
5 Ways To Improve Your Communications

And Transform Tenant Satisfaction

Introduction
As a letting agent, building and maintaining strong 
relationships with landlords is key, but having good ties 
with tenants is just as important.

Tenants are the ones living in the properties you manage, 
and their satisfaction significantly impacts tenancy 
duration. If they are unhappy, they may delay reporting 
urgent repairs or end the tenancy sooner, both of which 
come with costs.

By prioritizing tenant satisfaction, you can reduce 
expenses, attract new landlords, and enhance your 
agency’s reputation. This guide explores five key ways to 
improve tenant communication and boost your business.



STEP ONE
Set a High Standard of Communication – and Stick to It

The first interaction with a tenant sets the tone for the 
entire tenancy. Clear and consistent communication 
about tenancy agreements, expectations, and move-in 
processes is crucial. However, maintaining that same 
level of communication throughout the tenancy is just as 
important.

Provide clear instructions on how tenants can reach 
you (e.g., email, WhatsApp).
Set expectations for tenants' upkeep responsibilities.
Create a structured communication schedule for 
maintenance events (e.g., notifying tenants in 
advance, following up after contractor visits).
Consistent and clear communication builds trust and 
strengthens tenant relationships.



STEP TWO
Make Reporting Repairs Easy

When tenants report repairs, a responsive and clear 
approach is crucial. Poor communication or delays can 
lead to dissatisfaction and lower renewal rates.

Offer multiple ways for tenants to report issues 
(phone, email, online portal).
Set up an after-hours helpline or automated service for 
urgent issues.
Ensure accessibility for different tenants (e.g., phone 
support for older tenants, text-based communication 
for younger ones).



STEP THREE
Use an Online Repairs Portal

A well-organized online portal allows tenants to report 
repairs and receive updates efficiently.

Keeps all maintenance requests in one place, 
preventing lost emails.
Allows tracking of recurring issues and easy access to 
property-related documents.
Helps speed up repairs and improves tenant 
satisfaction.



STEP FOUR
Save Time with Regular Follow-Ups

Tenants often feel left in the dark when waiting for 
repairs. Even if delays are due to third parties, keeping 
tenants informed makes a huge difference.

Proactively update tenants about delays and next 
steps.
A quick call or email can prevent frustration and 
negative reviews.
Regular follow-ups show tenants that their concerns 
are being taken seriously.



STEP FIVE
Adapt to Different Tenants’ Circumstances

Every tenant has unique needs, and tailoring your service 
accordingly can improve satisfaction.

Provide multilingual support or translated materials 
for non-English speakers.
Be mindful of tenants' schedules (e.g., night shift 
workers may need alternative contact times).
Adapt communication methods based on tenant 
preferences.

By personalizing your approach, you create stronger 
relationships and increase tenant retention.



Here at Davis & Co Property Letting, we believe in offering an exceptionally high level of service to 
every one of our landlords. By instructing us to let out and/or manage your property, you can rest 
assured that your property is in the hands of a professional team with decades of combined 
experience in the residential lettings and property management sector. Why not contact us today to 
register your interest using the enquiry form on the ‘contact us’ page of our website 
(https://davisandco.co.uk) or by calling us on +44 7961 711680 or emailing 
hello@davisandco.co.uk
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