
Abstract 
 
Maintenance in Holland: expectations from the building  
owner and the maintenance company on the same level? 

In the Netherlands a shift in the relationship elevator owners and maintenance company 
can be seen. Where once reliance was placed on experience and knowledge of  
maintenance companies, owners now rely on clear rules and  requirements and 
performance is measured and monitored. It appears that maintenance companies find it 
difficult to meet all commitments and that the performance delivered does not match the 
expectations of the customer. In this regard the business interests of the maintenance 
companies are often opposed to the interests of the customer. The presentation explains 
the underlying cause of this changing attitude of elevator owners and the implications for 
maintenance. The question is whether the survival of companies depends on the 
willingness to change, willingness to adapt to the needs of the customer or just a 
temporary freak of fashion that will pass again. 
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