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Notes of explanation

Cautionary note
This case study summary will provide the reader with only general impressions and a quick overview
of the case study.  For detailed descriptions and an understanding of the experiences reported by
members of the host community you will require a copy of the full report (same title, Working Paper
FS34), which can be obtained on request from Taylor Baines & Associates for the cost of printing
and posting.

email: j.baines@tba.co.nz
phone/fax: 03-3433-884

The research provider - Taylor Baines & Associates 

Taylor Baines & Associates has been a private provider of research, consulting and training services
since 1989.  The firm specialises in social research and the application of social assessment methods
to a wide variety of issues in community development.
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Purpose of the case studies
These retail case studies contribute to social research being undertaken by Taylor Baines &
Associates on the siting and social impacts of various facility types.  Large retail facilities (for example,
supermarkets and malls) have been included in Taylor Baines’ facilities research since the siting of
new retail facilities in greenfields locations or the re-development and expansion of existing malls and
supermarkets has become increasingly contentious in recent years.  In many instances, the potential
for environmental and social effects associated with the design and operation of the large retail
facilities have been the cause of concern to neighbours.  At another level, the challenge exists to
demonstrate whether or not retailing activity, particularly the level of activity associated with large
facilities, plays any significant role within the structure and function of urban communities beyond
simply meeting consumer demand for retail goods and services.  This is a challenge to provide
empirical evidence that is relevant to contemporary New Zealand.

Three stages of the retail facility research
1) a Sector Review1 which presents a discussion of the forms, roles and functions of retail
development based on international literature and New Zealand experience; describes the
institutional setting of local authority policies and plans, and recent trends up till 2001; and presents
a summary framework of the potential social impacts associated with large retail developments
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2) a Comparative Analysis2 which examines the nature of large retail facilities and retail sector
development trends by describing a sample of retail facilities3 selected to contrast different scales of
retail centre and different stages in the cyclical pattern of retail centre development

3) several case studies which explore the social impacts associated with large retail developments as
experienced by selected host communities in New Zealand.  This case study, set in Glenfield, North
Shore, is the third case study in the series.

Case study selection
The selection of case studies was influenced by several considerations.  The three case studies
selected each exemplify a different level in this shopping centre hierarchy.  In this case study, the re-
developed Westfield Glenfield (an enclosed mall) is located within a district shopping centre in
Glenfield, North Shore.  The other two case studies involve a stand-alone supermarket in a
neighbourhood shopping centre (St Martins, Christchurch) and a stand-alone supermarket in an out-
of-centre location, but exhibiting the potential to evolve into a suburban shopping centre (Ferrymead,
Christchurch).  Another important consideration in selecting the case study retail facilities was that
they should not be subject to any active planning or decision-making processes during the period of
the research.

Research methods
Key informant interviews
• Mall manager
• Mall Operations manager
• Mall Security manager
• Mall Customer Services manager
• North Shore City Council Environmental Services Major Projects Team Leader
• North Shore City Council Environmental Health Officer
• Community constable
• Business Association Chairperson
• Glenfield Ratepayers Association Chairperson
• Glenfield Intermediate principal
• Glenfield College deputy principal
• Wipeout volunteer
• Glenfield Public Librarian
• Glenfield Community Project Operations Manager
• Glenfield Community Centre co-ordinator
• Citizens Advice Bureau volunteer
• North Shore taxis
• Senior sergeant for North Shore Traffic police

Structured interviews
In total, 159 ‘neighbours’ (126 residents, 21 businesses, and 12 community organisations) were
interviewed for this case study.
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Secondary data analysis
Analysis of secondary data was also carried out, including census, LTSA data, and NSCC traffic
counts.

Feedback meetings
Feedback meetings were held with Mall management, business and community organisations
interviewed, residents interviewed, and the North Shore City Council.

Time frame
All interviews were conducted between 5th May and 10th May 2003.  Feedback meetings were held
on the 15th and 16th September 2003.

Profile of the retail facility

Glenfield Mall - the current situation 
Ownership and location
Glenfield Mall is owned by Westfield NZ Ltd, and is located at 40-48 Downing Street in the North
Shore suburb of Glenfield.

Zoning
The Westfield Glenfield Mall is zoned Commercial 2B under the Transitional North Shore City District
Plan (Takapuna Section), and Business 2 under the Proposed North Shore City District Plan.  These
zones provide for a range of shops, restaurants, and commercial services.

Mall facilities
Westfield Glenfield Mall has a gross leasable floor area of 29,700 square metres, and is sited on 2.8
hectares of land.  It is a large enclosed mall with five levels.  There is parking on levels 1,2,4 and 5,
providing 1,506 car parks, one hundred of which is for staff.  There is a large variety of retail activities
within the Mall, including four anchor stores, 84 general retail stores, four general retail services, two
commercial/financial facilities, two health related services, 18 eating places, and one entertainment/
recreation facility.

History of Westfield Glenfield
Glenfield Mall was built in 1971 with re-developments taking place in 1986, 1991, and 2000.
Westfield took over ownership in May 1996.  The focus of this case study is on the effects of the most
recent re-development in October 2000 on the mall’s host community.

Glenfield Mall’s most recent re-development
An application for consent to redevelop Glenfield Mall was received by the North Shore City Council
in May 1995.  Specifically, the application concerned a subdivision consent for a proposed boundary
adjustment (to incorporate land at the rear of shops fronting Glenfield Road), and a land use consent
for the redevelopment, upgrade and expansion of the existing mall.  A land use consent and a
subdivision consent was granted in September 1995.  These were appealed by four submitters, but
eventually settled by consent orders in July 1996.
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In 1998, the applicant then applied to modify the land use consent by seeking to change or cancel
some of the conditions - changes that amounted to quite significant amendments to the approved
plans.  These changes essentially scaled down the proposal both in terms of size and design.  Consent
for the amended proposal to redevelop was granted in March 1998.  A number of conditions were
attached, including conditions relating to operational noise, external appearance, lighting,
landscaping, car parking, and traffic management.

Links with the host community
There are strong commercial links and a number of non-commercial between the Mall and nearby
businesses and organisations.  The Glenfield Ratepayers Association (no immediate neighbours are
members) was involved in formal discussion with Mall management prior to the re-development.
No association meetings since have involved mall issues.  Mall management also met regularly with
the local community board prior to the re-development, but has since stopped attending due to new
rules (Westfield) relating to information dissemination.

Profile of the host community

Glenfield - place in the city
Glenfield is located on the North Shore of Auckland City approximately two and a half kilometres4

west of the northern motorway.  Glenfield Road, a main arterial route linking Albany to Auckland
City, passes through the host community of Glenfield, on a ridge which divides the west and the east
areas.  These areas drop off either side of the ridge forming a valley setting for residents.  The Mall
itself is sited adjacent to Glenfield Road above a valley facing east towards Rangitoto Island.

The ‘host community’ of Glenfield Mall
The extent of the host community described in this research encompasses the area around the mall
and related shopping centre within which residents, businesses, community organisations and users
of other community facilities are most likely to experience the full range of direct effects (both positive
and negative) of mall activity and the flows of people and vehicles associated with this activity.  This
area has an approximate radius of half a kilometre around the mall.

Retail and non-retail activities/facilities in the neighbourhood of the Mall
Retail in the host community, aside from Glenfield Mall, includes the shops on Glenfield Road,
Downing Street, and Bentley Ave.  There is a variety of non retail facilities and services in the
neighbourhood including a pool/leisure complex, music centre, police, CAB, senior citizens advice
centre, WINZ, library, council service centre, food bank, community food shop, creches, medical
services, community centres, and churches.  There is a secondary college, an intermediate and a
primary school within half a kilometre5 of the centre with another secondary and primary school just
outside this area.
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Conclusions

Main conclusions about effects from the mall re-development
The balance of effects
Residents living nearby have experienced a mix of gains and losses in amenity effects from the re-
development of Glenfield Mall.  It is not possible to do a simple numerical accounting exercise to
weigh up these gains and losses.  Nevertheless, some insights are clear -
• the marginal increases in retail amenity (i.e. beneficial effects) identified for residents in the

host community will certainly affect a much larger number of residents than do the negative,
off-site effects experienced;

• amongst all the residents interviewed for this research, only 10% reported observing no off-
site effects at all.  However, the proportion who experience actual impacts is approximately
40%;

• the Mall generates a wide range of off-site effects with varying levels of resulting impacts.
Traffic volume and related noise received the highest level of response, followed by litter,
parking overflow, traffic safety, and lighting.  The location of the Mall within a larger retail
centre and on a main thoroughfare, has meant that a number of effects, including traffic
volume, traffic safety, traffic noise and litter can not solely be attributed to the Mall with any
great certainty.  However, aspects of some effects such as parking overflow, lighting,
operational noise, and trolleys clearly identified them as effects from the Mall;

• the changes to lighting, landscaping and building form have been experienced by some near
neighbours as positive amenity improvements although others have experienced the same
changes as negative.

In summary, the Glenfield Mall, as part of the Glenfield shopping centre, exhibits a strong functional
(retail) amenity.  The re-development of the Mall in 2000 has further enhanced this amenity,
confirming itself as a significant district-level destination for retail services, retail goods, and main
grocery shopping.  The re-development has also had an effect on social amenity, with some gains
and some losses.

Functional amenity
The re-development has resulted in a slight increase in use by local residents, and an increase in the
frequency of visits.  Overall, the re-development has also brought about an increase in visits to other
shops and organisations in the Glenfield shopping centre by local residents - a further increase in the
functional amenity of the centre.  The re-development of the Mall for businesses and organisations
is seen as having distinct advantages relating to increased visibility, although there does not appear
to be a strong indication of resulting increases in turnover and levels of patronage.

Social amenity
The impact of the re-development on the centre’s social amenity has varied.  The mall re-
development has brought about significant changes to the Mall and the centre, changes with varying
consequences to different groups within the community.

Significant changes such as the increased size and layout of the Mall, as well as the change in the mix
of shops has meant that the mall is attractive to a younger group of people.

Many of the elderly however, struggle to find shops that cater for their clothing and craft needs, find
the distances between shops and levels more tiring to access, and for many there is a lack of cosy
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places to sit and enjoy the company of others.  In contrast, the youth enjoy the variety of music,
cellphone and video stores, as well as the increase in clothing shops to suit their needs, and the
foodcourt and individual food shops.

With an increased customer catchment and an increasingly diverse ethnic mix, the once strong sense
of community appears to have been weakened from the perspective of some residents. This is to
some extent reinforced by residents’ rating of dimensions of social amenity (such as browsing and
socialising) as “neither important or unimportant”.  This is not to say that the Mall and the centre do
not exhibit social amenity.  Strong links between businesses and organisations within the Mall and
the centre, the high level of use of community organisations within the centre by local residents, and
the centre’s popularity with teenagers are all examples of the social amenity value for different groups
in the local community.

Meeting local needs
Visits to other shopping centres did not change significantly after the Mall re-development, which
correlates with the already high level of use of the Mall, and only marginal increases associated with
the re-development.

Conclusions about shopping centre development
Although, the dense suburban setting in which Glenfield Mall is located limits to some extent
shopping centre development, some growth and ‘enhancement’ is evident since the Mall upgrade
in 2000.  While shops in the wider shopping centre continue to lease, some houses on the outskirts
of the centre are being converted into office/commercial space.  Existing shops have also upgraded
their shop fronts, in order to keep in line with the Mall re-development.  This research has highlighted
the importance of links between the Mall and other businesses and organisations and the potential
usefulness of a local business association which needs to function pro-actively and not just in
response to resource consent procedures when the Mall re-develops. 

Conclusions about effects assessments and management of effects
There is a reasonable matching between the ex-ante assessment of effects carried out for the resource
consent process and the ex-post assessment of effects reported here.  Although the most prominent
effects such as traffic-related effects and parking overflow were considered during the resource
consent process, some effects associated with the day-to-day operation of the Mall were not, for
example, litter, the discarding of trolleys or the interference with Sky TV reception.  This research
reinforces the proposition that these effects are not merely potential effects or even perceived effects,
they are real effects and have produced in every case real impacts.

The location of Glenfield Mall in a district shopping centre and on a main arterial route makes it
difficult in some instances to attribute the source of effects with certainty.  Nevertheless, there are
effects which are clearly attributable to the Mall.  While some mitigation strategies put in place during
the consent process have been implemented and undoubtedly have helped mitigate adverse impacts,
there remain some residual effects.  The nature and limited extent of these residual effects and
impacts, combined with the constructive approach and attitude of the mall manager to mitigation
suggests that, in most cases, these residual effects would be amenable to remedy, particularly if
effective communication channels exist between neighbours and mall management.

Establishing effective communication channels requires willingness and respect from all parties.
Neighbours need to know who to contact and know that their concerns will be treated seriously.  Mall
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management should not have to get involved in vexatious complaints or be required to address
problems that are not the responsibility of the Mall operation.  Experience elsewhere (e.g. Baines and
Buckenham, 2000, p.12) suggests that these requirements might best be served when there is a
permanent liaison mechanism of some sort that encourages pro-active behaviour rather than focuses
simply on complaints-oriented, reactive behaviour.


