in order to enhance its (property) value and potentialities. Hence the 

task of managing and administering service charge of a multi – tenanted 

property comes in – order to control physical and functional obsolescence and 

to enhance the utility value of service jointly used by the tenants e.g. lighting, 

cooking, lift, maintenance of garden e.t.c and to bring it to an acceptable 

standard. 

 

The Lease and the Service Charge   

The basic element of any service charge provision in a lease is to ensure that 

someone is liable for the repair and maintenance of all elements of the building 

or the development. All landlords are in favour of a ‘clear lease’ that allows 
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them to relinquish their obligation in funding the cost of providing necessary 

property-related services to the tenants (Edward and Krendel, 2007).   

 The question of the magnitude and extensiveness of responsibility for repairs, 

maintenance and upkeep of the property between the landlord and the tenant is 

a very complex and delicate situation. In the case of ‘leases of whole’, the 

liability of the tenant to undertake the cost of repair and maintenance of the 

premise is rather simplified, as the premise is entirely occupied by a sole tenant. 

However, for commercial properties where ‘leases of part ’involve multiple 

tenants, a well-drafted service charge provision in the lease is a crucial element 

that needs special attention by the tenant to avoid future disputes with the 

landlord (Edward and Krendel, 2007).  

Moran (2007) highlighted that the typical provision of service charges in the 

lease should include; 

➢ A definition section at the beginning of the lease that defines ‘service 

charges’ and ‘services’.  

➢ A specific tenant’ s covenant to pay service charges.  

➢ A landlord’ s covenant to provide services.   

➢ Details of service charges.  

 

The tenant’ s covenants for service charges are usually set out in the earlier 

section of the lease agreement with details on the procedures for service charges 

administration. The landlord’ s covenant in the lease is specified in the later 

segment in the schedule of service charges, with a focus on the list of services 

provided, service charges apportionment, schedule of payments and penalty on 

late payments  

Singh (1996) pointed out that the lease will also dictate the format of the charge. 

It will usually give the dates of the service charge period. Usually the period is 

a year, but sometimes it is a half year or a quarter year. The lease will usually 

set out the percentage payable by the lessee, but sometimes the lease only 

stipulates a ‘fair’ or ‘just’ proportion. If different groups of occupiers benefit t 

from different services, the imposition of service charges will vary accordingly. 

The lease will determine whether advance payments are to be made, and, if so, 

whether it should be based on the previous year’s cost or on an estimated cost 

for the year to come. There will always be provision for a final charge at the 

year-end when the actual costs are known. If interim payments have been made, 

and they exceed the actual expenditure, the final ‘charge’ will be a credit. If the 
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leases in a block do not provide for interim payments, this can present a real 

difficulty for all concerned (Singh, 1996).  

 

RESEARCH METHODOLOGY 

The research method adopted is quantitative where questionnaires were 

developed and administered to the study subject. The sample frame for this 

study are the occupiers of Garki Shopping Mall Abuja of which 102 shops are 

presently occupied by various tenants. Therefore, the population of this study is 

the 102 occupants of the Mall. Sample size was determined using Krejcie and 

Morgan sample size table (1970) which was reflected to be 80 occupants based 

on the sample frame of the study. The sampling method adopted was simple 

random sampling method, which is the most fundamental method of probability 

sampling and gives every subject in a population an equal chance of being 

included in the sample. 

After the considerable collection of data, the method of data analysis employed 

to analyse the data gathered from the field and answer the research objectives 

was descriptive statistics using mean ranking. 

 

PRESENTATION AND DISCUSSION OF RESULTS 

Table 1: Response Rate of Questionnaires from Tenants 

 

 

No. of Questionnaires Administered 

Respondents 

Frequency  % 

80 100 

Total No. of Questionnaires Retrieved 55 69 

Total No. of Un-retrieved Questionnaires  25 31 

Source; Field Survey, 2019 

 

The field survey for this study includes the distribution of questionnaires to 

residents of Garki Shopping Mall, Abuja. A total of Eighty (80) questionnaires 

were administered to the tenants within the case study, only fifty-five (55) 

representing 69% were retrieved and this forms the basis of the analysis thereof. 

The rate of response by the residents is given in table 1. 

 

Table 2: Tenant’s Level of Satisfaction Regarding Service Charge 

Administration 

 Variables Mean  Std. Dev. 

Common forum for tenants to discuss 

problems of common interest 

3.25                                  

1.126 
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Tenants/Managing agent relationship 2.60 .710 

Keeping tenants informed about services 

and decision 

2.49 .791 

Payment represent worth of 

facilities/Services 

2.02 1.045 

Overall service charge administration 1.96 .942 

Rate payed as service charge 1.67 .747 

Required facilities/ Services 1.62 .892 

Prefer payment structure 1.02 .135 

Source; Field Survey 2019 

 

Table 2 above shows the level of tenant satisfaction regarding service charge 

administration through mean ranking. The respondents are satisfied with the 

common forum organised for tenants to discuss problems of common interest 

which was ranked highest with a mean of 3.25 and standard deviation of 1.126. 

The satisfaction that was ranked second is the tenant/managing agent 

relationship with a mean of 2.60 and standard deviation of 0.710. The least 

respondents were satisfied with is the prefer payment structure with a mean of 

1.67 and standard deviation of 0.747. This is because the present payment 

structure adopted in the study area is quarterly payment while most of the 

respondents prefer annual payment. 

 

CONCLUSION  

This study has taken an important look into the evaluation of service charge 

administration in multi tenanted commercial properties in Abuja Metropolis. It 

was revealed that payment structure, communication challenge, non-prompt 

presentation of service charge bill and delays in attending to repair works are 

the main issues faced by tenants in the study area.  

In conclusion, service charge administration in managing multi-tenanted 

commercial buildings is one aspect of property management that should be 

taken into critical consideration. The study recommends that Managers should 

issue budgets to occupiers, including an explanatory commentary at least one 

month prior to the start of the service charge year. Detailed statement of actual 

expenditure, together with accounting policies and explanatory text, should also 

be issued. 



 
 

Page 210         JECM Vol. 20 (4) 2020 ISSN – 2278-8892 

 

References 

Abolade, A. O., Omirin, M. M. & Dugeri, T. T. (2013): An evaluation of user’s 

satisfaction with property management services in commercial properties 

in Lagos, Nigeria.  ATBU Journal of Environmental Technology Vol. 

6, Pg 16-28. 

Butt, P. (2007) Commercial Property 2007. Guildford: College of Law 

Publishing. 

Chika, E. U. (2006): “Introduction to Estate Management”. Lagos, Nigeria: 

Treem Nigeria  Ltd (pp. 22-23).  

Lawal, M. I. (2010): Principles and Practice of Housing Management, ILCO 

books and  publishers, Lagos. 

Olayonwa G.O (2000): Property Management principles and practice. Nigeria, 

Debo  company, Iwo. 

Oladokun, T. T. & Ojo, O. (2011): Incursion of non-professionals into Property 

Management  Practice in Nigeria 

Oladokun, T. T. & Ojo, O. (2012): An Evaluation of the Problems of 

Commercial Property Management Practice in Nigeria. The Estate 

Surveyor and Valuer, Journal of the Nigerian Institution of Estate 

Surveyors and Valuers. Lagos, Nigeria Vol. 36 No 2 Pg 13-35. 

Oyedele, O. A. (2013): Assessment of Property Management Practices in 

Nigeria, NIESV  Journal, Vol. 38, No. 1 Pg 23-42. 

Petrick, J. F. (2002) Development of a multi-dimensional scale for measuring 

the perceived value of service. Journal of Leisure Research 34 (2): 119–

134.  

Peter C. Nwankwo (2004): Property Management Practice in Nigeria. 

Published by Perlin Ltd. Ijora, Lagos Nigeria. 

Pecter Pargma (Jan. 2004): Commercial Service Charge “The Occupiers 

Perspective” 

Peroman W. and Davies K. (2013). Modern methods of valuation. London: The 

Estate Gazette  Collins C (2003). Infrastructure. Advanced Learner 

English Dictionary, 4th Ed. Pp 45-53. 

RICS. (2006) Service Charges in Commercial Property – RICS Code of 

Practice. Coventry:  RICS Business Services Limited. 

RICS. (2008) Service Charges in Commercial Property – A Guide for 

Occupiers. London:  RICS. 



 
 

Page 211         JECM Vol. 20 (4) 2020 ISSN – 2278-8892 

 

RICS Code of Practice Second (2014). Service charges in commercial property, 

The Royal  Institution of Chartered Surveyors (RICS), United 

Kingdom. 

Scarret, D. (1995): Property asset management, E & FN SPON, London  

Singh, G. (1996): Property Management in Malaysia. Selangor: Federal 

Publications. 

Smeby, W. O. (2012): Property Management guide: a guide to Implementing a 

Property  Management System in an Organization. Metalcraft inc. Accessed 

from www.idplate.com  

Streen, R. (2002): Urban policy in Africa; A Political Analysis, African Studies 

Review Vol.  15 No. 3.  

Watts (2014): Service focus – Dilapidations and service charge. Available at 

 https://www.watts.co.uk/publication  

Yalokwu P. O. (2002): Fundamentals of Management: Task, Responsibilities 

and Practices,  Auckland, Butter worth 

  


