
It has been a
heady few weeks
for Finders
Keepers, a
property letting
and management
agency with eight
offices across
the county. On
May 18th the firm
celebrated its
40th birthday and
a week later it
won the Sunday
Times “Best UK
Lettings Agency”
award. To win
this once would

be impressive, but this was the second
time in four years that Finders Keepers has
triumphed over bigger and more famous
names in the letting industry. Lightning can
indeed strike twice.

“It is the perfect birthday present and a
vindication for the values which have driven
us for four decades: professionalism, high
standards and integrity,” said Chairman, Mary
Channer. “People have tried to copy us for
years but this award shows that it is difficult to
replicate a culture based on results not talk,
substance not spin.”

So how on earth did a relatively small local firm
manage to beat the national letting chains and
slick London agents? Director Frank Webster
explains: “We thought we had had a good year
– in terms of financial results, operational KPIs,
continued innovation and creative marketing
– but we were (and still are) shocked that our
efforts were rated so highly.” The Judges’
comments give more insight, stating that the
company’s “…vast range of services, incredible

attention to detail and exceptional customer
service make it the clear overall winner.”

A key differentiator was seen to be the
company’s focus on high-quality tenants. “We
ran some qualitative research with a randomly
chosen group of our landlords last year,“
says Paul Rushworth, Associate Director.
“When asked for our ‘Greatest Strength’ the
overwhelming response was that we work harder
to find excellent tenants who suit the property
and the landlord. We don’t just ‘let it and forget
it.’”

Whilst the letting receives most attention, the
Judges were impressed by the unique approach
of Finders Keepers’ property management
function. “We manage property in a very different
way to our peers,” says Associate Director,
Simon Tyrrell. “All our people are in our offices,
not miles away in a call centre, and they know
each of their properties. We do Check-Ins and
Check-Outs in-house to keep quality control
high rather than handing them over to a third
party company. Our 24/7 Emergency Line is
staffed in-house and not out-sourced. We pay
contractors twice a month to keep them happy
rather than withholding funds to boost our cash
flow.”
This ‘hands-on’ approach has results, as the
Judges noted: “[Finders Keepers] boasts an
incredibly low number of tenancies that end
in deposit dispute (0.15% of 3,341 tenancies),
as well as the fact that 99.27% of rents are
collected and paid on time.”

In any service business training inevitably
comes into the equation. Many companies claim
to invest in their staff, but what makes people
development at Finders Keepers different? “In
an industry devoid of regulation and licensing,
we want to stand out. We have paid for 69% of
eligible staff to take the NFoPP Technical Award

in Residential Letting and Property Management
in the past 24 months” says Maryse Davies, HR
Director. “Our team has done really well with a
few 100% scores on some of the modules. It has
been a big investment and disruptive at exam
time but worth it in terms of increasing our staff’s
expertise and confidence.”

Amidst all this success, Frank Webster says
the focus is always on moving forward, “You
have to keep innovating and trying to progress.
It would be dangerous not to. We are in a very
competitive industry and the bar is only rising
for what customers expect and how quickly they
expect it. We have to re-create our reputation
every day, just like a restaurant does. More and
more we realise that you are really only as good
as your last tenancy.”

Mary Channer agrees that expectations are
changing the industry, particularly from tenants.
“The best tenants across all price ranges want
sharp furnishing and contemporary styling and
they are willing to pay for it. Flat-pack furniture is
spotted a mile away and pine units turn people
off. The best tenants also expect professional
service, tending almost towards serviced-
apartment standards. This is a challenge but
also, in our view, a real opportunity. Those
landlords offering the strongest ‘products’ will
reap rewards. Attentive, polite, swift property
management can be the glue which keeps
tenants in your property.”

LIGHTNING STRIKES TWICE IN FOUR YEARS


