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Paris, 11 July 2022 

 Office clients satisfaction: Covivio outperforms the sector’s benchmark 
> Study conducted jointly in France and Italy according to the Kingsley Index 

 

As a strategic pillar of Covivio, clients culture centres around the quality of services and 
management, listening and responsiveness. Accordingly, Covivio commissioned the Kingsley 
Associates, a leader in real estate customer satisfaction analysis, to measure and compare 
clients satisfaction levels across its French and Italian office buildings.  
 
The Kingsley Index, a benchmark in performance analysis of leading real estate 
companies 
To continue to nurture its clients culture and continuously improve its offers and services, 
Covivio has called on a benchmark external partner, the Kingsley Institute, to measure the 
satisfaction of its office clients. 
Kingsley is the only player to have deployed a benchmark index for the international real estate 
market. The index is based on benchmark data collected from peers over the last 36 months 
from peers such as CBRE, COIMA or also Hines. 
The survey was conducted among 265 Covivio and Wellio customers in France and Italy, 
representing over 70% of the offices Group revenues in these countries. This survey was 
conducted from 15 February to 25 March 2022.  
 
Satisfaction indicators surpassing the Kingsley Index 
The study revealed that the overall satisfaction level among surveyed clients reached 3.9 out 
of 5 (vs Kingsley Index of 3.7), mainly driven by their appreciation of the quality of the property 
management teams (4.3 vs KI of 3.8). The indicator for facility management quality also posted 
higher results than the index: 4.1 vs KI of 3.6. 
On the subject of plans for the renewal of ongoing contracts and leases, the score surpassed 
the benchmark once again, reaching 4.0 (vs KI of 3.6). Among the surveyed customers main 
criteria justifying their willingness for renewal, 70% mentioned the location of the property (up 
6 pts vs KI), 51% cited the quality of the property (up 1 pt. vs KI), and 30% brought up the 
quality of the day-to-day property management teams (up 11 pts vs KI). 
 
Regarding the distinguishing factors for Covivio/Wellio, the provision of collective social spaces 
generated a satisfaction level of 3.5 (vs 2.7 KI), whereas the offer of conference rooms and 
event spaces received a score of 3.6 (vs 3 KI). 
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Satisfied customers willing to recommend Covivio and Wellio 
These results corroborated the policy implemented by Covivio and Wellio to guarantee and 
optimise customer satisfaction. Feeling particularly satisfied by the quality of the property 
management teams and the properties, along with their layout and services, the customers 
say they are willing to recommend the properties they occupy: thus, the Group’s Net Promoter 
Score1 stood at +1, well above the Kingsley Index of -11. 
 
Covivio and Wellio properties awarded the Kingsley Award of Excellence 2022 
The Kingsley Award of Excellence 2022 rewarded properties that stood out thanks to 
exceptional performances in the survey. The Group owns 29 award-winning properties, 
including in particular:  

- In France: Steel in the 16th arrondissement of Paris, Art&Co in the 12th 
arrondissement, Wellio Gobelins in the 5th arrondissement and Belaïa in Orly, each 
with an overall satisfaction score of 5 (maximum score), Calypso in Marseille (4.6), 
Wellio Montmartre in the 18th arrondissement (4.5), IRO in Châtillon (4.4), 

- and in Milan: Symbiosis and Wellio Dante (4.2), The Sign and Via Amedei (4). 
 
Covivio intends to periodically renew this study and integrate the scope of its German office 
portfolio in the next survey. 
 
“Clients satisfaction is a key factor in loyalty and a real priority at Covivio. Our strong client 
culture is an integral part of our DNA. It is a daily focal point that relies on proximity and 
responsiveness, along with the capacity to carefully listen to our customers opinions and 
recommendations. These positive results today corroborate the relevance of our approach and 
encourage us to pursue our aim of continuous improvement in terms of customer services and 
experiences”. Marielle Seegmuller, Operations Director France, Covivio. 
 
“Beyond raw measurements, the important thing for Covivio was to position itself compared to 
its European peers. This helps us to easily identify areas for improvement and to better meet 
our customers’ needs. The next step now is to send each of them tailored responses and action 
plans to continue to improve their daily lives in our buildings.” Lorenzo D’Ercole, Asset 
Management Director Italy, Covivio. 
 
 
 
 

 

 

 
 
 
 

 
1 The Net Promoter Score measures customers’ propensity to recommend a brand, product, or service. The 
NPS is calculated by subtracting the percentage of detractors (unsatisfied) from the percentage of promoters 
(very satisfied). An NPS above 0 shows a good level of customer satisfaction. 
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 ABOUT COVIVIO 

Thanks to its partnering history, its real estate expertise and its European culture, Covivio is inventing 
today’s user experience and designing tomorrow’s city. 
A preferred real estate player at the European level, Covivio is close to its end users, capturing their 
aspirations, combining work, travel, living, and co-inventing vibrant spaces. 

 
A benchmark in the European real estate market with €27bn in assets, Covivio offers support to 
companies, hotel brands and territories in their pursuit for attractiveness, transformation and 
responsible performance. 
Build sustainable relationships and well-being, is the Covivio’s Purpose who expresses its role as a 
responsible real estate operator to all its stakeholders: customers, shareholders and financial 
partners, internal teams, local authorities but also to future generations and the planet. Furthermore, 
its living, dynamic approach opens up exciting project and career prospects for its teams. 

 
Covivio’s shares are listed in the Euronext Paris A compartment (FR0000064578 - COV) and on the 
MTA market (Mercato Telematico Azionario) of the Milan stock exchange, are admitted to trading on 
the SRD, and are included in the composition of the MSCI, SBF 120, Euronext IEIF “SIIC France” 
and CAC Mid100 indices, in the “EPRA” and “GPR 250” benchmark European real estate indices, 
EPRA BPRs Gold Awards (financial + extra-financial), CDP (A-), 5 Star GRESB and in the ESG 
FTSE4 Good, DJSI World & Europe, Euronext Vigeo (World 120, Eurozone 120, Europe 120 and 
France 20), Euronext® CDP Environment France EW, ISS ESG, Ethibel and Gaïa ethical indices and 
also holds the following awards and ratings: CDP (A-), GRESB (5-Star, Sector Leader), Vigeo-Eiris 
(A1+), ISS-ESG (B-) and MSCI (AAA). 

 
Notations solicited: 

Financial part: BBB+ / Stable outlook by Standard and Poor’s 
Extra-financial part: A1+ by V.E (part of Moody's ESG Solutions) / 83/100 by S&P 
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