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Purpose of Report 

 

This report sets out the details for the proposed development of a Customer Services Hub 

at the Picture House St Catherine’s Road, Grantham.     

 

Recommendations 

 

That Cabinet: 

 

1. Delegate authority to the Chief Finance Officer to agree the Heads of Terms 
for joint occupancy by a public sector organisation, with respect to the 
funding contribution and operational criteria.  

2. Recommend to Council an allocation of £900k in order to fit out the vacant 
units at the Picture House St Catherine’s Road, Grantham in order to 
provide a Customer Services Hub. 
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3. Delegates authority for the Chief Finance Officer, in consultation with the 
Cabinet Member for Housing and Property, to approve a funding 
agreement with the public sector organisation that will ensure both parties 
contribute a proportionate share of the fit out and operational costs based 
on occupancy and usage.  

4. To approve entering into a lease agreement for the units with the public 
sector organisation.  

5. Delegates authority for the Chief Finance Officer, in consultation with the 
Cabinet Member for Housing and Property to allocate funds (following 
approval) and enter into a contract for the construction and fit-out works 
required to the agreed specification.  

 

Decision Information 

Is this a Key Decision? Yes 

Does the report contain any 
exempt or confidential 
information not for publication? 

Yes – Appendix A

This information is exempt under paragraph 3 of 
Schedule 12A of the Local Government Act 1972).

What are the relevant corporate 
priorities?  

High Performing Council 

Which wards are impacted? All  

 

1.  Implications 
 

Taking into consideration implications relating to finance and procurement, legal 

and governance, risk and mitigation, health and safety, diversity and inclusion, 

safeguarding, staffing, community safety, mental health and wellbeing and the 

impact on the Council’s declaration of a climate change emergency, the following 

implications have been identified: 

 

Finance and Procurement  

 

1.1 The customer services function of the Council is temporarily occupying a vacant 

space at the Guildhall Arts Centre, Grantham.  Preliminary work has been 

undertaken to bring forward a detailed design and estimated costings for a new 

Customer Services Hub which will maximise the vacant space at the Picture House 

St Catherine’s Road, Grantham and draft Heads of Terms are under discussion. 

The Council has taken the lead with the project as the freeholder owner of the space 

and therefore they will be the client for the works hence the requirements for Cabinet 

to recommend to Council for the full contract sum.  The Council would re-charge the 

proposed public sector partner an agreed percentage split (as per the Heads of 

Terms). Approval is sought for the award of the budget to enable the works to be 

procured and a delegation is required to enter into a contract with the developer.   

 



Richard Wyles, Chief Finance Officer  

   

 

Legal and Governance 

 

1.2 The Council is the freehold owner of the property and the Council’s Solicitors will be 

instructed regarding terms of a lease agreement with the third-party organisation. 

 

1.3 The necessary funding needs to be in place and approved.   

1.4 In accordance with the Contract and Procurement Procedure Rules, the Council 

encourages the use of framework agreements to balance the resource burden of 

procurement activity with the need to achieve value for money. 

 Reviewed by: Mandy Braithwaite, Legal Executive  

 

Climate Change 

 

1.6 The Picture House complex is built to modern standards with more efficient heating 

and ventilation and represents a significant improvement on the former St Peter’s 

Hill offices and will contribute positively to the Council’s Climate Change and Carbon 

Reduction Plans.   

 

1.7 Supporting a shift to flexible working generally sees a reduction in home-to-work 

mileage that contributes to a reduced carbon footprint. 

 

2. Background to the Report 
 

2.1  The key ambitions of the Council are defined by delivery of the Corporate Plan 

(2020 to 2023). Delivery of the Corporate Plan requires the Council to continue its 

journey of successful workforce cultural change, to be a competitive employer of 

choice making maximum use of technology to obtain value for money and 

supporting a workforce able to work flexibly to support all residents and service 

users. 

 

2.2 Following the successful transfer of the Council Offices to the Picture House 

attention is now focussed on bringing forward a Customer Services Hub to occupy 

the two empty lower floor units, located next to the Savoy Cinema adjacent to the 

new office location.   The space also provides an opportunity to work with a public 

sector partner who has expressed interest in sharing space, offering a single point 

of contact for a range of public sector services to the residents of South Kesteven.    

 

2.3 The proposal is to bring forward a Customer Service Hub working with a public 

sector partner all under one roof, sharing costs, whilst supporting the One Public 

Estate agenda.  The key public sector partner information can be found in Appendix 

A (due to the commercial sensitivities that apply this appendix and following 

information is exempt under paragraph 3 of Schedule 12A of the Local Government 



Act 1972). Design work has been carried out on the two units, which would be 

modified to create a larger multi-functional space.  This would create an open space 

for a customer service function, and the ideal environment for the interested public 

sector partner.  

 

2.4 The costing model would be based on space occupancy and would incorporate both 

the initial fit out costs but also the ongoing operational costs.  The proposed 

percentage split can be found in the exempt additional information in Appendix A. 

Any re-charge for initial fit out costings would reflect the final agreed split, as would 

operational costs. 

 

2.5 The estimated cost to carry out construction work, and fit out the units can be found 

in Appendix A.  

 

2.6 Operational running costs would be agreed amongst the two parties, and captured 

in the Heads of Term Agreement, that would be apportioned as referred to above. 

 

2.7 The participation of the interested public sector partner is still subject to approval by 

that organisation.  Once all budgets have been approved from the Council and the 

interested public sector partner has approved the proposal, then Heads of Terms 

will be completed in order to enable the procurement of the works to be undertaken.   

 

2.8 The estimated timeline for completion of the works is Autumn 2023 when the 

temporary customer services that has been in the Guildhall Arts Centre will move 

into the new space. 

 

3. Key Considerations 
 

3.1 It is recommended that Cabinet recommend to Council to approve the budget to 

create the new customer service function in the two unused units, located 

underneath the new offices, and work with the public sector partner to create a 

shared space. This allows for continued working between front facing roles, and 

back office roles, creates a new central community hub for residents to visit in the 

district, and shares costs with a partner party. Any spend would be subject to 

commitment from the public sector partner organisation. 

 

3.2 It is also recommended that the Chief Finance Officer in consultation with the 

Cabinet Portfolio Member, can agree spending of funds with other suppliers for 

construction works, following procurement procedures. 

  

 

 

 

 

 

 



4. Other Options Considered 
 

4.1 An alternative option is to find identify a location for a new Customer Services Hub 

in an alternative location, but this would remove the obvious advantage of hosting 

the Centre adjacent to the new Council Offices.  Furthermore, the vacant units 

provide sufficient space to enable the development of a multi-purpose Customer 

Hub. 

4.2 To no longer have a face-to-face customer services function - this is not considered 

a viable option as the Council’s Customer Experience Strategy supports a face-to-

face service for those residents who prefer this customer offer. 

 

4.3 to retain the service at the Guildhall Arts Centre – this is not considered a viable 

option as the space is limited and therefore the service offer is reduced accordingly.   

 

5. Reasons for the Recommendations 
 

5.1 A front facing customer service function is essential for the residents of South 

Kesteven District, and with the current St Peters Hill offices closing, and officers 

being relocated to a new office space, a new customer services space is also 

needed. The two empty units below the new office space, are an ideal fit for size, 

location and links to back-office employees. 

5.2 Sharing the space with a public sector partner organisation providing public sector 

services will create a central hub in the town for residents to visit and access 

services.  The costs of creating this Hub will also be shared across the two parties 

in accordance with the above report.  

6. Consultation 

 
6.1 Viewings of the two empty units have been carried out by SKDC and the interested 

party, with agreement that the site is suitable and will create a new dynamic 

environment and this has been agreed in principle. 

 

7.  Appendices 

 
7.1 Appendix A - Additional financial information (exempt from report) 

 

 


