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ECHQ

A building that has impacted on Organisation and 
Workplace by transforming the way a business works 
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Executive Summary 

EC Harris is an established firm of built asset consultants
approaching its centenary in 2011 that has long been advisor
to corporate occupiers on delivering better value results from
their built assets. In December 2006 it began its own
transformation using its London office move as a catalyst for
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transformation using its London office move as a catalyst for
the acceleration of business plans to create a leading
international built asset consultancy.

So what was the situations we needed to overcome in 
delivering a successful outcome?  

• The demands of the modern workplace have changed for us

• Workplace as a tool to attract and retain talent

• Workplace that enables teams to solve complex problems.

• Through all of this a need for cost efficiency in developing the new space
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There were a number of complications to be 
considered by the team

• Potentially lots of resistance to change

• Scepticism

• Delivering a new workplace environment is not a linear exercise
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Given these conclusions what are the aspects that 
deliver’s this so it actually works?

A clear and compelling vision, with a clearly articulated benefits case
that can be seen from the organisational viewpoint in efficiency terms.
From the people’s point of view an environment that positively
enhances their development professionally and personally, that
attracts and retains the best talent and provides an environment that
allo s all teams to deli er sol tions to o r Clients problems to meeting
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allows all teams to deliver solutions to our Clients problems to meeting
our vision of being a leading international built asset consultancy.
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Our Vision
delivered

2007 2008 2009

Client

Service

Consistent 
Delivery 
Standard

Enhancing 
our Band

Enhancing 
Revenue

Being Effective 
in our Markets 
(segmentation)

M&A 
Capability

HPT 
Implementatio

n

‘In-a-Box’ 
Solutions

SDS

Building Sales 
Capability

S i

)

Service 
Evolution 

(Development & 
Innovation)

Matching ‘Need’ 
to Products & 

Services

Sales by 
Knowledge 

Enhancement

Start Up 
Incubator

Community 
Sales

Value 
Register

Growing Our

Client 
Engagement & 
Support Tools

Competitor 
Evaluation & 

Strategy

Sales 
Process 

Effectiveness

Landing 
‘Mega Deals’

We had created a compelling vision for our business the 
creation of ECHQ was at its heart
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CommercialPeople Organisation 

Organisation 
Design Roll-

Out

billing

Improving 
Utilisation

Our Technology 
Unlocking Value

Our Appetite 
for Risk & 

Deselection

Value Based 
Pricing/Model

Improving our 
Environment Centralisation/ 

restructure group 
functionsRetaining the 

Best

Growing Our 
PeopleInduction & 

Onboarding

Our Intranet 
Unlocking Value

Attracting & 
recruiting the 

best

Our Business 
Continuity 

Plan

Changing the 
Way we Work

Standard 
T&C’s

client cash 
management

We know from what we do with clients that there are critical components to 
creating sustainable change

Commenced 
at the same 

time of 
creation of 

ECHQ

So how did we convert ideas to the brief?

Partners People Clients Suppliers Community

Exciting Everything I need Responsive Easy access Smart, clean and clear

Good value Exciting Friendly; engaging Quick Considerate

Set the standard Where I choose to be Reliable Nice people Friendly

Desired Response
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I’m proud of it I feel valued Different, unique Easy to deal with ‘Noticeable’ not showy

My clients and people love it My partner/kids/ friends love it Setting new standards

Really useful

The place to be; number one; the best A good place

EC Harris vision was the design brief - the brief for 
ECHQ was developed around our vision.

Strategy

Structure

Leadership

Behaviours and Culture

Alignment
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Governance

People, Processes and Business 
Systems

Skills and Capabilities

EC Harris vision was the design brief - the brief for 
ECHQ was developed around our vision.

Strategy

Structure

Leadership

Behaviours and Culture
Impacted On

Environment
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Governance

People, Processes and Business 
Systems

Skills and Capabilities

Impacted On

EC Harris vision was the design brief - the brief for 
ECHQ was developed around our vision.

Clean

Secure

Organised

Accessible

Hygiene Factors
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Safe
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EC Harris vision was the design brief - the brief for 
ECHQ was developed around our vision.

Friendly

Empathetic

Helpful

Makes Positive Impact

Features 
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EC Harris vision was the design brief - the brief for 
ECHQ was developed around our vision.

Style, tone, feel

Sense of Belonging

Sense of Pride

Sense of being valued

Benefits
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Sense of envy and desire in our 
clients and competitors

EC Harris vision was the design brief - the brief for 
ECHQ was developed around our vision.

Fluid

Flexible but not temporary

Clearly signed and easy to use

Engaging

Open, not exposed

Attributes of the Environment 
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p , p

Modern (not flash)

Busy, not crowded

Demonstrates care for people first

No compromise to the expected 
standards but not wasteful

EC Harris vision was the design brief - the brief for 
ECHQ was developed around our vision.

Quality

Innovative, creative

Dynamic

Knowledge based 

Leading, modern

Brand Enhancing
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g,

International

Client value focused

= Delivers better value results 
for clients 

We followed a robust methodology to deliver the 
change

An aligned leadership 
team – this was the 

Board 

A powerful case for change 
– The Benefits Case that 

was published
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Moving  to a new environment enables you to create a visible catalyst for change around which 
you can mobilise your organisation 

A Mobilised Organisation –
Engagement with our 

People through Leaders of 
not just Design but also 

Behavioural Change 

A clear and integrated 
plan for the way forward

The decision to move was supported by a rational 
benefits case….

x y zw
0

2005/06 2006/07 2007/08 2008/09

Number of Leavers % of Fee Earners

Staff Attrition Total Support Costs Cash Flow Improvement and 
Interest Income 

y z wx

2005/06 2006/07 2007/08 1008/9

2006/07 2007/08 2008/09

Interest Benefit Available Cash Flow
a. Assumes all support staffBased upon 2000 fee earning employees

Interest 
income £m

Cash flow 
£M
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Revenue Growth Net Margin (% actual) Available Fee Earning Days
(% Improvement against Available)

2006/07 2007/08 2008/09

Throughput Revenue Today

2006/07 2007/08 2008/09

Includes Margin and Utilisation Benefits

0

2006/07 2007/08 2008/09

Man Days Released % Efficiency

Equates to 81 reduced vacancies 
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We mobilised the business around this vision, involving and 
engaging people – we didn’t just communicate

• Set direction 
& vision

• Communicat
e results

• Communicat
e directives

Communication Mobilisation
Why

Tell Involve
• To move fast
• To manage 

crises
• Compliance 

e.g. SHEQ
• Communicat

e decisions

When

• Group emails

• Intranet

• Conferences

• Notice 
boards

• Newsletters

• …

What

• Test ideas

• Get new 
ideas

• Build 
ownership

• Build 
commitment

Why
• When 

change is 
complex

• When 
change is 
radical

• When new 
behaviours 
are required

When

• Brown/white 
paper fairs

• Workshops

• 1:1s / FIs 

• Training

• …

What
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• To get expert 
opinions

• To validate 
decisions

Why

Ask Act

• When 
consensus 
matters

• When you 
don’t have all 
the answers

When

• Surveys

• Ideas boxes

• Feedback 
forms

• Intranet 
forum

• …

What

• To make 
change 
happen!

Why
are required

• When the 
timing is right

• When the 
understandin
g and 
capability is 
in place

When

• Activities 
from action 
plan

• …

What
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Some of the attributes of the space 
represented through key areas

Landside - An office designed like an airport

• Focal point and social hub- the 
café

• Check in desk, not a formal 
reception

• Client meeting rooms

D i f li h
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• Drop in space for clients who 
want to work – network and wi-fi 
space

• Gateway to our Office – the 
physical representation of our 
Brand. 

‘Airside’ – innovations that improve the workplace effectiveness 
and performance

• Open plan efficiency without packing 
floors in a regimented manner

• Clusters of desks encouraging team 
working and feeling of ‘belonging’

• Teams based round clients and 
sectors – not professional disciplines

T h l h bl d ff i
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• Technology that enabled effective 
mobility and flexibility of working 
practices 

• Encouraging flexible working 

• Break out spaces and informal 
meeting areas

• Quiet rooms and meeting rooms

Open plan space that meant that people were more visible 

• Informal meetings took place within 
the Office 

• More team working

• Personal relationships developed

Delivering better value results for clients

Personal relationships developed

• The quality of interactions

Quiet spaces for reflection and preparation were created

• The flexibility of the workspace

• Dynamic spaces

• People’s space was respected

Delivering better value results for clients
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We wanted to encourage informal interaction between working 
periods

• Policy of  not working and eating 
at workstations

• Opportunities for more informal 
discussion 

Delivering better value results for clients

• Gave a variety of spaces 

• Open areas where people can 
talk together

Meetings in the Café and breakout areas have become pivotal 
to how we do business

• Café – good food good value –
always busy

• Security/Concierge – welcoming 
hand picked team

• We listen to people and make 
changes

f
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• After hours bar – with Partners 
as bar staff

• Dedicated client areas

• Greater integration

• Visible and accessible 
leadership
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…and the benefits in doing this….

The business has already benefited in many ways…

Landside concept works 
- clients arrive early and 

remain in the building 
after meetings to work

The building helps us win 
work –clients like the fact 

that we’ve “put our 
money where our mouth 

is!”

“I want you to create an 
environment and culture 

which is a close to 
ECHQ as possible”

COO of large American Corporate Co. 

Clients and Brand Perception
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Chairman of one our 
competitors stated we’ve 
set a new benchmark for 

our industry

ECHQ nominated for 
industry awards 

Impact on Organisation and Workplace 
Award’ BIFM (British Institute of Facilities 

Management) Awards, 2008 

ECHQ becoming a 
known location for 
industry marketing 

events

Paul Featherstone Head of CRE Asia Pacific 
HSBC

•Targeted benefits 
delivered < 6 months

•Net Profit Margin in real 
terms up 57%

•Fee turnover per head 
increased 

O h d t % f

•Positive Staff feedback on 
visible and accessible 
leadership 

• Improved team working,  
cross service integration,  
transfer of  knowledge & 

•Staff attrition dropped from 
25% to 18%

•Staff attraction/attrition 
ratio improved from 1:1 to 
2.5:1

•The agents tell us there is 

Operational EfficiencyQuality of ServicePeople

..and we continue to use property to mobilise or 
business around change
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•Overhead costs as % of 
staff costs reduced by 
14% 

•Utilisation of workspaces 
increased from 62% to 
85%

application of experience 

•Greater integration and 
flexibility

a buzz about  “free bar” 
has become an industry 
talking point!!

The most remarkable benefits however is that we rapidly created a different 
culture and a belief in our ability….. The value in this is almost priceless!!

……and finally this is what some of our staff said 

Delivering better value results for clients
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Thank you, any questions


