
 

 

Executive Summary 
 
Raine and Horne Strata Sydney (BCS Strata Management since their acquisition in 2010) sent an unsolicited 
Customer Satisfaction Surveys in 2013, 2014, and 2015. 
 
The message tried to portrait openness and wish by the company to improve their services. In reality, they are 
surveys to minimize their guilt and feel better about themselves. No action by BCS Strata Management, or 
their parent company PICA, happens as result of the answers provided by customers. 
 
They need to immerse in customer feedback instead of sticking survey results in a binder and forgetting 
about them without analysis. Sharing the results - including verbatim customer comments - and what these 
results have taught them with the customers and the entire staff never happened. BCS Strata Management 
does not take time to thoughtfully review survey responses and consider their implications. 
 
A group of owners in large strata plan SP52948 independently submitted their own negative comments, with clear and 
precise request that senior managers at BCS Strata Management since 2010 should contact them in return. Only 
silence from the strata agency followed, and no improvement of services in SP52948 ever occurred. But, that is not 
coincidental and happens to many other complexes. 
 
Instead of better services, the following was awarded to them by Strata Community Australia (NSW): 
 
http://www.nswstratasleuth.id.au/Raine-and-Horne-Strata-Sydney-BCS-Protected-by-Strata-Community-
Australia-NSW.pdf 
 
More evidence at: 
 
http://www.nswstratasleuth.id.au/BCS/ 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 

Survey 2013 
 
Subject:  Tell us about your experience with Raine & Horne Strata Sydney 
Date:  Thu, 11 Jul 2013 19:58:09 -0600 
From:  CommunityE <no-reply@communitye.com.au> 
To:  SP52948 owner 
 
Tell us about your experience with our services 
 
Dear Valued Customer,  
 
At Raine & Horne Strata Sydney, your feedback is important to us. We would like to invite you to participate in our 
Customer Satisfaction Survey 2013.  
 
We are committed to providing you with the highest levels of service. To help us achieve this and to keep improving, 
we'd like to know about your experience with us.   
 
Depending on your answers, the survey will take between 10 and 15 minutes to complete. We have commissioned 
Lonergan Research, an independent market research company, to conduct this survey on our behalf. Individual 
responses will be strictly confidential and combined with those of other customers for reporting purposes. No 
responses will be directly attributable to you unless you give us permission.  
 
Please click on the link below to begin the survey, or copy and paste the URL into your web browser. 
 
http://www.questionpro.com/a/TakeSurvey?id=45029599&rd=863485727 
 
Three people who respond with the best answer to the last question in the survey will be chosen to receive an iPad 
Mini.* 
 
Whilst participation is voluntary, your valuable feedback will improve the quality of our service to you. The survey will 
be open for two weeks (closing 26th July), and a reminder will be sent to you in one weeks' time. 
 
Thank you for taking the time to help us better serve you! 
 
*Submissions will be judged based on the best answer to the last question. The three (3) best answers will each 
receive an iPad Mini. We will determine the best answers in our sole discretion within 14 days of the survey closing. 
Our decisions will be final. The three chosen winners will be contacted to receive their prize.  
 
Prize: Apple Ipad Mini, 16GB Wifi + Cellular 
 
-------------------------------------------------------------------------------- 
This email was sent by: PICA Group, Level 27, 66-68 Goulburn St, Sydney NSW 2000 
-------------------------------------------------------------------------------- 
You're receiving this email because you are our valued client. If you are not interested in receiving this survey then 
you can unsubscribe using the above link. 
 
Copyright (c) 2012 PICA Group 
----------------------------------------  
This email was sent by: 
PICA Group 
Level 27, 66-68 Gouldburn Street 
Sydney, NSW, 2000, Australia 
  
We respect your right to privacy - visit the following URL to view our policy. 
( http://email.exacttarget.com/Company/Policies/PrivacyPolicy.html?linkid=View+Privacy+Policy ) 
 
 
 
 
 
 
 
 
 

http://www.questionpro.com/a/TakeSurvey?id=45029599&rd=863485727


 

 

Exchange of emails to confirm that survey was completed for an owner… 
 
From: Madeline Plumb [mailto:madeline@lonerganresearch.com.au]  
Sent: Friday, 19 July 2013 12:33 PM 
To: SP52948 owner 
Subject: RE: QUERY : FW: Don't forget to complete Raine & Horne Strata Sydney Customer Satisfaction Survey 
 
Thank you for your email.  
 
I can see on our system that you've completed the survey.  
 
If you received a reminder email, please disregard. We apologise for the inconvenience.  
 
Warm regards,  
Madeline 
 
P:  1300 123 453 / +61 (0)2 9046 5600 
D:   +61 (0)2 9046 5603 
 
From: SP52948 owner  
Sent: Friday, 19 July 2013 12:03 PM 
To: madeline@lonerganresearch.com.au 
Subject: QUERY: FW: Don't forget to complete Raine & Horne Strata Sydney Customer Satisfaction Survey 
 
Madeline, 
 
Actually I responded to this already, some time last week. Is there any way of downloading a printout of the responses 
please. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 

Survey 2014 
 
Subject:  Have you telephoned us recently? 
Date:  Fri, 2 May 2014 13:01:37 +1000 
From:  Raine and Horne Strata Sydney <customersurvey@peoplepulse.com.au> 
To:  SP52948 owner 
 
Have you telephoned us recently? 
 
Take a short, 1- minute survey to let us know of your experience. 
 
Dear Valued Customer, 
 
Raine and Horne Strata Sydney is continuously looking to provide better guidance, support and delivery of services to 
our customers. 
 
Over the last few months we have been implementing a number of changes in the business to ensure we meet your 
expectations in the delivery of our service to you. One of these is to ensure that we respond and/or acknowledge all 
requests (via phone or email) within 24 hours. 
 
We would like to invite you to participate in our Autumn Service Survey where we ask that you rate your last phone 
call to Raine and Horne Strata Sydney. 
 
The Survey will take only 1-2 minutes to complete. 
 
Whilst participation is voluntary, your feedback will help us understand if the changes we have implemented recently 
across Raine and Horne Strata Sydney have improved your experience with us. 
 
The survey will be open for two weeks, closing on Friday 16th May, so please take advantage of this opportunity to 
help enhance your experience with us. 
 
Thank you in advance for taking the time to complete the mini survey. 
 
To complete the survey please click link below or copy and paste the URL into your web browser: 
 
https://secure.peoplepulse.com.au/48487216cd9283232597 
 
We have commissioned PeoplePulse, an independent market research company, to conduct this survey on our 
behalf. Your individual responses will be strictly confidential and combined with those of other customers for reporting 
purposes only. No responses will be directly attributable to you unless you give us permission. 
 
www.peoplepulse.com.au 
 
You're receiving this email because you are our valued Raine and Horne Strata Sydney client. <a 
href="https://secure.peoplepulse.com.au//unsubscribe.php?s=1661575f7556f887597&r=3449650&u=1">clicking 
here</a>.   
 
Copyright © 2012 PICA Group  
This email was sent by: Raine & Horne Strata Sydney, Level 2, 51 Rawson Street, Epping NSW 2121 
Ph: (02) 9868 2999 
 



 

 

Survey 2015 
 
Subject:  Customer Satisfaction Survey 2015 
Date:  Thu, 27 Aug 2015 16:02:32 +1000 
From:  BCS Strata Management <customersurvey@peoplepulse.com.au> 
To:  SP52948 owner 
 
Tell us about your experience with our services... 
 
Dear Valued Customer 
 
At BCS Strata Management, your feedback is very important to us. We therefore invite you to participate in our 2015 
Customer Satisfaction Survey. 
 
We are committed to providing you with the highest levels of service. To help us achieve this and to keep improving, 
we'd like to know about your experience with us. Whilst participation is voluntary, your valuable feedback will improve 
the quality of our service to you. 
 
The three people who respond with the best answer to the last question in the survey will be chosen to receive an 
iPad Mini.* 
 
The survey closes on Sunday 13th September. A reminder email will be sent to you in one weeks' time if you have not 
yet completed the survey by this time. 
 
The survey will take approximately 15 minutes to complete. 
 
To complete the survey please click link below or copy and paste the URL into your web browser: 
 
https://secure.peoplepulse.com.au/Z3v2bj0r3wenst4l6xivlvqy8wlm9 
 
We understand that your time is valuable and thank you for taking the time to help us better serve you! 
 
Yours Sincerely, 
 
BCS Strata Management 
 
PeoplePulse is an independent market research company, commissioned by BCS Strata Management to conduct this 
survey on our behalf. Individual responses will be strictly confidential and combined with those of other customers for 
reporting purposes only. No responses will be directly attributable to you and if you provide your contact details as part 
of the delivery process for the iPad Mini they WILL NOT be viewed in conjunction with survey responses and only 
used to contact the recipients. 
 
www.peoplepulse.com.au 
 
*Submissions will be judged based on the best answer to the last question. The three (3) best answers will each 
receive an iPad Mini. We will determine the best answers in our sole discretion within 14 days of the survey closing. 
Our decisions will be final. The recipients will be contacted for delivery of their iPad Mini. 
Item: Apple Ipad Mini, 16GB Wifi 
 
You're receiving this email because you are our valued BCS Strata Management client.    
 
Copyright © 2012 PICA Group  
This email was sent by PeoplePulse on behalf of: BCS Strata Management, Level 27, 66 - 68 Goulburn Street, 
Sydney NSW 2000 
Ph: 1300 883 227 

http://www.peoplepulse.com.au/


 

 

Evidence what customers think about BCS 
 
Reputable website which verifies a claims before posts are allowed: 
 
http://www.productreview.com.au/p/bcs-strata-management.html 
 
Or, with easier formatting: 
 
http://www.nswstratasleuth.id.au/BCS-Strata-Management-appaling-customers-reviews-at-productreview-
website.html 
 
A few examples of how BCS Strata Management staff pretend to communicate with customers showing many years of 
appalling services: 
 

 
 

 
 

 
 

 
 



 

 

 
 

 
 

 
 

 
 



 

 

 
 

 
 

 



 

 

 
 

 
 

 



 

 

 

 
 
 


