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MANCHESTER CITY COUNCIL 
REPORT FOR INFORMATION 

 
Report To: The Executive - 21 October 2009 
 
Subject: Town Hall Complex Transformation Programme  – Update  
 
Report Of: Howard Bernstein, Chief Executive 
 Elaine Bowker, Strategic Director, Directorate Of 

Transformation 
 Richard Paver, City Treasurer 
 
 
Background 
 
A Report for Resolution on proposals to approve the Town Hall Complex Programme 
was presented to the Executive in February 2009. The report was noted and 
endorsed, and it was agreed that the Town Hall Complex Programme should 
proceed, with delegated authority given to the City Treasurer and Head of Corporate 
Property in consultation with the Executive Member for Finance and Human 
Resources to enter into agreements for leasing of temporary accommodation for 
decant purposes. This report provides an update on the progress of the programme. 
 
Recommendations 
 
That the Executive note the report for information. 
 
 
Wards Affected: 
All 
 

Community Strategy Spine Summary of the contribution to the strategy 

Performance of the economy of 
the region and sub region 

The THCTP is a £155 million transformation and 
construction programme which will help to support 
the local economy in terms of supply chains and 
access to local labour. 
The refurbishment of the Town Hall Complex and 
Central Library will add significant value to the 
Civic Quarter, attracting new audiences to the City 
and new commercial opportunity, with the 
increased expenditure contributing to the 
sustainable economic growth of the City region. 

Reaching full potential in 
education and employment 

The refurbishment of Central Library and the 
creation of the new City Library will result in an 
increased audience capacity and greatly 
enhanced facilities, broadening the appeal and 
improving the educational offer. 
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Individual and collective self 
esteem – mutual respect 

The creation of the Customer Service Centre will 
provide wider access to Council services from 
within improved surroundings, promoting equality 
of access and encouraging customers to become 
self-sufficient. 

Neighbourhoods of Choice The Town Hall Transformation programme will 
help to provide services that meet and exceed the 
needs of all residents, putting customers at the 
heart of all that the Council does and supporting 
the Community Strategy. 

 
 
 
Financial Consequences – Revenue 
None 
 
Financial Consequences – Capital 
None 
 
 
Contact Officers: 
 
Howard Bernstein 
Chief Executive 
0161 234 3006 
h.bernstein@manchester.gov.uk 
 
Elaine Bowker 
Strategic Director (DOT) 
0161 219 6958 
e.bowker@manchester.gov.uk 
 
Richard Paver 
City Treasurer 
0161 234 3564 
r.paver@manchester.gov.uk 
 
 
Background documents (available for public inspecti on): 
 
Town Hall Complex Programme – Transforming Customer Experience, 11th February 2009, 
from the Chief Executive, Strategic Director of the Manchester Improvement Programme 
(now DOT) and the City Treasurer 
 
Update on Activities within the Town Hall Complex Refurbishment Programme, 
17th December 2008, from the Chief Executive and the Strategic Director, MIP 
 
Update on Activities within the Town Hall Complex Refurbishment Programme, 
22nd October 2008, from the Strategic Director, MIP 
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Summary information regarding the Town Hall Complex, Stephenson Bell 
Architects, October 2008 
 
Town Hall Complex Strategy, 23rd July 2008, from the Chief Executive and City Treasurer 
 
Working Without Walls, An Insight into Transforming Government Workplace, 
Office of Government Commerce, 2004 
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1.0 Background 
 
1.1 In July 2008, a report was submitted by the Chief Executive, the City 

Treasurer and the Director of Transformation to the Executive, which provided 
some proposals on how the Town Hall Complex could be developed, the 
benefits that this would provide and the associated costs. This report was 
approved and a request made to develop the proposals. 

 
1.2 In February 2009, a report was submitted to the Executive formally 

recommending that the Town Hall Complex Transformation Programme 
(formerly the Town Hall Refurbishment Programme) should proceed, including 
approval of governance arrangements and the establishment of a Members 
Review Panel. 

 
1.3 This report described how the refurbishment would improve outcomes for our 

customers and employees through an improved physical environment and 
through the opportunity to provide genuine cultural and behavioural change. It 
also described the costs, benefits and a basic implementation plan for 
achieving these outcomes. 

 
1.4 The Executive noted and endorsed this report, and it was agreed that the 

Town Hall Transformation Programme should proceed. This report seeks to 
provide a progress update. 

 
2.0 Establishment of the Programme team  
 
2.1 Following the endorsement of the Executive, a small programme team was 

brought together, consisting mainly of staff from the Directorate of 
Transformation and supported by construction expertise provided by Capital 
Programmes. 

 
2.2 This early team established some of the first programme outcomes and 

milestones, including developing more detailed staffing and governance 
proposals required to take the programme forwards in the longer term. 

 
2.3 The Senior Management structure for the Programme was agreed at a 

meeting of the Personnel Committee on the 27th May 2009 (Appendix A). 
 
2.4 The Programme is currently nearing the end of a recruitment process to these 

roles. A number of interims remain in post; permanent appointments are 
expected to be complete by the end of October 2009. 

 
3.0 Governance arrangements 
 
3.1 Day-to-day decisions regarding the Programme are made by the Programme 

Steering Group, which consists of a number of key officers within the 
programme. This steering group meets twice a week and is chaired by the 
Chief Operating Officer. 

 
3.2 The Project Board, chaired by the Senior Responsible Owner (the Strategic 
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Director for Transformation) and including key representatives from the 
various workstreams of the programme and across the organisation, meets on 
a monthly basis to review progress and develop key decisions. 

 
3.3 The Programme Board, chaired by the Chief Executive and composed of the 

Executive Member for Finance and Human Resources and key stakeholders, 
has been established in order to provide strategic direction and to inform key 
decision making. 

 
3.4 A Members Review Panel has also been established to oversee the 

Programme, as detailed in the previous report. This panel has met once to 
date. The panel is to hold its second meeting before the end of October. 

 
4.0 The Programme  
 
4.1 An overall programme of work has been developed, integrating the planned 

transformation elements with the refurbishment programme. This programme 
(Appendix B) incorporates the individual project programmes which have been 
established within the Town Hall Complex Transformation Programme, and 
consist of: 

� The Town Hall Extension refurbishment 
� The Central Library refurbishment 
� The Town Hall Extension decant 
� The Central Library decant 
� Library Walk/St Peter’s Square 

 
4.2 Key milestones for each of the individual programmes are set out below: 
 
Town Hall Extension 
refurbishment 

Commence procurement   – March 2009 
Design   – July - August 2009 
Decant of staff to First Street   – April - June 2010 
Commence refurbishment   – August 2010 
Recant to THX   – 2013/2014 

Central Library 
refurbishment 

Commence procurement   – March 2009 
Design   – July - August 2010 
Closure of Central Library   – end of June 2010 
Commence refurbishment   – August 2010  
Re-open Central Library   – 2013/2014 

Town Hall Extension 
decant 

Vacant possession of First Street   – October 2009 
Fit out   – October 2009 - April 2010 
Decant of staff   – April - June 2010 

Central Library decant Vacant possession of Elliot House   – October 2009 
Fit out   – October 2009 - April 2010 
Decant   – March - June 2010 

Library Walk/St Peter’s 
Square 

Design brief completed   – December 2009 
Design competition   – January 2010 - July 2010 
Completion of works in St Peter’s Square – July 2014 

 
To date all key milestones of the Programme have been achieved. 
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4.3 Planning applications for the refurbishment of the Town Hall Extension and 
Central Library are due to be submitted in July 2010. Approval is anticipated 
October 2010. The programme team foresee no barriers to gaining approval. 

 
4.4.1 Contact has been established with English Heritage (EH) regarding the listed 

nature of the two buildings, at varying levels of both organisations. 
 
4.4.2 An Heritage Consultant has been engaged to assist the programme team in 

gaining ‘in principle’ agreement from EH regarding the remodelling of the 
Town Hall Extension and Central Library. 

 
4.4.3 A ‘schedule of significance’ has been produced, highlighting key areas of 

interest from an heritage standpoint. This has been shared with EH in 
meetings concerning detailed elements of the proposed works. This has 
focused on the proposed removal of internal walls and partitions, alongside 
conservation of retained features. 

 
4.4.4 Representatives from English Heritage attended a presentation delivered by 

the SRO, the Head of Capital Programmes and members of the THCTP team 
on the 2nd October, explaining the transformation vision for the programme. 
English Heritage has committed itself to be a full and constructive partner in 
the overall programme. 

 
5.0 Town Hall Extension refurbishment: Members' acc ommodation 
 
5.1.1 The Town Hall Extension is currently the site of the Council Chamber and 

Members' services, which will be subject to some disruption during the 
refurbishment. Following consultation with members, it was established that 
the preferred solution would be to retain current arrangements as far as 
practically possible. 

 
5.1.2 In response, it was initially proposed that existing Members' offices would be 

physically separated from the construction works by timber partitions and 
business continued as usual. Further development of this proposal has now 
demonstrated it to be impractical from both a cost and health and safety 
perspective. The potential risk of harm to individuals working adjacent to the 
construction works has been found to be unacceptable and therefore this 
proposal has been discarded. 

 
5.1.3 It is now proposed that accommodation for Members be located within the Old 

Town Hall. This will involve decanting a number of officers on the first level to 
alternative office space in order to free up to the wing of the ground floor 
adjacent to Princess Street for use by Members. 

 
5.1.4 Detailed plans for the space have been shared with Members. Initial feedback 

has been positive. Minor amendments have been requested for consideration 
by both the Group Secretary for the Majority and the Leader of the Opposition  
and it is anticipated that these amendments can be accommodated. 
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5.2 It is proposed that the Council Chamber remains in use where possible during 
the refurbishment. However there will be a period of 6-9 months where the 
Council Chamber is inaccessible owing to ceiling works. The Programme 
Steering Group is currently in consultation with Members' services and officers 
who service Council meetings in an attempt to schedule these works for a less 
busy period and keep disruption to a minimum. 

 
5.3 Lloyd Street is expected to remain open throughout the refurbishment period. 
 
6.0 Town Hall Extension decant: First Street 
 
6.1 In late April/early May 2009, One First Street was selected as the temporary 

location for Council staff during the Town Hall Extension refurbishment. This 
was agreed by the Programme Board and reported to the Resource and 
Governance Overview and Scrutiny Committee in May. 

 
6.2 One First Street will house back office staff, a more integrated Customer 

Service Centre, and a small lending library. The space secured at First Street 
enables all of these to be located on a single site, supporting our overall 
transformation goals. In addition to this, the building provides large open floor 
plates, lit with natural lighting and controlled ventilation systems, providing a 
pleasant work environment for staff and increasing motivation. 

 
6.3 A consistent look and feel throughout the building will promote equality and 

mutual respect in the workplace, help to break down hierarchical barriers, 
support the sense of 'One Council' and a clear Council brand, promote the 
Council's values and provides an excellent opportunity to strengthen the 
employer-employee relationship. 

 
6.4 In order to foster interaction and better communication across teams, the 

office space will predominantly be open plan. Managers will occupy the open-
plan space with their teams, helping to improve communication and break 
down hierarchical barriers. Small meeting rooms will allow managers private 
space for management activities, but will not be exclusively assigned to 
managers. 

 
6.5 The space will be split into natural 'zones' by break-out areas, meeting space, 

and storage. This layout will help to break down silos and promote a sense of 
belonging to a team, which is important for maintaining strong communication, 
teamwork, shared purpose and common goals. Quiet spaces will be provided. 

 
6.6 The Programme team is in the process of agreeing the location of teams 

within First Street, liaising with Heads of Service and Strategic Directors in 
order to best facilitate  areas of inter-departmental working and business 
needs. Once the co-location of teams has been agreed ('who goes where'), 
the Programme team will be in a position to determine the order of 'who goes 
when'. 

 
6.7 All workstations will have the same look, feel and equipment, including 

network access and telephony. The introduction of VoIP telephony will enable 
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staff to 'carry' their own extension number with them and will facilitate flexible 
and mobile working, as will the roll out of thin client technology (as per the ICT 
Strategy). A system whereby desks can be booked on entrance to the building 
will be trialled before the decant. The Programme team are currently working 
with the Directorate of Transformation to explore flexible and mobile working, 
and it is anticipated that such advances will play a major role in motivating the 
workforce and creating efficiencies. 

 
6.8 The layout will encourage the move towards a paperless office, including 

Service Hubs that will provide each floor with centralised printing, faxing and 
copying. Recycling facilities are to be included on each floor, as will secure 
disposal points for confidential shredding. It is expected that mobile working 
will also encourage the adoption of a paperless environment. 

 
6.9 The accommodation is DDA compliant, and will include disabled toilets on 

each floor, appropriate use of ramps, lifts and hand-rails. Technology will be 
used to support staff with visual and hearing impairments. 

 
6.10 There will be a range of catering facilities provided. These include sandwiches 

and hot drinks in the Town Hall Service Centre for staff and customers. ASK 
will provide a catering facility in the atrium for staff. It is expected that there will 
also be a delivery service of sandwiches and cakes to each of the floors in 
One First Street. 

 
6.11 The crèche currently located in the Town Hall Extension will also be 

temporarily located at One First Street. 
 
6.12 The Programme team have facilitated staff visits to One First Street over the 

past month, with approximately 450 staff taking the opportunity to visit and 
engage with their temporary location and hear about the new ways of working 
that are planned. The teams have undertaken separate visits for groups of 
disabled staff, trade union representatives and departmental senior 
management teams, and feedback has been positive. The Members Review 
Panel have also visited the building. 

 
7.0 Town Hall Extension decant: the customer perspe ctive 
 
7.1 A key deliverable of the Programme is improved customer service. In the first 

instance this will take the form of a new Customer Service Centre (CSC) that 
sees the current disparate counter services from the Town Hall Extension 
move into an integrated open plan environment in One First Street. 

 
7.2 Our services will be provided in an environment which demonstrates 

investment in our customers and an understanding of their needs through the 
provision of: 

 
� Contemporary, durable, comfortable and consistent 

furnishings throughout 
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� Adequate waiting areas, clearly signposted, with seating and 
waiting times displayed, supported by a queue management 
solution 

� Play facilities for families with small children and discreet 
mother and baby areas, including baby changing facilities 

� Refreshment facilities provided  
� Clean open spaces with floor and wall coverings that promote 

hygiene and deliver long-term maintenance benefits 
� Wi-fi access 
� Extensive PC provision 
� Modern, clean public conveniences with baby change 

facilities. 
 
7.3 Minimal physical barriers will exist, with the CSC being based around kiosks 

and desks. Private areas will be available for discussions of a confidential 
nature when required, and for dealing with agitated or distressed customers. 

 
7.4 Upon leaving the CSC, customers will feel valued and secure in the 

knowledge that their requests are being dealt with and clear actions are in 
place to meet their needs. Through an ethos of outstanding customer service 
the Customer Service Centre will deliver a customer centric approach.  

 
7.5 A Customer Relationship Management (CRM) system will be implemented to 

improve service delivery to customers directly, from recording customer name 
and address details once only, to managing appointment bookings and 
answering questions.  The CRM will also enable the Council to track and 
manage our customer’s interactions within the organisation. Over time, the 
CRM will provide the Council with valuable customer intelligence that will 
support future improvements in service delivery. 

 
7.6 During the period of decant the CSC will mature and grow with service provision 

increasing over time to include all customer facing services, ultimately enabling 
customers to access all council services in a single visit.  The Library and 
Information Service will work with colleagues in the CSC to deliver seamless 
access to services both at One First Street and later in the integrated CSC and 
City Library. It is anticipated that on return to the Town Hall Extension that the 
Town Hall Service Centre will provide fully-integrated access to services. 

 
8.0 Central Library decant/refurbishment 
 
8.1 The refurbishment of Central Library is scheduled to last until 2013/2014. This 

necessitates the closure of Central Library from the end of June 2010, with a 
phased closure of services within the library beginning in March 2010. 

 
8.2 Elliot House will provide a temporary library provision in the City Centre from 

August 2010, comprising a lending library, public access to computers, a 
children’s library and an enhanced archive and local studies library. A scaled 
down Henry Watson Library and community space and meeting rooms will 
also be provided. In addition, a small lending library will operate from First 
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Street where the Library Service will work with the Customer Service Centre 
staff to provide access to a wide range of Council services. 

 
8.3 An archives service will operate from the County Record Office in Marshal 

Street where there will be public access to the city’s records. 
 
8.4 It is intended to take advantage of the decant period in cataloguing the city's 

collection. Universal Square and Maple storage are to provide temporary 
accommodation for library books and Central Library back office staff during 
this period. 

 
8.5 The Library Theatre Company’s last performance will be in the first week of 

July 2010 before it embarks on a period of time as a touring theatre.  
 
8.6 Plans are underway to relocate the theatre staff and secure rehearsal space in 

the city, and negotiations have begun with a number of partners to secure 
performance spaces throughout the year. The options relating to a more 
permanent home for the Library Theatre Company are subject to a separate 
report to the Executive. (Please see the accompanying report: Relocation of 
the Library Theatre Company.) 

 
9.0 Overall programme costs and progress 
 
9.1 The overall programme will be managed within the agreed budget. There has 

been some variance but this will be managed within the contingency budget. 
 
9.2 The £10m capital contribution referenced in the accompanying Report for 

Resolution, Relocation of the Library Theatre Company, will be broadly 
contained within the Town Hall Transformation Programme budget. 

 
9.3 The current position in relation to the decant locations is set out below: 
 
First Street Layout drawings for all floors have been 

agreed and signed off by the Programme 
team. The fit out contractor is preparing 
to start work as soon as vacant 
possession is achieved (see 5.2). Works 
are on schedule to complete as in the 
overall programme (see Appendix B). 

Elliot House Layout drawings agreed by the 
Programme team (including 
representatives from Libraries). 
Contractor awaiting vacant possession to 
begin fit out. The team anticipate work to 
finish early, allowing more time for the 
Libraries team to prepare for the public 
opening. 

Universal Square The existing office environment does not 
require further fit out works; DDA 
compliant. 
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Maple Storage Minor works are required. The landlord 
has agreed to undertake these as part of 
the lease. 

 
9.4 Planning consent and listed building consents required for the decant 

premises have been approved. Minor amendments to the First Street Public 
Realm works are outstanding but approval of the planning application is 
expected shortly. 

 
9.5.1 Procurement remains a key concern for the Programme. There is currently a 

two week delay in the procurement timetable, however it is anticipated that 
this delay can be recovered by shortening the bid periods for design teams. 

 
9.5.2 Design and construction teams have been appointed to work on the from 

existing MCC frameworks (completed: June 2009). These works are due to 
complete in April 2010 (see 5.2). 

 
9.5.3 The Programme is currently out to tender for the Town Hall Extension and 

Central Library refurbishment works, and the removals contractors for the 
decants. 

 
10.0  Conclusion 
 
10.1 The Programme is now firmly established and key milestones and critical 

paths have been identified. Strong governance arrangements are in place and 
adhered to. 

 
10.2 The focus on refurbishment activities for the Town Hall Extension and Central 

Library is currently around procurement, in terms of appointments of design 
teams, architects, engineers, etc. 

 
10.3 The decant programmes are fully underway, with decant locations identified 

and secured. Fit out plans are in progress. Engagement with staff affected by 
the move is on-going and the trade unions are fully engaged in the process. 

 
10.4 The financial aspects of the Programme are being managed within the 

previously agreed budget. The Programme team are working closely with the 
City Treasurer in this regard. 
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APPENDIX A 
TOWN HALL COMPLEX TRANSFORMATION PROGRAMME 

PROPOSED GOVERNANCE AND MANAGEMENT STRUCTURE 
 
 

Snr Project 
Manager 
Library 
Walk 

* Business Transformation 
Programme Director 

(£70,000) 

Town Hall Service 
Centre 

Transformation 
Change 

Programme 

Library 
Programme  

* Construction Delivery  
Programme Director 

(£70,000) 

* Procurement 
Management 

(£50,000 pro rata)  

Programme Board chaired by the Chief 
Executive (Strategic Management, 

Funding and Decision Making) 

Project Board chaired by the Strategic Director, 
Manchester Improvement Programme (SRO) 

* Chief Operating Officer  
(£100,000) 

City 
Treasurer 

Programme 
Financial Officer 

Programme 
Manager 
Decants  

Programme 
Manager 
St Peter’s 

Square 

Programme 
Manager 
Central 
Library 

Programme 
Manager 
Town Hall 
Extension 

* Commercial 
Manager 
(£60,000) 

Programme 
Manager 
Town Hall 

Capital Programme 
Director 

Corporate Property 
Commercial 

 

Commercial Board 
chaired by Head of 
Corporate Property 

 

* Proposed new posts 
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MCC Objectives (from THC Report for Resolution)
Decision to proceed
Commence procurement (incl. OJEU notice)
Design - commence & complete
Decant Library
Decant THX
Commence Construction
Re-open THX & Library & completion of St. Peter's Square works (long stop date)
1258 - PMO Procure Design Team - Town Hall Extn and Central Library 
Submit OJEU notice- Inc'ptg Client brief (RIBA Stage A)
Report to Board and approval for shortlisted ITT & Out to tender
Selection of Preferred Supplier(s) - report to board
Complete transformation/design brief (RIBA Stage B) and appoint design team
1258 - PMO Decant Logistics Procurement
OJEU Notice Issued - Inc'prg Client decant brief
Report to Board and approval for shortlisted ITT & Out to tender
Selection of Preferred Supplier(s) - report to board
Contract Award(s)
1258 - PMO Furniture Procurement
OJEU Notice Issued - Inc'prg Client decant brief
Report to Board and approval for shortlisted ITT & Out to tender
Selection of Preferred Supplier(s) - report to board
Contract Award(s)
Deliver furniture
Complete installation
1253 - Town Hall Extension refurbishment works
Issue OJEU Notice EOI (procurement strategy approved)
Commence design stages - Transformation milestones
Main contractor out to tender
Submit, minded to grant and obtain full town planning & listed building consent
Submit Gateway 5 & Main Contractor Appointment 1st stage
Vacant possession and decomission building / commence strip out
Main contractor Appointment 2nd stage
Construction completion & commence recant
1254 - Town Hall Extension decant (to 1st Street)
Decision on preferred locations for Decant
Decant space req'mts defined, teams appointed & transformatiom req'mts
Outline design proposals incl ICT req'mts
Decant strategy defined and agreed
Design freeze for transformation requirements
1st Street Vacant Possession & start on site
Commence and complete decant - Extension vacant
1255 - Central Library refurbishment
Issue OJEU Notice EOI (procurement strategy approved)
Commence design stages 
Main contractor out to tender
Submit, minded to grant and obtain full planning & listed building consent
Main Contractor Appointment 1st stage
Vacant possession and decomission building / commence strip out
Main Contractor Appointment 2nd stage
Construction completion & commence recant
1256 - Central Library decant
Design freeze and submit for approval
Commence works on decant locations
Close Central Library
Commence & Complete Library decant
Open temporary Library (Elliott House)
1257 - St Peter's Sq / Library Walk
Commence design competition process
Competition Brief and Report to Board/approval for ITT
Receipt of tender submission(s)
Commence exhibition / presentations
Selection of Preferred Supplier(s) - report to board
Contract award and Commence design stages
Issue OJEU Notice EOI (procurement strategy approved)
Submit, minded to grant and obtain full planning & listed building consent
Tender returns
Main Contractor Appointment 
Construction completion
Make ready re Grand Opening
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