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My Trip 

Where	I	went:	King	Edward	Village	
Day/Time:	Monday	at	3pm	
Types	of	People:	Everyone	imaginable,	
from	young	to	old.	



Outside,	what	do	I	see	people	doing?	
•  WaiSng	for	the	bus	in	the	rain	
•  Confused	that	the	library	is	closed	
•  Trying	to	find	parking/garage	with	meter	maid	on	their	heels	
•  Lots	of	confused	traffic	due	to	construcSon	
•  Lots	of	trucks	barreling	down	Knight	St.	
	
Outside,	what	do	I	not	see	people	doing?	
•  Hanging	out	either	inside	or	out	--	Courtyard	and	building	appears	to	be	

somewhat	abandoned	
•  Very	few	cars	in	parking	lot	
•  Very	few	bicycles	
•  Very	few	people	in	general	
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Where	does	it	seem	like	there	might	be	confusion	or	pain?	
•  Finding	“King	Edward	Village”	–	if	that’s	what	people	ever	refer	to	it	as!	
•  Finding	underground	parking	garage	
•  Figuring	out	where	you	are	able	to	park	
•  Parking	on	the	correct	level	for	store	hours	
•  LocaSng	addresses	
•  Learning	about	business	hours/days	
•  Seeing	bus	stops	from	a	distance	
•  WaiSng	for	the	bus	(dangerous,	wet,	and	redundant)	
•  No	place	to	throw	away	trash	
•  Commonly	accessed	areas/features	are	in	strange	locaSons	(mailbox,	bike	

racks,	maps)	
•  Appears	to	almost	be	abandoned	–	why?	
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What	works	well?	
•  Store-made	signs	help	ease	some	confusion	
•  Visual	cues	at	the	corner	of	Kingsway	&	Knight	give	a	“commercial”	feeling	to	

the	building	
•  Ample	free	parking	(once	you	find	it)	

	
	
	

My Trip - Observations 



What	non-tech	things	could	easily	improve	the	experience?	
•  Place	colorful	posters	or	window	displays	in	empty	storefronts	or	“coming	

soon”	signs	(if	there	is	actually	anything	coming	soon).	Fill	empty	storefronts	
with	acSvity	or	at	least	clean	them	up.	

•  Place	tables/chairs	in	courtyard	area	(with	coffee	cart?)	
•  Visible	signage	indicaSng	the	building	name	and	address.	
•  More	clearly	communicate	hours	&	which	levels/doors	are	effecSvely	closed	
•  Create	a	waiSng	zone	at	rounded	area	at	the	corner	for	people	to	wait	for	the	

bus.		Even	befer,	cover	the	fake	awning	to	provide	some	shelter.	
•  Place	sandwich	boards	on	the	sidewalk	of	main	roads	(Knight,	Kingsway,	King	

Edward)	to	direct	drivers	to	garage	and	indicate	that	it’s	free	parking.	
•  Provide	exits	signs	above	ground	and	indicate	which	road/direcSon	are	

permifed	so	it’s	clear	to	drivers	which	exit	to	take.	
•  Increase	the	size	of	the	addresses	in	windows	so	they’re	more	visible	to	passing	

traffic.	
•  Retailers	(TD	Bank,	Price	Smart)	with	mulSple	entry	points	could	provide	visual	

cues	as	to	which	one	is	the	“main”	entrance.		Rug,	containers	and	well-lit	signs	
could	help	with	this.		Signs	could	be	lit	when	store	is	open	as	well.	
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What	tech	things	could	improve	the	experience?	
•  Create	one	branded	site	for	all	of	the	commercial	building	tenants,	much	like	a	

mall	would	(kingedwardvillage.ca	appears	to	be	owned	by	a	realtor	and	focuses	
on	lisSngs).			

•  Alternately,	retail/commercial	tenants	near	the	intersecSon	could	form	
something	like	a	business	improvement	website.	

•  “Smart”	garage	signage	indicaSng	with	a	visible	and	well-lit	sign	where	to	enter	
for	parking	and	how	many	spots	remain.	

•  Large,	well-lit	map	(interacSve?)	at	each	corner	of	the	building.	
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My Trip 

A	few	comments	about	User	ObservaSon:		
•  By	giving	yourself	Sme	to	observe,	you	will	noSce	things	that	might	

otherwise	escape	you.	
•  Mentally	approaching	it	with	a	story	can	help	you	discover	issues	(“My	

friend	asked	me	to	pick	up	a	CiSzenship	applicaSon	on	my	way	home	
from	work	at	1420	Kingsway.”)	

•  Simply	by	breaking	out	of	your	own	paferns,	you	can	more	easily	see	
things	from	someone	else’s	perspecSve.	(go	by	bus	instead	of	walking;	
walk	instead	of	driving)	

•  Domino	effect:	Once	you	noSce	something,	it	tends	to	snowball.		You	
may	need	to	do	a	follow-up	trip	aker	it	generates	more	quesSons.	

•  Also	noSce	what’s	not	happening,	especially	if	you	think	it’s	supposed	
to	be!	

		



Finding the Site 
Driving down Kingsway: 
•  Putting myself in the shoes of 

someone who is in their car 
running an errand… 

•  Like someone who knows the 
street address of the TD Bank 
branch but hasn’t been there 
before… 

•  The building ahead looks like 
your typical Vancouver condo 
building.  It doesn’t register as 
“retail” as you are driving down 
Kingsway. 



Finding the Site: Digital Equivalent 
The Search Experience 



Approaching the Intersection: 
•  Coming up to the intersection 

it’s still difficult to tell. 
•  The signage at the bottom of 

the building (“King Edward 
Village”) gets lost in a sea of 
cars, large trucks and erratic 
drivers. 

Wayfinding & Navigation 



Wayfinding & Navigation: Digital Equivalent 

Navigation & Orientation 



Wayfinding & Branding King Edward Village?: 
•  Rounded signage is easy to miss 

both from a vehicle as well as 
from a pedestrian’s perspective. 

•  Where is the street address? 
•  And what is “King Edward 

Village” anyway? 



Wayfinding & Branding: Digital Equivalent 

Confusing Branding & Busy 
Visual Layout 



Diversions 
Busy Intersection: 
•  Kingsway and Knight St is a 

very busy intersection. 
•  Safety demands that you divert 

your eyes to the traffic rather 
than small signage. 



Diversion: Digital Equivalent 
Many applications vying for 
attention 



Parking, Anyone?: 
•  Once you cross the 

intersection, there is still no 
indication of parking. 

•  There is one small incline that 
leads you to believe there’s 
parking but if you try to turn, 
you will encounter a curb. 

Error Prevention 



Error Prevention: Digital Equivalent 

Bad paths or permissions 



Making Mistakes More parking woes: 
•  Headed east/west there is some 

street parking until 3pm, but 
none to be found north/south. 

•  No way to turn into parking lot 
if you’re in opposing lane. 

•  If you miss the underground 
parking,  there is nowhere 
obvious to turn due to odd 
triangular shaped lot. 



Making Mistakes: Digital Equivalent 

Lack of Error Recovery 



Access Issues Even more parking woes: 
•  Street parking is an issue 

around the entire 
circumference of the building, 
especially during rush hour 
(after 3pm).  

•   It almost appears as if there is 
no public parking. 



Access Issues: Digital Equivalent 

Unable to access a site or service 



Unclear Signs Who is a customer: 
•  Once you do find the parking 

lot – which retailers offer 
parking?  Who exactly is a 
“customer”? 



Unclear Signs: Digital Equivalent 

Free Shipping – but is 
there a catch? 



Frustrations Entrance Rules: 
•  If you arrive after 8pm, you are 

out of luck.  How to get to the 
right parking level (P1)?  (there 
isn’t a way!) 

•  There is no indication of this at 
street-level or as you enter the 
garage.  Only after you park, 
step out of the vehicle and try 
to access the elevator. 



Main Door: 
•  Despite all appearances, the 

door at the main intersection is 
NOT the main door. 

•  After 8pm this door is no 
longer open. 

 

Frustrations 



Frustrations: Digital Equivalent 

Site or services that 
“strand” users without a 
way to navigate back or 
“undo” 



Orientation Where Am I?: 
•  Adjacent to the elevator door is 

the only place you will find a 
map of the building.   

•  Why is there no map except the 
fire map near underground 
parking? 

 



Orientation: Digital Equivalent 

Obscured Site Map or 
Navigation 



Obscured Storefronts Obscured Storefronts: 
•  Trucks as far as the 

eye can see… 
•  Vancouver Public 

Library sign is lost, 
making it unclear that 
a right turn is 
necessary to visit this 
branch.  



Obscured Storefronts: Digital Equivalent 
Gated Sites or Obscured 

by Pop-Ups 



Obscured Storefronts 
Hidden storefronts: 
•  The “courtyard” holds 

hidden retailers/storefronts 
not visible from the main 
street. 



Obscured Storefronts: Digital Equivalent 
Buried Items in 

Navigation 



Unpopulated Space What gives?: 
•  Almost three years later and 

the main storefronts are…
unfinished? Unleased? 
Abandoned? 



Unpopulated Space: Digital Equivalent 
The Dreaded 

“Coming Soon” 



Band-Aid Fixes 

Paper Clues: 
•  Lots of “unoffical” printed 

material posted up is 
usually indicative of a pain 
point. 



Band-Aid Fixes: Digital Equivalent 
Computers with Post-It 

info with passwords, 
URLs, shortcuts etc. 



Unkempt Appearance 
Trash: 
•  Trash in trees 
•  Bird poop on sculptures 
•  Broken trash can hanging 

into traffic 



Unkempt Appearance: Digital Equivalent 
Spam or Trolls 



Superfluous Elements 
Gratuitous Architecture: 
•  A courtyard that serves no 

purpose.  No one uses this 
to walk through or spend 
time in.  Ever. 

•  Note again very small 
signage – library is barely 
visible. 



Superfluous Elements: Digital Equivalent 

Gratuitous UI elements 



Difficulty Exiting 
The Exit: 
•  Exiting is extremely 

confusing – how do I get 
onto the street I need to be 
on?  

•  All exits/entrances are one-
way only. 



Difficulty Exiting: Digital Equivalent 
Not all sites and services 

offer a graceful way to 
exit or save your 

information! 



Other Observations Observed: 
•  Car stopped in the middle of 

traffic (after 3pm!) while the 
driver hung out of the window 
trying to read/see the parking 
signs. 



Weird signage: 
•  Parking sign is lost in the 

middle of the empty courtyard 
off the main street. 

•   Vague exit info is likewise 
obscured around a corner. 

Other Observations 



Signage Problem: 
•  Even street-facing 

storefronts are lost due to 
poor signage. 

Other Observations 



MIA Street Addresses: 
•  Extremely small addresses and 

very small street signs= 
confusion when you’re driving.   

•  Main tenant is empty and just 
says “Knight St.” 

 

Other Observations 



Bus Stops: 
•  Poorly marked bus 

stops that force 
passengers to wait in 
the rain. Redundant 
bus stops half a block 
away from each other. 

•  Buses additionally 
obscure parking 
entrance. 

 

Other Observations 



Bus Stops: 
•  Vancouver buildings seem to 

specialize in the functionless 
awning—strange for a city with 
so much rain. 

•  Note nearby bus stop shelter.  
Couldn’t these have been 
combined? 

 

Other Observations 



Amenities: 
•  Easily overlooked post 

box on the building’s 
edge.   

•  Bike racks that are not 
near the storefronts. 

 

Other Observations 



Library Hours: 
•  Very difficult to tell what spaces 

are open and closed due to so 
many empty storefronts, dim 
lighting and lack of signage. 

•  For example, you cannot tell 
when the library is open until you 
walk up to the door. 

Other Observations 


