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Introduction

1.0 Introduction
1.1 Background to The Retail Group (TRG)
The Retail Group is a management consultancy, which specialises in the wider retail sector. We work for a variety of clients that are active in the
retail, location and consumer shopper sector. We help our clients to maximise retail performance through a detailed understanding of the
consumer, their shopping requirements and the opportunities to improve a retail offer to satisfy more requirements more of the time.
We work for local authorities, town centre managers, BIDs, retailers (large and small), as well as retail property clients including landlords and
developers and other ‘non-traditional’ retailers such as visitor attractions, hotels, caterers and brands.
We have worked for retailers across the retail spectrum, projects include developing new concepts, improving short term performance, creating
new strategies and developing bespoke training solutions.
We have defined future town centre strategies and action plans for over 250 locations covering all sizes and types.
In particular, locations we have worked in London include Islington, Camden, Finsbury Park, Whitechapel, Putney, Clapham, Hackney,
Tottenham, Ilford, The City, Portobello Rd, Westminster, Becton, Harrow Road, Spitalfields, Barking, Greenford, Victoria, Manor House, Romford,
Piccadilly, Walthamstow, Stratford, Notting Hill, Covent Garden, Enfield, West End.
1.2 Background to Project
Enfield Council is keen to understand how the retail offer in Palmers Green is performing. It is keen to engage with the retailers in the centre in
order to capture the issues that are holding back performance growth, as well the improvements wanted by retailers in the centre.
The Retail Group was appointed to undertake the project, following an open tender exercise. This project builds on other healthcheck projects
delivered by The Retail Group for the Council, in Enfield Town Centre and Ponders End.
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Objectives

2.0 Objectives
2.1 Objectives
Our study proposal submitted in response to the brief issued by the Council identified a variety of specified objectives for the project. These
include:
• Assess the health of Palmers Green District Centre’s retail offer through a survey of retailers and location review
• Identify the issues holding back performance growth
• Provide a prognosis for the future health of the centre
• Provide recommendations on how to improve the performance of the centre going forward
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Operator Survey

3.0 Operator Survey
3.1 Methodology
A bespoke, focused questionnaire was developed for operators in
Palmers Green District Centre to obtain insight to existing shopping
patterns and behaviour, current trading performance, satisfaction
levels, gaps in the offer and future opportunities to improve.

Research area

The survey findings for each of the questions are reported in this
section of the report; a copy of the survey questionnaire is attached as
an appendix along with a list of respondents.
Direct distribution method was adopted for the survey with
questionnaires handed out directly to managers and proprietors and
picked up later the same day. This methodology ensures face to face
contact and a much higher participation rate. Individual confidentiality
was pledged.
The research area is shown on the map opposite.
The survey achieved an excellent response rate with 89 surveys
completed, from circa 130 handed out.
A number of questions are multi-choice, therefore will not add up to
100%. The percentages quoted represent the number of retailers
expressing the stated view or response.
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3.0 Operator Survey
3.2 Type of Business
What type of business do you operate?
60%
50%
40%
30%
20%
10%
0%

Retail shop

Café / restaurant

Retail Services Financial Services Leisure venue

Pub or bar

Business services

Other (please
state)

The survey successfully achieved participation from a variety of business formats operating in Palmers Green. As would be expected given the
retail mix, the majority of responses received were from retail shops. Food & beverage, consumer services and leisure generated the majority of
the remaining responses.
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3.0 Operator Survey
3.3 Trading Location
How do you refer to the location where you trade?

Palmers Green
Aldermans Hill
Green Lanes

The majority of respondees refer to the area in which they trade as Palmers Green. Interestingly several of the Green Lanes responses were
double counts, i.e. a number of respondees in the core retail area ticked both Palmers Green and Green Lanes. In Aldermans Hill, above half of
respondents ticked Palmers Green and half ticked Aldermans Hill, although this is a low number of respondents statistically.
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3.0 Operator Survey
3.4 Reason for Visiting
In your opinion, what is the main reason for customers to be in Palmers Green District Centre?
70%
60%
50%
40%
30%
20%
10%
0%

Live nearby

Shopping in the
area

Eating/
drinking

Work nearby

Commuting/
passing through

Study nearby

Other (please
state)

Attending place of
worship

Palmers Green is a multi-purpose visit centre. It is appealing to a local consumer base either living or working nearby, and using it to shop and
eat/drink, or are commuting through it. This is a positive result and ensures a constant flow of customers through the centre over the day part and
both weekday and weekends. The multi purpose visit is an asset to build on.
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3.0 Operator Survey
3.5 Visit Frequency
How often do your customers typically visit this district centre?
35%
30%
25%
20%
15%
10%
5%
0%

daily

twice per week

once a week

once a fortnight

once a month

less often

According to retailers and businesses, the centre is attracting a high frequency of visit. The vast majority of consumers are visiting at least weekly,
with circa a third visiting daily. Another positive result and future opportunity indicator.
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3.0 Operator Survey
3.6 Peak Trading Times
What are your busiest times of day on weekdays and Saturdays?
70%
60%
50%
40%
30%
20%
10%
0%

Before 9.00

9.00 to 11.00

11.00 to 3.00
Weekday

3.00 to 6.00

After 6.00

No answer

Weekend

The centre attracts a typical visit pattern of a district centre, being busiest over lunchtime. Interestingly the centre is also busy in the afternoons on
weekdays and in the mornings at weekends (its normally the other way round). The weekend pattern is positive, showing that the centre is used on
Saturdays as well.
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3.0 Operator Survey
3.7 Transaction Value
What is your typical transaction value?
30%
25%
20%
15%
10%
5%
0%

Under £5

£6-£10

£11-£20

£21-£30

£31-£40

£41-£50

£51+

No answer

The centre attracts a range of ATV’s. As is common with district centres the highest average ATV’s are less than £10. The centre is attracting
healthy levels of expenditure from £10>£20, as well as over £50 (these tend to be financial or medical services).
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3.0 Operator Survey
3.8 Satisfaction Levels
How satisfied are you with the performance of your shop? How satisfied are you with the performance of Palmers Green
District Centre?
35%
30%
25%
20%
15%
10%
5%
0%

Very Satisfied

Satisfied

Neither /nor
Shop

Dissatisfied

Very Dissatisfied

No answer

Palmers Green

Retailers are broadly satisfied with the performance of their shops, albeit the ratio of satisfied to dissatisfied is only 2:1. This is low on the low side
in our experience compared to other district centres. Furthermore they are less happy with the performance of Palmers Green, being mostly (54%)
dissatisfied with its performance, a ratio closer to 3:1 dissatisfied to satisfied.
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3.0 Operator Survey
3.9 Gaps in the Offer
Which product categories are missing or need improving in Palmers Green District Centre?
40%
35%
30%
25%
20%
15%
10%
5%
0%

Although the single biggest response was ‘no answer’, many categories were suggested as needing improvement, although mostly at low levels of
response. The three dominant responses (at between 10% and 25%) related to comparison goods (clothing and department stores), convenience
goods (supermarket) or F&B. Many of the other comments related to management issues, such as parking and security. A small number of
responses wanted to remove the cycle lanes (<5%).
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3.0 Operator Survey
3.10 Improvements to the Retail Offer
How would you like to see the retail offer of Palmers Green District Centre improve? Tick up to three
45%
40%
35%
30%
25%
20%
15%
10%
5%
0%

Respondees were clearer in their need for an improved offer (more choice and better), but also better managed (customer flow and waste) and
better promoted (events and marketing). They’re also looking for an improved F&B offer (daytime and evening), as well as more visiting markets /
street trading. 12 factors scored over 10%.
The ‘other’ responses related to removal of the bike lane, more free parking, better security and more well know shops.
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3.0 Operator Survey
3.11 Improvements to the Public Realm
Thinking specifically about the public realm, how would you like to see Palmers Green District Centre improve? Tick up to three
40%
35%
30%
25%
20%
15%
10%
5%
0%

Better access
to shops

Cleaner /
tidier

More customer
Other
More customer Improved
seating
(please state)
toilets
pavements

Improved
signage

More public art

Better
lighting

No answer

A variety of improvements to the public realm were requested, including better access to shops, better shopping experience (cleaner, more seating
and toilets, better signage and lighting). Circa a sixth of respondents also wanted more public art. The ‘other’ responses related to more play
facilities in the park, remove cycle lane and cleaner toilets.
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3.0 Operator Survey
3.12 Strengths
What would you say are the main strengths of Palmers Green Retail Centre?
60%
50%
40%
30%
20%
10%
0%

No answer Community Local shops
for residents

Location

Good bus Variety of Broomfield
General
rates
independants
Park
Cleanliness

Lots of
schools

Good food Lodge Drive
car park

Many businesses are unable to identify strengths for Palmers Green. Where they do, the strengths of Palmers Green mainly relate to its
community nature, local shop offer and location.

19

3.0 Operator Survey
3.13 Weaknesses
What would you say are the main weaknesses of Palmers Green Retail Centre?
35%
30%
25%
20%
15%
10%
5%
0%

Although many respondents didn’t answer, more weaknesses are rated more highly than strengths. The main weaknesses related to either
lack of parking/remove cycle lane, or deficiencies in the retail offer (too many vacancies, lack of variety or not enough retail shops). A small
number mentioned high rent/rates and a further few mentioned issues with safety caused by drug abuse.
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3.0 Operator Survey
3.14 Current Performance and Future Prognosis
Is your turnover up, down or level compared to last year?

10%

How positive are you about future trading prospects in
Palmers Green District Centre?
4%

11%

15%
20%

11%
16%

Up

Quite Optimistic

Level
58%

Down
No answer

Current performance is not great in Palmers Green, with nearly
60% of retailers down year on year, compared to 11% up. We
suspect this is a short term impact of the construction of the
cycle lane, which should rebalance over the next year or two.

Very Optimistic
Neither /nor

27%

28%

Quite pessimistic
Very Pessimistic
No answer

Retailers are quite pessimistic about the future trading prospects
in Palmers Green, with 50% more retailers pessimistic than
those who are optimistic, although nearly a third are undecided.
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3.0 Operator Survey
3.15 Business Group Involvement
Would you like to be involved in a business group for Palmers Green District Centre to help improve marketing and management of it?

6%
30%
Yes
No
64%

No answer

Two thirds of retailers currently would not want to be involved in a management or marketing group for Palmers Green, and circa a third would
want to be included. In our experience, once the benefits of such a group were explained to retailers, more retailers would in fact engage and
become involved in such a group.
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Location & Place Review

4.0 Palmers Green Location Review
4.1 Introduction
A review of the offer was undertaken on Monday 23rd July 2018.
The purpose of the review was to look at the offer from the
perspective of the consumer, as well as to put the findings of the
operator survey in context.
Aspects assessed included retail mix, provision of multiple retailers,
retail standards, layout, sense of arrival, ease of shopping, signage
and facilities.

3

The assessment has been undertaken in 3 zones for ease of
reference, as shown on the map on the right.

2

1
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4.0 Palmers Green Location Review
4.2 Core Centre – The Triangle to Park Avenue
This zone represents the core retail offer of
Palmers Green. The centre provides a good
mix of minor comparison, convenience,
service and food & beverage operators. The
leisure provision is quite weak, as is the
quality / contemporary F&B provision.
The environment is pleasant, especially
around The Triangle. The streetscape is
also well maintained and managed, with little
evidence of ASB such as litter, street
drinking or graffiti.

There is little in the way of street trading or
markets, both of which can help to
differentiate and animate district centre retail
offers.
Palmers Green has unfortunately suffered as
a result of the difficult general economic
trading climate, with Starbucks and Waitrose
closing their units, as well as the total failure
of Store Twenty One and Multiyork chains.
This has left two large and very visible empty
units in the heart of the offer

The convenience offer is especially good
with a well integrated Morrison's
supermarket, plus Sainsbury Local and Coop convenience stores.
Other multiple operators present include
Iceland, Boots, Clarks, Poundland,
Weatherspoon, McDonalds, Greggs,
Subway, and Costa Coffee.
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4.0 Palmers Green Location Review
4.2 Core Centre – The Triangle to Park Avenue contd.
The northern half of the core zone (away
from the station) is not as strong as the
southern half.
There is a plethora of charity shops, with a
particular cluster just south of Devonshire
Road, with units adjacent to and on opposite
sides of the road.
There are also several bookmakers which do
little to improve the vibrancy or general
customer benefit of the offer.

Whilst empty shops are limited, there are a
number shop and building fronts in poor
condition and in need of investment and
upgrading. This is especially the case with
the very large and landmark Fox Public
House, which is closed currently although we
understand there are plans to renovate and
reopen it.
Overall we would conclude this zone appears
to be in reasonable health.

The independent F&B offer here is excellent
with 5 specialist patisseries / coffee shops /
international food themed restaurants.
There is also one of North London's leading
skate and rollerblade shop.
Whilst the financial services offer is strong
with 5 banks / building societies, the beauty
services offer is under whelming.
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4.0 Palmers Green Location Review
4.3 Aldermans Hill
Aldermans Hill provides a pleasant and
improving offer, immediately to the west of
The Triangle.
It also contains Palmers Green Railway
Station, which is used by approximately 1.7m
users each year. Encouragingly this is rising
by approximately 4-5% each year.
This zone also contains the large Morrison's
supermarket, which although is clearly aimed
at and used by car borne consumers, it does
have a pedestrian access point directly off
Aldermans Hill. The good news is there is a
constant ant-track of consumers shopping
this store and the core district centre offer.

There is an excellent new florist shop with
high standards of retail delivery and product
quality, as shown below. There are no
vacancies in this stretch of retail.
This zone is also opposite Broomfield Park
which hosts the annual and popular Palmers
Green Festival.
Overall, Aldermans Hill appears to be good
health.

The offer in this zone is dominated by
independent service (particularly estate
agents) and good quality cafes / restaurants.
The f&b offer also appears to be overtly
targeting families with children.
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4.0 Palmers Green Location Review
4.4 Park Avenue to Hedge Lane
This zone covers an area which stretches
north from Palmers Green and effectively
acts as an extension to its offer, albeit only
on the eastern side of the road. The western
side is more or less all residential, which the
exception of a private members club.

Overall we would surmise this zone of retail
appears to be in reasonable health, albeit one
where the pedestrian environment could be
improved in places.

The offer consists mainly of f&b, service retail
and convenience goods.
The f&b offer is wide and diverse, covering
the full day part offer, as well as many ethnic
themes. There are several Greek and
Turkish restaurants.
The service offer includes barbers,
hairdressers, nail bars, pharmacies, funeral
parlour and estate agents.
The area presents a mixed retail experience,
one that is very traffic dominant, pleasant on
the eastern side of the road and occasionally
poor on the western side due to poorly
maintained gardens with long term piles of
rubbish evident.
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Conclusions

5.0 Conclusions
Summary Conclusions
1. Palmers Green appears to be in
reasonable health, although some
retailers are currently struggling
On many of the typical measures used to
assess the health of a retail location,
Palmers Green scores positively.
There are several strong convenience
stores. Footfall is visibly strong and rising
(using the station numbers as a guide). The
retail environment is good. The streetscape
is well maintained and the management of
ASB is good.
Vacancy levels are low (notwithstanding the
large empty units where the closures were
chain related). There is clearly evidence of
renewal and improvement on Aldermans
Hill.
But the majority of retailers tell us that trade
is down year on year suggesting a need for
short term support and promotional activity
to accelerate the reversal of this trend.

The Council has to be seen to be reacting
and planning for growth otherwise retailers
in Palmers Green will become disengaged.
2. Retailers want to see an improved and
better managed offer
Although some existing retailers want to see
more comparison goods retailers, including
fashion and department stores in Palmers
Green. In our experience this is unlikely and
is a red herring. A significant minority want
to see more free parking and the removal of
the cycle lane. Again this is not realistic in
the current economic environment.
Businesses are keen to see actions to
improve footfall and activity. What is
perhaps more appropriate for the centre are
improvements in the marketing and
management of the centre. This could
include more events and activities. It could
also include better online promotion and
information provision for the centre.

The centre would also benefit from the
Council commissioning the production of a
Retail Strategy for the centre, including
product category gap analysis, as well as a
Palmers Green Prospectus which could be
used to target new and appropriate retailers
for the centre.
3. The centre has many assets to build
on
There appears to be much love and support
for the community nature of Palmers Green.
This is a huge asset to build on. In our
experience local centres that have resident
support and individual residents acting as
local champions tend to be the ones
outperforming the national trend in terms of
renewal and regeneration.
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5.0 Conclusions
Summary Conclusions contd.
The locally operated ‘Palmers Green
Community’ website does an excellent job of
pulling together the aspirations of local
residents and business in regards promoting
and improving Palmers Green.
The environment of the centre is strong and
the pavements wide, so further street
activity and events could be held to
generate footfall.
The nearby Broomfield Park also provides a
great opportunity to host more community
events.
4. Cycle Enfield is disliked by a small
minority of traders
Whilst Cycle Enfield appears to be popular
with many local residents (including
families), as well as commuters passing
through the area, some retailers in our
survey are blaming it for the difficult trading
environment.

Businesses would like Palmers Green to be
easier for customers to use and to choose
to use.
Perhaps it would be of benefit to the council
to commission research into shoppers in
Palmers Green District Centre to explore
their views of the cycle scheme and any
changes it has made to shoppers visiting
habits, including mode of travel, frequency
and overall satisfaction with the centre as a
local place to shop and visit.
5. Leisure / NTE offer needs improving
As identified earlier in the report by retailers
and our own review, the existing leisure /
NTE offer in the centre is weak.
There is a fabulous opportunity to target and
attract a boutique cinema operator such as
Everyman or Picturehouse in the Triangle
House (ex Multiyork / Starbucks unit and
above). Such an operation will also usually
come with a quality café bar.

From our understanding of the customer
profile targeted by these operators and the
locations they are targeting and opening in
London, Palmers Green is likely to be of
interest to them.
6. Visiting markets and street food offer
will help animate the space
There is significant scope for more street
trading, visiting markets and themed events
in Palmers Green. These will generate
additional footfall, goodwill and improve the
reputation of the centre as a lively and
worthwhile place to visit (as opposed to a
soulless retail park, albeit with plentiful free
car parking).
These additional events and activities could
be either co-ordinated by the council, or
through a new town partnership to be
created.
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5.0 Conclusions
Summary Conclusions contd.
7. There is a great opportunity to
capitalise on community goodwill and
support
As has already been mentioned earlier in
the conclusions, there is great local support
and goodwill to see Palmers Green thrive.
This is something to be encouraged,
supported and nurtured.
The centre needs better management of the
offer at a local level. Whilst this could be
ideally undertaken by a salaried Council
officer, we appreciate budgets in the current
climate make this difficult.
As an alternative, the council could instigate
or lead the formation of a hybrid Town Team
or local partnership to harness the
considerable goodwill that exists to see
Palmers Green improve and regenerate.
This would involve the Council leading,
influencing and facilitating better
management of the offer.

Local champions (residents, operators and
businesses) should be encouraged and
supported to generate and garner public
support.
This also includes better and more positive
online presence and information.
This is as much about the Council being
publically supportive about its commitment
to help the centre at a senior political level,
as it is encouraging officers to find reasons
to say yes to improvement activities rather
than finding reasons to say no.
The annual Palmers Green Festival should
be given support to grow and be sustainable
for the benefit of the centre as a whole.
Other new events should be encouraged
and supported.

Palmers Green has many of the success
factors in place to thrive and grow. Its
crucial that the Council work with and
encourage local stakeholders, businesses,
local champions to make this happen.
It would be helpful if the Council could
produce a report / newsletter to identify and
promote the strengths of Palmers Green
and its future potential, so as to create more
local ‘ambassadors’ and to address the
negative outlook that a number of
businesses currently have.
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Appendix I – Operator Survey

Palmers Green Retail Survey 2018
The Retail Group is undertaking a retail survey of Palmers Green Retail Centre on behalf of Enfield Council, with the objective
of identifying its health and ways to support it. Please share your views and experience with us on a completely
confidential basis. No-one from the Council will ever see your responses.

1

Business name

2

What type of business do you operate?





3

Retail shop
Café / restaurant
Pub or bar
Leisure venue

 Retail services – e.g. hairdressers, nail bar, key cutting, pharmacy, tattooist
 Financial services – e.g. estate agent, bank, employment agency, solicitor /
accountant
 Business services e.g. printing, IT

How do you refer to the location where you trade? (tick one only)
 Palmers Green

4

 Aldermans Hill

In your opinion, what is the main reason for customers to be in Palmers Green Retail Centre?
 Shopping in the area
 Work nearby
 Attending place of worship

5

 Eating / drinking
 Commuting / passing through
 Live nearby

 Once a week
 Once a fortnight

 Once a month
 Less often

What are your busiest times of day on weekdays and Saturdays?
Weekdays
 Before 9am
 9am – 11am
 11am – 3pm

Saturdays
 3pm – 6pm
 After 6pm

 Before 9am
 9am – 11am
 11am – 3pm

7

How many customers do you serve roughly per day ________ , or per week ________ ?

8

What is your average transaction value?
 0 – £5
 £31 – £40

9

 £6 – £10
 £41 – £50

 £11 – £20
 £51 +

 3pm – 6pm
 After 6pm

 £21 – £30

How satisfied are you with the performance of your shop?
 Very satisfied

10

 Study nearby
 Other

How often do your customers typically visit this district centre?
 Daily
 Twice a week

6

 Green Lanes

 Satisfied

 Neither / nor

 Dissatisfied

 Very dissatisfied

How satisfied are you with the performance of Palmers Green Retail Centre?
 Very satisfied

 Satisfied

 Neither / nor

 Dissatisfied

 Very dissatisfied

11

12

Which product categories are missing or need improving in Palmers Green Retail Centre?
______________________________________

________________________________________

______________________________________

________________________________________

How would you like to see the retail offer of Palmers Green Retail Centre improve? Tick up to three






Better sense of arrival
Improved customer flow
Better visibility of shops
Better waste management
New street market







Dedicated ‘street food’ offer
More variety
More visiting markets
More events
Bigger shops







More daytime food options
More restaurants
Better marketing and promotion
Public realm improvements
Other – please specify below

______________________________________________________________________________________

13

Thinking specifically about the public realm, how would you like to see Palmers Green Retail Centre improve?
Tick up to three
 Better lighting
 Improved signage
 Improved pavements

 Better access to shops
 More customer toilets
 More public art

 Cleaner / tidier
 More customer seating
 Other – please specify below

______________________________________________________________________________________

14

What would you say are the main strengths and weaknesses of Palmers Green Retail Centre?
Strengths

Weaknesses

____________________________________________

___________________________________________

____________________________________________

___________________________________________

15

________________________________
_______________________________
Would you like to be involved in a Business Group for Palmers Green Retail Centre to

help improve marketing and management of it?
Yes

16

Is your turnover up, down or level compared to last year?

17

How positive are you about future trading prospects in Palmers Green Retail Centre?
 Very optimistic

18

 Quite optimistic

 Neither / nor


Up

 Quite pessimistic


No

Down


Level

 Very pessimistic

And finally, are there any other comments about this centre you would like to add or make?
______________________________________________________________________________________
______________________________________________________________________________________

Thank you for your assistance, it is much appreciated.
Please return the completed survey to the researcher who gave it to you.
If this is not possible, please post to The Retail Group, Dunnings Oak Offices, Dunnings Road,
East Grinstead, West Sussex, RH19 4AT or email paul.frater@theretailgroup.co.uk

The Retail Group
Informed Solutions

Dunnings Oak Offices,
Dunnings Road,
East Grinstead,
West Sussex, RH19 4AT

Tel. 0844 209 8480
Web. www.theretailgroup.co.uk
Email. info@theretailgroup.co.uk

