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Re: Community Wayfinding Strategy Guiding Principles

Staff Recommendation

1. That the Guiding Principles, as detailed in the staff report titled “Community Wayfinding
Strategy Guiding Principles,” dated September 7, 2023, from the Director, Business

Services be endorsed; and

2. That these Guiding Principles be used to inform the strategic direction and actions of the
draft Community Wayfinding Strategy.

Katie Ferland
Director, Business Services
(604-247-4923)
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Staff Report
Origin

The Richmond Community Wayfinding Strategy is being undertaken as a tourism destination
enhancement initiative using Municipal and Regional District Tax (MRDT) funding, in
collaboration with tourism stakeholders. This initiative is aligned with the City’s 5-Year Tourism
Plan (2022-2027) and has been endorsed by the City’s MRDT Program partners, Tourism
Richmond and the Richmond Hotel Association, which are each contributing $25,000 toward
project costs.

Wayfinding connects people to their surroundings and helps guide them through their physical
environment, including through directional signage and visual landmarks. Wayfinding can also
be used to promote public attractions, places of special interest, and the best routes for moving
through the city. In this context, the focus is on public wayfinding rather than wayfinding on
private property or to specific private businesses.

While many people may use digital tools such as online maps to assist with wayfinding, these are
not equally accessible to all and can also be enhanced through physical wayfinding to improve
the user’s overall experience. Those with accessibility concerns may find physical wayfinding
particularly helpful in navigating the city, as may international travellers without digital access or
those using active transportation. For visitors and residents alike, the integration of physical and
digital tools can assist in finding a destination once one has arrived in an area — and exploring
previously unknown nearby destinations.

The Community Wayfinding Strategy (the Strategy) will guide and coordinate future public
wayfinding and signage investments in Richmond, ensuring that these are designed and
implemented in a well-planned and resource efficient manner. Over time, as the Strategy is
implemented, the wayfinding approach in Richmond will enhance the experience for both visitors
and residents as they move through the city.

The Community Wayfinding Strategy is being informed by a research and needs assessment phase
as well as a public and stakeholder engagement process. The outcome of the project will be a
Community Wayfinding Strategy that includes a conceptual design framework and an
implementation framework with recommendations for phased implementation and priority
projects.

In a previous memorandum dated February 1, 2023, Council received notification regarding the
launch of the public and stakeholder engagement process on February 21, 2023. That initial
engagement phase is now complete.

In addition to the input received through the public and stakeholder engagement, the consultant
team has made site visits to various areas of the city, undertaken work on the research and needs
assessment phase, and has held follow-up focus groups to expand and confirm initial findings.
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The purpose of this report is to seek Council’s approval on the proposed Guiding Principles
identified through the public and stakeholder engagement process and other work to date which,
if endorsed by Council, will shape the direction and development of the Strategy.

This report supports Council’s Strategic Plan 2022-2026 Focus Area #1 Proactive in Stakeholder
and Civic Engagement:

1.4 Leverage a variety of approaches to make civic engagement and participation easy
and accessible.

This report supports Council’s Strategic Plan 2022-2026 Focus Area #2 Strategic and
Sustainable Community Growth:

Strategic and sustainable growth that supports long-term community needs and a well-
planned and prosperous city.

2.3 Ensure that both built and natural infrastructure supports sustainable development
throughout the city.

This report supports Council’s Strategic Plan 2022-2026 Focus Area #3 A Safe and Prepared
Community:

3.4 Ensure civic infrastructure, assets and resources are effectively maintained and
continue to meet the needs of the community as it grows.

This report supports Council’s Strategic Plan 2022-2026 Focus Area #4 Responsible Financial
Management and Governance:

4.2 Seek improvements and efficiencies in all aspects of City business.

This report supports Council’s Strategic Plan 2022-2026 Focus Area #6 A Vibrant, Resilient and
Active Community:

Vibrant, resilient and active communities supported by a wide variety of opportunities to
get involved, build relationships and access resources.

6.1 Advance a variety of program, services, and community amenities to support diverse
needs and interests and activate the community.

Analysis

Public and Stakeholder Engagement

An important aspect of developing the Community Wayfinding Strategy is through the
engagement and input of a broad group of residents, businesses, and other key organizations.
Between February 22 and April 21, 2023, public and stakeholder engagements were conducted,
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including a Let’s Talk Richmon: survey, pop-up events in Steveston and at Lansdowne Station,
and a series of seven focus groups.

There was strong engagement from the community, which included 160 participants at the pop-
up events, 39 participants from 28 organizations at the seven focus groups, 999 visitors to the
Let’s Talk Richmond page about the initiative, and 203 survey responses from the general
public.

Participants were given an opportunity to share input and priorities for Richmond’s wayfinding
strategy, including identification of key destinations, wayfinding challenges and opportunities,
general style and design aesthetics, and guiding principles for the strategy. Their input is
captured in the “What We Heard” Report from the consultant team (Attachment 1).

Guiding Principles

Through the expertise and early research undertaken by the consultant team, as well as early
engagement with the City’s cross-departmental staff working group on the Community
Wayfinding Strategy, 20 potential Guiding Principles were created. These Guiding Principles
were then presented to participants in the public and stakeholder engagement activities to gain
feedback and insights on participants’ key priorities for wayfinding in Richmond. Six Guiding
Principles have now been identified as most important for a wayfinding system in Richmond.

The Guiding Principles will be key in shaping the direction of this initiative, supporting decision-
making and informing the development of the Community Wayfinding Strategy. The following
draft Guiding Principles are proposed:

1. Clear and intuitive
e Easy-to-understand language, legible fonts, and simple graphics should be used.
e Establish consistent use of terminology, nomenclature and visual cues.
e Position and locate signs appropriately to ensure good visibility and legibility.

2. Inclusive and accessible for all backgrounds and abilities

e Employ accessibility best practices regarding contrast, font size, and typeface, to
ensure improved legibility.

e Where appropriate, include braille or other tactile elements for those who are
visually impaired.

¢ Employ pictograms to support an inclusive and accessible experience, as these
display information quickly and universally, transcending language barriers and
levels of ability.

3. Encourage discovery and exploration
e Wayfinding and signage can foster a sense of discovery by highlighting key
destinations and making users aware of the wide range of attractions proximate to
their current location.
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e Application of unique graphics or other design elements to create an inviting
atmosphere and encourage people to explore the area.

4. Consider the role of technology in navigation and placemaking
e Explore and enhance the interface between physical and digital elements in
helping people move through the city.

5. Promote city and neighbourhood character and identity
e Support city place-making with the development of an overarching “Richmond”
character for the family of signs.
e Explore opportunities that allow individual neighbourhoods to communicate their
own identity (i.e. a sub-brand or differentiating feature).

6. Support local business and economy
e Wayfinding and signage should highlight a range of destinations and attractions,
in support of the local economy.

The Guiding Principles will inform the draft Community Wayfinding Strategy and provide
direction to the project team and the City staff cross-departmental project working group in the
development of the Strategy.

Project Update and Next Steps

There are many components that will help shape the Community Wayfinding Strategy, ensuring
that it is informed by global best practices and is also uniquely “made in Richmond” to enhance the
experience of the city. The public and stakeholder engagement phase and research and needs
assessment work (including site visits to multiple locations) have been foundational in producing
and prioritizing the principles on which the Strategy will be based to deliver on its goals.

Following Council’s endorsement of the proposed Guiding Principles, work will proceed on the
draft Community Wayfinding Strategy, including strategic recommendations and approach and the
development of a design framework.

Staff anticipate presenting a draft Community Wayfinding Strategy in Winter 2024 for Council’s
consideration prior inviting public input on the draft and then proceeding to the development of a
final version of the Strategy. An implementation plan framework with recommendations for
phased implementation and priority projects will then follow.

Financial Impact
None.
Conclusion

The Guiding Principles, based on expert research and prioritized through a public and
stakeholder engagement process, will provide a strong foundation for the consultant project team
and staff working group to develop the draft Community Wayfinding Strategy. These Guiding
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Principles will inform and shape the overall wayfinding approach in the Strategy and the
associated design and implementation frameworks.

The final result expected is a Community Wayfinding Strategy that will guide and coordinate
future wayfinding investments in Richmond and improve the experience of the city for residents
and visitors alike.

JAiil o111l U_y
Manager, Economic Development
(604-247-4682)

Att. 1: “What We Heard” Report
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We asked participants at the focus groups and pop-up events to map their
experience of wayfinding in Richmond.

In total, participants identified 65 pain points, 143 destinations and attractions (for visitors and
residents), and 17 general comments (many of which overlap with pain points). Each point is visualized
in the digital map. Notably, a number of participants seconded the comments and dots on the map but
did not add their own vote to the map. A general summary of the map results is presented below,
highlighting the destinations and pain points that received the most votes. Call outs for City Centre,
Steveston, and the northern connections are detailed on the following pages.

Top destinations:

Steveston

Minoru Park

Civic facilities in City Centre (library, cultural centre, parks)
Terra Nova

The Richmond Olympic Oval and area
Bridgeport and River Rock Casino area
Garden City

Richmond Nature Park

Iona Beach and MacDonald Beach Park
Tait Waterfront Park and area

Finn Slough

The West Richmond Community Centre

Top pain points located across the City:

e The Massey Tunnel — signage, construction, lack of
welcome

e Steveston — limited parking, knowing what's around the
area

e City Centre — finding destinations, construction, lack of
pedestrian infrastructure

e Northern connections — difficult to navigate (all modes),
development, access points and signhage

e Knight Street bridge

e Additional Richmond destinations feel cut off — Burkeville,
trails north of Grauer, Richmond Nature Park, and more

Main themes of comments:

e Entrances to the City — not knowing when you've entered
Richmond

e New development — impacts of construction, new towers,
and road changes

e Getting around — wayfinding to better support
connectivity to a variety of Richmond destinations that
feel cut off (with limited signage or access for different

modes of transportation) GP -32 13
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Clarity on hierarchy

As a next step, we recommend the City and Entro clarify the outcomes of
the Community Wayfinding Strategy in order to understand the direction
of the sign family and hierarchy. It will be important to confirm how varied
the family of signs might be, versus consistent and uniform. Questions
that remain include: Should the Wayfinding Strategy serve to create a
cohesive city-wide image, or to celebrate Richmond's distinct
neighbourhoods? Should Richmond embrace its heritage or create a
modern, future-oriented wayfinding system?

Digital wayfinding

A framework for the potential integration of digital wayfinding will have to be further explored. Clarity is
required to understand the City’s goals for digital wayfinding, potential scope, maintenance costs, and
available budget. The confirmed direction of digital wayfinding (and rationale) should be communicated
clearly back to the community in order to answer a commonly asked question.

Pilot project

City Centre was the area most commonly referred to throughout our engagement. The area rose to the
top as a priority area for future wayfinding interventions and as an area that faces challenges to
wayfinding. Currently, City Centre is impacted by street closures, significant new development, and a
new vision for the cultural precinct. Based on what we heard through community engagement, we
recommend that City Centre be selected as the site of the pilot project. City Centre will provide a
breadth of amenities and routes for the future pilot project to consider—from cycling routes and
pathways, to civic amenities, local businesses, and multiple SkyTrain Stations.

Airport connectivity

Further exploration on the connection between YVR and the City of Richmond is recommended,
including on how the wayfinding system will integrate with SkyTrain stations—welcoming people from
YVR and letting people know they are in Richmond, and sharing what the City has to offer. This may
require consideration to the experience of landing at YVR as well as leaving YVR (via car or SkyTrain).

Additional stakeholder engagement

We recommend a second connection with key actors and stakeholders who participated in the
March-April 2023 engagement. We also recommend outreach to connect with additional leaders from
the Musqueam Nation and across Richmond’s accessibility and advocacy scene.

GP - 37 18
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Snapshot of what we did

A range of engagement activities helped inform the direction of the
Community Wayfinding Strategy. Activities were promoted through a
press release, news ads, social media, digital posters, a newsletter,
and emails. Participants included members of the public and key
stakeholders representing a variety of related backgrounds.

Engagement activities included:

e Online survey — 203 responses (90% Richmond residents)
e Seven focus groups — 39 participants
e Two pop-up events — 160 participants

Snapshot of what we heard

e The following guiding principles rose to the top:

o]
o]
o]
o]
(o]

Clear and intuitive

Inclusive and accessible for all backgrounds and abilities
Encourage discovery and exploration

Promote neighbourhood character and identity

Support local business and economy

e Survey respondents shared that they:

(o]
(o]
(o]
(o]
(o]

Use their phone or car map to navigate (9/10)

Are quite active (50% walking and cycling)

Are confident navigating Richmond and know where they are (over 50%)

Are most interested in direct routes, a pleasant experience, and the location of parking
Recommend Steveston as the top destination to visit in Richmond

e Regarding style and aesthetic:

(o]
(o]

e}

“Fun & playful” was most popular (as well as the least popular)

The feel of Richmond was identified as moderate, often falling between two categories (for
example, between “fun & playful” and “modern & fresh”)

Monument signs and gateway signs were supported as ways of welcoming people to the city

e Through discussion and the mapping activity, we heard:

(o]
(o]

Strengths include the grid system and many popular destinations

There are opportunities to enhance key welcome points and a sense of place (for residents and
visitors)

Challenges include car-centric traffic, many pinch points (with limited access into the City on
tunnels and bridges), and new development making navigation difficult

Pain points were most prominent in City Centre, Steveston, and at entrances to the City (especially
the northern connections and bridges)

Additional priorities included support for local business and tourism, ensuring accessibility and
inclusivity, promoting neighbourhood character and identity, and using public art and landmarks

Snapshot of recommendations

Through engagement, the project team identified a series of themes for further exploration. These include:
clarity on hierarchy of signs; potential for digital wayfinding; the location of the pilot project in City Centre
area; considerations for connectivity with the airport; and priority stakeholders for a second round of

engagement. GP - 39
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1. I normally travel across Richmond in the following
ways (for example, to do errands or go to work). Select
and rank up to three.

Walk

Bike

Scooter or other form of micro-mobility
Motor vehicle or motorcycle

Public transit

Ride-hail (Uber, Lyft, taxi etc)

Other

Lo oooO

2. The following describes how much I agree or
disagree with the following statements:

([ For the most part, I always know exactly where I
am in Richmond

[ I feel confident moving around Richmond - such as

making my way to a semi-regular

destination-without relying on a phone or map for

directions

It is easy for me to find new places in Richmond

It is easy for a visitor or tourist to find places in

Richmond

a
a

3. When I need to find a destination in Richmond for
the first time, I rely mostly on: (select one)

A friend or family member

A digital map (ie. Google Maps, Apple Maps, in-car)
A printed map

Street signage

Landmarks (visible reference points such as natural
features or infrastructure)

Knowledge or memories

Other

o0 oOouUoooo

4. The main reasons I rely on my smart/mobile phone,
digital map or in-car navigation is (select one)

Unclear routes

Inadequate signage

Confusing street system

Digital maps give info such as time and distance
I always use a digital mapping app

oo

5. I would recommend the following top three
attractions or destinations in Richmond to a visiting
friend or family member. (open answer)

6. Of these attractions or destinations which might be
particularly difficult for my visitors to get to? (open
answer)

7. The top three confusing locations in Richmond that
would most benefit from improved wayfinding are:
(open answer)

8. I've been lost or disoriented in Richmond this many
times. (open answer)

9. The top priorities for me, when using wayfinding
tools are to know: (select three)

The most direct route

Multiple options for routes

Multiple options for transportation
How long it takes to get somewhere
How much it costs to get somewhere
The safest or most comfortable routes
The most pleasant routes as a pedestrian or cyclist
The location of parking

The location of transit stops

Nearby services and shops

Nearby events and attractions

Which neighbourhood I'm in

Other (please specify)

ERER NN RN RN ERERER NR N

10. In Richmond, I am a (select all that apply):

A resident

A visitor from the Lower Mainland
A student

A tourist or international visitor
Other (please specify)

oooou

-t

1. I fall within the following age group (optional):

14 to 17

18 to 24
25 to 44
45 to 64
65 to 80
Over 80

ooooQooO

12. At home, I most often speak (select a language):
13. I identify as (optional):

Girl / Woman

Boy / Man

Non-binary

Two-Spirit

Gender non-conforming
Another gender not listed

oo uooo

14. I heard about this engagement opportunity via
(select all that apply)

GP -445s. My final comments are (open answer) 25
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