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Wayfinding Solutions
4 Hours
Materials needed:

· Handouts:  

-Participant’s Guide (1 per instructor)

-Facilitator’s Guide (1 per student)
· Flipcharts


· Pictogram Handout (1 per student)

· Pens

· PPT File

Objectives:
By the end of this session, participants will be able to:

· Identify what wayfinding projects are and how they can become lucrative for a center. 

· Understand the components of an effective wayfinding solution. 

· Readily identify pictograms and understand why they are a necessary component of a wayfinding solution.

· Interpret a wayfinding system and the decision points.

· Understand the process to go through (questions to ask, resources to search for) to determine whether or not to accept this type of a project.

· Learn how to deliver wayfinding proposals with product quotes within 100 hours of the completed site survey.
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State:  Good morning everyone…I hope you all had a good night and are ready for this solution selling class on Wayfinding.
State:  By the end of this session, you will be able to:
Have volunteers read each objective:
· Identify what wayfinding projects are and how they can become lucrative for a center. 

· Understand the components of an effective wayfinding solution. 

· Readily identify pictograms and understand why they are a necessary component of a wayfinding solution.

· Interpret a wayfinding system and the decision points.

· Understand the process to go through (questions to ask, resources to search for) to determine whether or not to accept this type of a project.

· Learn how to deliver wayfinding proposals with product quotes within 100 hours of the completed site survey.

Brain Teaser:  20 Minutes
State: Our goal today is to discuss what wayfinding projects are, what is really involved with them and give you some tools to determine if taking one of these projects on is right for you and your center.
Ask:  Who can tell me in their own words the definition of wayfinding?

Allow a couple of responses from the class
State:  Those are some great responses. 


Ask: Can I get a volunteer to read the definition of wayfinding on page XXX? 
State:  Can someone read the definition of an effective wayfinding system? 

State:  Now, can someone read the definition for an ineffective wayfinding system? 
Ask: Has anyone seen a really effective wayfinding system?

See if anyone raises their hand. If they do, ask them what made it so effective.

Ask: Has anyone seen a really ineffective wayfinding system?

See if anyone raises their hand. If they do, ask them what made it so challenging.

State:  Thanks for sharing that with the class.

State: Alright, before we jump into our lesson, let’s begin with a small activity to get you thinking in terms of wayfinding.

Brain Teaser

Refer all participants to their Participants Guide.  Provide the participants with the scenario below, and then have them answer some questions in reference to the scenario. 
State:  I would like for everyone to turn to page xxx of your Participant’s Guide.   I’m going to take you through a common scenario…and then ask you a series of questions.  Think about your responses before we do the written portion of this activity.  

State: Think about the last time you went to a place of business or a place of commerce or a transportation area— a place that is bustling with activity.

State:  Maybe this place was an airport, a shopping mall or a large hospital.  

State:  Perhaps it was an office building in the downtown area or a sprawling school campus.

State:  Visualize the place.  Now, let’s imagine you have exited the freeway and are driving to this place from a major street and you are looking for something that will help direct you towards the entrance of the property. 
State:  You might drive around in circles a couple of times—as we ALL do from time to time—looking for the right entrance to turn into.
State:  OK; let’s think in terms of signage. 

State: There is a diagram of a property on Page xxx of your guide. 
Ask:  As you are trying to enter the site, what are you looking for? What is the first thing you are going to seek out to get to where you need to go? You want to treat this as if this is the very first time you have been to this location. Be very specific as to what you need to look for. 
State:  Write this thought down next to the word “SITE” in your Guide.

Allow one minute to do this
Ask:  Now, let’s say you found your way and you have entered the site. What will you do next? Are you going to Park? Or Valet?

Ask:  What are you looking for to accomplish these things?

State:  Please write this down next to “PARKING/VALET”. 

Allow one minute to do this
Ask:  Once you are parked or out of your car, then what?  You need to get inside of the building--How will you get to where you need to go?  What are you looking for?  
State:  Please write this down next to “BUILDING ENTRY”. 

Allow one minute to do this
State:  OK.  You found your way into the lobby, or the doors of the building.  What will you do next?  What are you looking for?  
State:  Please write this down next to “FINAL DESTINATION”. 

Allow one minute to do this
State: I’d like to get one volunteer in the class to take us through his or her answers.  Who would like to take us on their journey?

Wait for someone to volunteer and call on them to discuss their findings

Ask:  Tell us, what is the place you are traveling to? 
Wait for them to respond

State: Great example…I’d like you to take us through the journey with you, those items you were looking for—specifically, the signage and indicators that will take you in the right direction - to get to where you needed to go.  
State:  Let’s start with the idea that you are driving on the street and looking for the site.  

Ask: What things did you look for?

Allow the participant to respond.

State:  Great!  So you were looking for a site sign, or perhaps a large fixture that says entrance, or a structure such as a monument sign.  This sign marked the entrance and led you closer to your destination.
Ask:  What next?  You’re entering the site—what are you looking for?

Allow the participant to respond.

State: Good examples—you need to find parking signs, arrows, something that points you in the direction of where to park or valet—or perhaps something that directs you to a parking garage.

Ask:  What will you look for next to help get you inside of the building?

Allow participant to respond.
State:  Again, another great example. Typically, at this point, you will be looking for some sort of external building sign—something that leads you to the building.
State:  Then what?  Tell me what you are specifically looking for at this point to take you to your final destination.

Take a couple of minutes and allow participant to respond—at this point, the participant should be in the lobby of his or her destination and looking for a directory, directional signage, an information desk, or something to help him to his final location.

State: These are all great examples.

State: What you have just accomplished, is you have found your way to your final destination through the use of clear direction—that of an effective signage system.

State:  The signage system in place took you from the street, to the parking lot, to the building to your final destination in a smooth, efficient manner. 

State: Folks, this is the process of wayfinding.
Definition and some important elements of Wayfinding:  15 Minutes
State: Wayfinding is a part of everyone’s life and is  something that most people do EVERY DAY. 
State: It is instrumental in finding a desired destination—especially when the place you are in is large, busy, and bustling with activity.  Without clear pathways, methodically placed structures and an organized, effective signage system to support these pathways and structures, you may never get to where you need to go!
State: That can be FRUSTRATING!!  Especially if you are in a hurry—for example, if you are running into the mall on your lunch hour and only have ten minutes and you know what you need to buy but can’t find the store—how frustrating is that? 

State: Or, in an emergency situation—your child has broken his arm and is in severe pain—your one and only goal is to drive straight to the ER…you do not have time to waste driving in circles or running through the hospital trying to find the emergency room. 

State: Wayfinding becomes critically important on many occasions.

State: For a builder, a contractor or an architect, wayfinding is the final piece of the puzzle in getting a property, site or campus ready for visitors.
State: That is where WE (point to the class in a circular motion so that the participants know you are referring to them) come into play.

State: You are solution providers—and the solution is an effective wayfinding system that navigates the infrequent visitor to his destination post haste!  

State: As you add builders, contractors, developers, architects, etc. as part of your database and are called upon to do simple banners for one project, or some braille signs for another—why not offer a full project solution?
State:  If run properly, these projects can be very profitable. They provide the opportunity to build and capitalize on future relationships and they make for a great line item on your center’s resume.   
State:  I’m going to be using many examples throughout this class so you can get a mental visual of some of the wayfinding instruction today.


State:  Additionally, I am going to refer to a hospital project that Ann Marie Hall completed in Lancaster, Pennsylvania. This will be the primary example for the session because it will allow you to see how the Wayfinding steps and considerations are applied successfully in an actual revenue-generating project.  

State:  Ann Marie and her husband Al own a store in Lancaster, PA.  Perhaps you have met them before. Ann Marie is responsible primarily for sales, and this request for proposal came to her. Ann Marie has great experience when it comes to wayfinding projects.

State:  Her center has been working on a wayfinding project for a series of hospitals for more than 3 years.   

State:  Can you imagine a project taking 3 years?  According to Ann Marie, after the first hospital property was completed, the property management team contracted with the Lancaster store to do 116 properties total—the wayfinding systems are non-stop—they are starting and completing one property and moving on to the next. 

State:  Some of the properties are new, some have minor build outs and some are being changed over for standardization.  
State:  This project has been one of the largest and most lucrative projects her center has done—and it is 100% wayfinding. 

State:  So, when I refer to Ann Marie in some of my examples, that is why!  Her situation provides a real-world example of this type of work.
State: Before we get into too much detail about her project.  We are going to talk about all of the ins and outs associated with wayfinding projects throughout this class…but first, we need to discuss some of the basics….


State: There are a few basic principles you should know about in regards to planning an effective wayfinding system.  These are listed in your Participant’s Guide on Page xxx. 
Ask:  Can I get someone to read the first bullet point on page xxx in your participant’s guide?
State:  Exactly, Give every location a unique identity so that the navigator can associate his or her immediate surroundings with a location in the larger-scale space.
Ask:  Can I get someone to read the second bullet point on page xxx in your participant’s guide?

State:  It is important that the navigator can recover his/her position and orientation.  This principle indicates that every place should function, to some extent, as a landmark and have indicators to guide people along. 
State: Consider this example of a college campus—the indicator of choice might be colors to direct visitors around a sprawling campus… the business school signs might all be green.  The School of Art might use red signs or have some sort of an artist symbol on the signs. The Early Childhood Development school might use a cheery childlike color to indicate their signage—such as bright yellow.

State:    Next, you will want to try and use landmarks to provide orientation cues and memorable locations.
Landmarks serve two purposes.  First, it is an orientation cue.  It is important the navigator knows where a landmark is in relation to his present location.  The landmark can say something about where he is or which way he is facing.  
State:    The second use of a landmark is a memorable one.  A memorable landmark is one that can provide instant recognition of the navigator’s location.  
State:    For example:  The local zoo might have a huge windmill in the very middle of the grounds—the windmill will have a large directory sign so that you can get back to your original point of reference.

Ask:  Can I get someone to read the third bullet point on that same page.
State:  Well structured paths are continuous and have a clear beginning, middle and end when viewed in each direction.  These paths should confirm progress and distance.  It will also maintain the navigator’s orientation with respect to the next landmark and the distance to the destination.  
State:  An example to this might be an amusement park.  At 6 Flags Over Texas, you will see pathway signs throughout indicating distance from where you are to a specific roller coaster…or that you have 200 Yards to walk until you reach the Midway. 
Ask:  Can I get someone to read the fourth bullet point?
State:  Regions allow the navigator to distinguish one part of the space from another.  An example of when this would be used:  In a museum.  
State: Each room could be painted a different color, there could be different architectural doorways structures, the flooring may change, music may change etc.
Ask:  Can I get someone to read the fifth bullet point?
State:  It is also important to not give the navigator too many choices. This is best used when you want the navigator to return to the original point or path.  If you keep it simple, even if the navigator branches off the beaten path, he will be able to return to the original point or path and continue onto the next destination.
Ask:  Can I get someone to read the sixth bullet point?
State: Maps allow navigators to make several different kinds of judgments.  For example:
· What is the immediate location?
· What other destinations are available?
· What routes are available?
· How far is the next destination?
· What floor or level do I need to go on to get to that destination?
State: A mall is a perfect example of when a map or a visual might come in handy.  
Jokingly state the next statement
State: Now I know the ladies in here don’t have a problem navigating around the mall—but the men might have a totally different story to tell. How many of you guys have found yourselves roaming the floors of a mall only wishing you knew where you were going??

State: This is where a map or visual would come in handy.

State: It is also important to note that every individual has a cognitive map.  Meaning, you have self intuition about where to go sometimes and where to start looking for something.  An effective wayfinding system is intuitive and self-navigable—it feeds on an individual’s “cognitive map.” 
Ask:  Can I get someone to read the last bullet point?
State:  Signs at decisions points should tell the navigator what is in the direction it points and confirm he is on the correct path.

Ask two questions when deciding if a “decision point” sign should be placed:  Write these down at the bottom of page xxx in your participant’s guide. 
1. Will a wrong decision be made if the directional sign is not place here?

2. What destinations or information should be included to ensure a good decision is made?

State:  When I spoke to Ann Marie about her wayfinding project—remember—the series of hospitals her team is responsible for doing—she told me that during the site surveys, she walked from the entrance slowly with the head of the signage committee from the hospital and methodically thought out where signs should be placed in terms of wayfinding a customer to the building.  

State:  She stopped at key decision points—such as the area to turn left or right. Will left take me to doctor’s offices or to the ER? If I turn right, will I end up in the parking garage?

State:  Answering key questions at decision points such as what Ann Marie did, allowed her to recommend signs to keep the wayfinding system at the property fluid and moving efficiently.

State: A successful wayfinding system also protects the overall visual integrity of a site—it is specific to its place and the visitors that come there. 
State:  I’ve been mentioning a variety of places where wayfinding is almost absolutely necessary.  Let’s recap some of these places and see if we can add some additional ones—where would an effective, well-thought out wayfinding system prove to be necessary?
State:  Let’s get some examples from the class.

Allow the class to call out some examples and write these down on the flipchart:  Some examples to include are: churches, museums, medical complexes, amusement parks, convention centers, airports, train stations, large hotels, college campuses, libraries, etc. 

State:  These are all great examples. 

State:  The next time you are at the airport, going to a museum or visiting a friend at the hospital, move yourself through a mental path…familiarize yourself with what signs belong where, what questions you will ask yourself to get from point A to point B.
State:  The more aware you are of wayfinding considerations, the more educated you will be when it comes time to bid or quote a wayfinding project. 

Ask:  Does anyone have any questions they would like to ask?

See if anyone has any questions, answer them if so, move on if not.
PICTOGRAM DRILL, COMMON TYPES OF WAYFINDING SIGNS 30 Minutes

State:  I’d like to discuss some of the most common forms of signage that will typically be included in a wayfinding system. Turn to page xxx in your workbook. 
State:  But before I do, I want to talk briefly about the universal sign language.  Especially in large facilities where a wider audience might be in attendance, using pictograms and symbols help to overcome language barriers and make the signage system usable by even more people. 

Ask:  Why?

State:  Because symbols and pictograms speak ALL languages.

Ask:  Has anyone been to another country and had to rely on the pictograms? 
If someone says yes, ask them how it went and what challenges they had with it.

State:  Pictograms are nothing more than another way of getting people from point A to point B. 
State:  The good news is that there are standard pictograms already in existence in the sign and graphics world. While certain design elements can change a little, it is necessary not to deviate too much from the accepted standard format because that will aggravate what language barrier might already exist. 

State:  Let’s have a little fun and switch gears for a moment.

State: Let’s take a little quiz!  I am going to take the next few minutes and pass out a sheet of paper with some common graphics on it.

State:    I would like for you to take a look at these images and write down next to the image what sign the pictogram is representing.  

Pass out the Pictogram Drill to everyone in the class. Allow the class 5 minutes to look at each symbol and write down the appropriate sign label. 
After 4 minutes is up, allow one more minute to complete the assignment
State:    Ok, we have about one more minute to complete the quiz.
Let one minute pass
State:    Great…who knew all of the answers?

See a show of hands
State:    Let’s see how well you really know the universal sign language.

State:    I’m going to give you the answers to each of the visuals, beginning with #1.  Put a check mark next to the ones you got right.
1.  Unisex
2. First Aid
3. Parking
4. Wheel Chair Accessible
5. Information
6. Telephone
7. Stairs
8. International TTY Symbol

State: Can anyone tell me which number represents the international symbol of accessibility?  

Wait for an answer
That’s right! Many countries have their own disabilities act, similar to our ADA and thus this symbol is used throughout the universal language

Ask:    How many of you got all of the answers right?  
See a show of hands.
State: GREAT!! How many of you knew most of them?
State:  See?!  You really do know your pictograms.  If you know them, most everyone else is going to know them as well, which means they will become very handy and a very necessary signage source in many wayfinding systems. 

State:  On the bottom of page xxx in your participant’s guide there are some additional pictograms.  If you would like a full list, visit:  http://www.aiga.org/content.cfm/symbol-signs
State:  OK, let’s put the quiz aside and let’s move forward and discuss the common types of signage you will find in a wayfinding signage system.


State:  There are 5 primary areas for signage that you will need to think through when developing such a system.   Feel free to take notes on Page xxx in your Participant’s Guide.
Ask:  Can I get a volunteer to read the 5 primary areas on page xxx?
1. Highway Signs

2. Site Identification Signs

3. Parking Area Signs

4. Exterior Building Signage

5. Interior Building Signage

State:  Let’s start from the highway. 
State: A highway sign is used to guide you to a site.  For example, if you are on the interstate—a highway sign will alert you to exit so that you can find your destination.  
State:  You might see an airplane graphic to alert you that the next exit is for the airport.  Or, you might see a graphic of a hotel so that you can exit for lodging. 
State:  Highway signs are typically a symbolic pictogram that are universal in nature—just like the ones we discussed in our little quiz—but often, if the architect or builder gets permission from the highway code office, you might even be able to have sign with more information on it such as: The University of Texas, Exit 1A. 
State:  The next sign you will see after you have left the main road or freeway, is some sort of a sign that will identify the property or site you are trying to find.  This site identification sign, most commonly, is a monument sign. 

State:  Monument signs can be made of brick, concrete, metal or wood or some other material.  They can be large and set on posts, or built into the ground like a stone structure. They might be electric or an LED flashing sign. Monument signs come in all sorts of shapes, sizes and designs. Regardless, they will be placed at the entrance to the site so that you know you have found the place you need to be. 
State:  Next, you are on site property.  Thank goodness for that monument sign, RIGHT?

State:  So, the third area—parking area signs—will consist of a mix of communications to let you know where to go—for example they will direct you to Parking Lot A, B or C. They will let you know where the ramp is to the parking garage.

State:  They will alert you to special parking places—such as handicapped parking, visitor parking, expecting mom parking, no parking area, etc.

Ask: What else would you expect to see in a parking area?

Wait for answers
State:  If you are choosing to valet, then appropriately placed arrows with the words “Valet Parking” should be on the parking pathway, but directing you to another path to take so you can valet. 

State: Once parked or out of your car, the exterior building signs will help lead you to the front door. Exterior signs need to be seen from a distance.  Identification needs to be made at entries.  There needs to be special exterior signs for deliveries, staff only, wheelchair accessible, etc. on all entrance locations. 

State:  Now, once you are inside the building, you have whole new source of signage options to look for to help you get to your destination. 
Ask: What kind of wayfinding sign would you expect to see inside?

State: Some examples of interior building signage include: 
· Building directories

· Signs that point to the information desk… Remember, there is a handy pictogram for this which is a question mark symbol.
· You will also see a variety of directional signs by way of overhead hanging signs or wall-mounted plaques.  These are common in office building hallways, hotel hallways, etc. 
· There are area identification signs that will need to be developed—Such as “Designated Smoking Area” or “Waiting Area” or “Cafeteria”
· Room identifications signs—Such as Dr. White, MD, Meeting Room A, etc.
· There are a myriad of other signs as well that you will need to think through that will indicate restrooms, fire exits, stairwells, no smoking, no cell phones, etc. etc. etc.
State:  The list of signs that can and need to be incorporated into a wayfinding plan can be endless.  
State:  Now that we’ve gone through sign possibilities, let’s play a little game.  We will have two teams and race to the finish!  I have a stack of various pictures of wayfinding signs.  The object of the game is put the signs in the correct order before the other team.  You’ll place each picture on the floor in a straight line from start to destination.
State:  I’m going to give you the scenario so you know where to direct me to where I’m going.  

State:   I’m on my way to an airport I’ve never been to before and I’m depending on the signs to guide my way.  I’m looking for DFW airport starting out on the road.  I’m trying to find Terminal D to take an American Airlines flight and I need to find the ticket counter.  The winning team will receive bragging rights of course!

Hand out a stack to each team and tell them to begin.
State:  Ok, now we know what type of signs we might use in a project like this, but what makes the planning process even more critical, is the compliance issue that comes with the placement of these signs. 

State:  Which brings me to my next topic, which is the Americans with Disabilities Act which is on page xxx of your guide.
State:  Going back to Ann Marie’s Lancaster Hospital example…although her team is responsible for the entire wayfinding signage system at each property, the first site survey they usually complete at each site and the first signs they construct and hang are the ADA signs throughout the interior of the facility.

State:  Why? Because ADA signs are a must in most any wayfinding project and are critical in order for the property to pass inspection.  

State:  By handling the “absolutely must have” signs first, Ann Marie and her team can then focus on the wayfinding signage throughout the rest of the building and exterior. 
State:  From a construction standpoint, wayfinding systems, in order to be effective, must be as user-friendly as possible for everyone whether in a wheelchair, hearing impaired or visually impaired. As the degree of disability varies, it is important to consider a variety of systems to accommodate as many people as reasonably possible. 

State:  The law requires most public establishments to make a good faith effort to accommodate the disabled. 

State:  In terms of signage, this typically means the installation of ADA Tactile and Braille signage for the benefit of the visually impaired.
State:  It also means that the signage system should communicate that facilities must generally be readily accessible to and usable by the disabled—for instance, a wheelchair accessible sign. 

State:  When ADA signage is included in a primary functioning area, the same communication must be made to the restrooms area, telephones and drinking fountains. 

State:  Let’s talk about some of the accessibility concerns when planning a wayfinding system:

State:  First, there are Mobility Impairments: Individuals using canes, crutches, walkers, or those in wheelchairs, have different levels of ability, ranging from strong athletes to the frail and elderly.  Facilities should take into account this range of abilities and make accommodations for them. 
Ask: What rooms would you expect to see these signs at?
Suggest the following
· Entrances, restrooms and bathing facilities—the international symbol of accessibility (which is the pictogram of a person sitting in a wheelchair) must be displayed.  Entrances and Exits using automatic door openers and should have signs to point the disabled towards these openers.
· Restrooms should have wheelchair stalls and handrails along with a sign or pictogram indicating this.

· Accessible parking areas and spaces must also be marked by the symbol of accessibility and located so that it cannot be hidden or obscured by a vehicle. 
· Elevators should have controls accessible to wheelchair users—again a pictogram can be used here.
· Areas of refuge in case of fire—not everyone can take the stairs—how will the facility communicate with the disabled how they can stay safe in the event of a fire?
State:  The next impairment is hearing loss.  Loss of hearing in individuals varies and there are a variety of systems to help with this impairment including volume control telephones, text phones, assistive learning systems and fire evacuation systems. 

State:  Text telephones must be identified with the TTY symbol.  Volume control telephones must be identified by the volume control symbol. Assistive listening systems must be indentified by the international symbol for hearing loss. 
State:  Finally, vision impairments. Loss of sight varies as well in individuals—some have slight sight loss, some are completely blind. They may be able to see a sign, but not read the text.  Thus the ADA requires both Tactile and Braille signage be used in many circumstances. 

State:  In Ann Marie’s case, she did all of the room identification signs in Braille.  This was an added bonus for her center because they have a router and could make all of the signs themselves.  
State:  The list can go on and on….

Design elements of a good wayfinding signage program: 15 Minutes
State:  Ok; we are going to spend a few more minutes discussing some of the design elements of a successful wayfinding system. 

State:  The qualities that ultimately make a wayfinding system successful relate to the design, accessibility and compliance of the signage program.
State:  The signage should be easy to read, recognizable to all, consistent in appearance, compliant by the laws of the ADA and adaptable to change.

State:  As an example: when Ann Marie first began her site surveys with each hospital, she knew immediately that she must establish a standard with her client when it comes to wayfinding and directional signs.  
State:  She ran into the problem that many facilities with large staffs face.  Every department is going to think they should have their name on the signs.  In a hospital situation this could make for simply too many signs—there will be too much wording, too much confusion and it simply would not look aesthetically appealing. 
State:  Ann Marie knew this would create an inconsistent signage system throughout the hospital and thus had a small meeting with the committee where it was determined that they would only wayfind patients and visitors to locations that are specific to their needs.  
State:  In other words, they did not put items like plant engineering on a sign since this is not where a patient or visitor needs to go.  If a vendor needs to get to plant engineering, it is up to the staff in that office to get the vendor there without signage.  

State:  Although many familiar rules of design can improve accessibility, signs really have a unique life of their own.

State:  Thus, there are some consistent design elements that are practical to follow when developing a wayfinding system.  
State: For starters, you will want to choose a unified typeface style…and use it consistently throughout the facility. 

State: Next, use a unified color palette for various sections of the facility—don’t underestimate the power of color as a wayfinding tool!  Color-coding wings or floors can be very effective. Strive to use colors that work well together and use other common elements to tie the signs together.

State: You will also want to use a consistent placement of sign elements. Text, Braille, symbols, and other elements of a sign should be found in the same place on ever sign. The alignment of text—left, right or center, should also be the same on every sign.

State: Sign placement is spelled out very clearly in the ADA law. These signs are to be placed on the latched side of the door, exactly 60” from the floor to the center of the sign. 
State: A tool that can make your installs easy is the Sign Setter available from most sign suppliers. 
State:   Why don’t we break for about 10 minutes.  Please take a few minutes and make some calls, use the restrooms, grab a drink and let’s meet back here at exactly_____________ (give a time).
BREAK 10 MINUTES
The Bidding Process and the Site Survey—

45 Minutes

State:  During the first part of this class, we discussed what exactly wayfinding is, typical projects that would use wayfinding, the general types of signs involved in such a project, some rules and regulations such as the Americans with Disabilities act and some important design elements.  

State:  Now that you know the scope of what a wayfinding project might entail, let’s talk about how the bidding process works—coupled with the site survey and package recommendations you might be able to offer. 

State:  It is important to note that as you grow your center, there will be opportunities for you—as well as for other sign fabricators—to bid for such jobs.  Your successful effort will begin when you create a plan that lays out the type and size of wayfinding jobs that you will bid. 
State:  For example, you might make the decision early on that you cannot handle an entire hospital wayfinding project right now at the current level your center is producing.  Right now, you might only be able to handle a smaller medical office.

State:  You are the best judge of your center’s capabilities, talents and resources. You know best what jobs you can complete, what vendors you can rely on and more importantly what vendors you CANNOT rely on.

State:  A wayfinding signage job will be full of an integrated mix of different people, companies and signs and might seem like an amazing opportunity and extremely lucrative at first…but don’t ever get too ahead of yourself. 
State:  You will need to decide early on if you want to do this type of project or not.  You should be able to decide just by reviewing the scope of work.  
State:  The scope of work is what you will receive from the owner of the project or contractor.  It could be 20 pages or 500 pages long.  
Handout the scope for the class to pass around
State:  But let’s talk about what happens before this: The bid.  

State:  Let’s turn to Page xxx of our Participant’s Guide.
Ask class volunteers to read each 4 bullets in the guide on page xxx.
State:  Regardless of the type of RFP, be sure to respond to it in full.  Include all relevant information about the products and services included in the proposal.  
State:  Even when the RFP specifies the format, it is important that your proposal includes all pertinent information without compromising the format.
State:  There are 4 Types of Bid Processes you might encounter. Let’s briefly go over them:
Can I have a volunteer to read the 4 types of bids?
· Hard Bid – Contractor provides the budget amount. 

· Negotiated Bid – Vendor and Contractor meet to discuss details and agree on a dollar amount.

· Competitive Bid – More than one vendor will submit a bid – there is a chance for negotiation.

· Closed Bid – More than one vendor will submit a bid – there is no chance for negotiation.

Ask:  Since we know Ann Marie knew her customer and had no competition, what type of bid was hers?  (negotiated bid) 

State:  The Lancaster Hospital was already a client of the center.  So, they approached Ann Marie with the wayfinding project and thus the bid became a client/FASTSIGNS process.  
State:  The Lancaster FASTSIGNS center learned of their budget and worked with the committee to provide signage within the quote and negotiated areas that were outside the scope of the quote. No other competitors were involved in the process.

State:  Once you receive the invitation to bid on a wayfinding project, there are many things to consider in determining if the project is right for your center.

State:  The decision to bid or not to bid is sometimes one of the hardest decisions an owner will face.  Too many times, the immediate reaction is to bid the project in order to keep the work flowing in, increase the overall sales numbers or you believe it will lead to a long term relationship and futures sales opportunities.

State:  However, if an uneducated decision is made and the project is wrong for your business it can have costly ramifications both financially as well as it could damage the future credibility of the company.  Although it is hard to do – passing on an opportunity is sometimes the best decision for your business.

State:  So the question becomes – how do you make an informed decision whether to bid a project or not?  
OPEN DISCUSSION WITH CLASS

State:  I’d like to open the floor to the class for a few minutes.  

Ask:  I want you to think—think all of the possible projects that may come your way to bid on…big or small, wayfinding or not, is there ever a time you can imagine where you might make the decision to turn a project away?  
Ask:  Can anyone talk a little about a project they had to turn away—for whatever reason—and why you made the decision to turn it away?

Spend about ten minutes and open the floor for discussion.  See who can tell a story about this.  If not a wayfinding project, any project—probe them a little…for example, did anyone show up and the site survey was totally off—created or presented problems which changed the scope of the project?  Did a project present too much subcontracting?  Was the contractor disorganized? Talk a little about WHY you have or would want to turn away a project.
State:  These are all good reasons why you might consider turning a project away.

State:  When you first get the invitation to bid, you should know pretty quickly if your center’s capabilities, time, effort and cost will allow you to take the project on by looking at the general scope of the project.
State:  But many times, you will not know until you begin to ask some key questions and start digging around to begin the bid process.

State:  There many things to ask your customer before considering the job.  Turn to page xxx in your workbook.  There is a list of several questions you will want to ask the customer before considering the job.  In your table groups, read through this list and then try to list a few more questions that you might want to ask.  I’ll give you about 5 minutes to do this.  Go ahead and get started.
Have the students turn to page xxx and start reading the list.  Allow no more than 6 minutes.
Ask:  Can I get a few volunteers to read what they came up with?

Go around to each table group and ask them to read the extra questions they came up with.

State:  Now that we have a good list of questions to ask the customer, let’s think about questions you need to ask yourself.  Turn to the next page in your workbook.  In your table groups, read through this list and then try to list a few more.  I’ll give you about 5 minutes to do this one as well.  Go ahead and get started.

Have the students turn to page xxx and start reading the list.  Allow no more than 6 minutes.
State:  In Ann Marie’s case, the Lancaster Hospital was already a previous client of Ann Marie’s. She already knew the staff and had good rapport as well as a good two-way communication process, so getting her questions answered was easy.  

State:  Once you have all your questions answered and you’ve decided to move forward, you’re ready for the next step.
Ask:  What do you think the next step is?  What needs to be done first so you can see exactly what you are up against?
Wait for an answer.  Answer is SITE SURVEY.
State:  Yes, the correct answer is the site survey. 
State:  Prior to performing a site survey, you need to find out about blueprints. Will they be provided and is there a cost associated with them? 
State:  ASK!  Never be afraid to ask questions before getting into the bidding process.  You could easily spend a week of your time bidding a project based on a time-consuming site survey, maybe even longer, and you don’t want to waste your time if this is beyond your current capabilities.

State:  If a blueprint is provided, if a list of signs is given to you by the contractor, make sure you do everything in your power to cover the site survey 100%.
State:  The blueprints or scope of work might say one thing, but when you get on site for an in-depth survey, you might find something totally different.

State:  Ann Marie and her team do several surveys for each site.  She feels it can be overwhelming to do the entire survey in one shot—so she does her first survey for the ADA signage, a second survey for all interior directional and wayfinding signage and a third survey for all exterior signage.

State:  If the contractor or committee will allow you to break up the surveys in various trips-it might prove to be more beneficial to you.  

State:  In Ann Marie’s case, it allowed her to spend a good 2 hours at each survey—mapping out exactly what is needed, taking photographs, making precise notes, walking through to ask the key wayfinding decision point questions and also to make sure that everything is correct on the blueprint, OR, were there areas on the survey that were different from the blueprint and thus need to be discussed with the contractor.

State:  This is referred to as liability mitigation.  Meaning, what is your liability?

State:  For example, the blueprints provided by the contractor might show a site sign is needed 10 feet from the curb.  But once you do your research, learn about the codes, the resources available, the danger of putting a sign too close to the curb—you might find out that the site sign needs to actually be put 30 feet from the curb.
State:  If you were to put that site sign as the blueprints stated, what would your liability be a few months down the road?  Say, if a driver crashes into it?  Or, if code enforcement tells you it is too close to the curb?  

State:  Bottom line, don’t trust the blueprint.  
State:  Don’t trust the architect has done all of his homework.  Mitigate any losses by conducting a solid site survey in accordance with the blueprints. 

State: A complete set of blueprints will provide more information to help you get started—but it doesn’t end there. 

State:  Now, if no blueprints are available – it is recommended that you interview all responsible parties to determine the expectations of the project and ask the contractor if he can supply a floor plan or site map. Every building, site and property should have a planned out map of some sort. 
State:  Get your hands on this as your starting point.

State:  Also ask if a member of the site staff can be made available to assist with the site survey.  Ann Marie walks the grounds of each hospital property with a member of her FASTSIGNS team, as well as a member from the construction committee.  
State:  This allows for extra eyes, extra thought processes, questions to be answered on the spot, and ultimately will speed up the process of processing the survey once you get back to your center.
State:  It is important, that you ask the contractor, that if there are multiple bids (meaning, each vendor will submit their own version of the scope of work), that there will be a meeting established for each vendor to come meet with the contractor, discuss details and negotiate products and/or dollars.
State:  Let’s talk about the site survey.  There are a few key elements that you need to always research and document when doing the site survey. 

State: It starts to have a pad of template paper—drawing paper so that you can sketch the sign or area.  

State:  Photographs will be your best friend! 
State:  When taking photographs, you will want to take the picture at any given opportunity—take the picture directly at the sign location—square on—in addition, photograph the surrounding area if necessary, get a close up of where the sign will actually be, note any problem areas on your notepad.

State:  Let’s take a look at some of these site survey photographs.  These photographs represent a local hospital similar to the projects that Ann Marie has taken on.  I’m going to show you one photo at a time and I want you to tell me what type of sign you think belongs in the space photographed.


Allow 5-10 minutes for this activity:  Show 5 examples of site survey pictures.  Have each owner write down the answers in his/her participant’s Guide.
State:  On Page xxx in your Participant’s guide, I want you to write down what type of sign you envision belongs in the space photographed.  
State:  Ask yourself, if you would have taken this photo while out on a site survey, would you know what sign to design and produce for this area when you return to your center?  

State:  Write down the sign types on Page xxx—I will give you a couple of minutes to complete this.

Repeat with next 4 slides.
State:  Let’s go over them—who want s to volunteer their answers for the class?

Choose a participant or two—spend a couple of moments discussing the photographs and the types of signs that belong in the space that was photographed.
Need 5 pictures and the list of the 5 signs for the Facilitator to refer to in this space
State:  Now that we understand the important role that photographs have in a site survey, let’s talk about templates.

State:  Templates will also be your best friend. 
State: Any signs that are up high, on a corner, on a curved wall, on fencing, on a light post, etc…will benefit if a clear, concise template drawing is prepared on-site.  

State: The template should include specific notes about the sign needed or area in question.

State:  So, for every area you will be surveying—whether it is the entrance sign, parking lot, waiting area or final destination for the visitor, you will want to include some specific notes on your template:

1.) You will want to understand what areas are permanent and what areas are temporary.  This will ultimately affect what signs you recommend as they correlate with the American with Disabilities Act.
2.) You will want to note the length and depth of all of the new signs(s) needed.  Also make notes about the existing signs already on site so that you can do your best to keep the signage program consistent with what might already be in existence.


State:  The most difficult dimensions to take accurately, and conversely the most dramatically important, are those of fascia areas—the very front of the sign—or box signs to accept new panels etc. 
State: When you are measuring rectangular shapes, you should measure the vertical height at both ends and at least two other points along its length to ensure there is no bow in the top of the opening. 
3.) You will also want to note the location of any obstructions including trees, gates, awnings, etc.
4.) Note any intricate cornice etc. that will effect the sign (take close up photo)
5.) Note the depth of any recessed areas(s) (take close up photos)
6.) Note any other possible problem areas
7.) Note any air conditioning and/or ventilation grills 

State: Ann Marie also told us that she pays very close attention to fire extinguisher locations, artwork locations, and ceiling conditions.  
State: If you are doing overhead wayfinding, as well as wall directionals, you will need to make sure the signs will work in those locations.  
State: If there are issues, they will need to be addressed with the contractor, or other parties creating the obstacles.  
State: The good news is that typically the changes are of no cost to the sign company as long as they are communicated in advance of the installation so the site can be properly prepared.

State:  Let’s take a moment and look at a couple of template drawing examples of a site survey.


State:  As you will notice on the template samples, exact measurements and dimensions are provided.    Notes about the area are given. Specific facts are noted so that the customer can be kept abreast of additional features needed….for example, on this template, the owner wrote down that the room was a permanent once, thus Braille will be needed on the room sign. 

State:  Your templates should be legible, clear and organized.

Continue to show the Template samples and ask if there are any questions.
State:  Are there any questions at this time?

State:  Going back to the survey, you will need to know ahead of time about the planning consent associated with the project. Ask the contractor: Is the building listed, with any controls?  Is the area under any planning constraints?

State:   Ask the contractor what signs will need electrical supply?  Which ones are illuminated?  Is there, and where, is the external electrical supply?

State:   When surveying always note access situations, note narrow pavements, projecting canopies or features and other objects which may dictate a requirement for specialist access equipment. 
State:   Always check traffic conditions and ensure that parking and other matters are considered so that engineers can be briefed before they go to site.

State:   On all surveying trips you should bear in mind the materials are cut, money is spent and costs incurred based entirely on the information you bring back.

State:  At any point during the site survey, if you are in doubt, MEASURE again and PHOTOGRAPH the area.

Sign Bid Package—20 Minutes
State:  Once the site survey has been completed, you will need to lay everything on the table and determine the products, materials and vendors that will need to go into the actual bid. 

State:  Although the bid package might have come to you complete with all of the sign and graphic products specified, your site survey might counteract that if there were code issues, electrical issues, ADA compliance, issues…or just general wayfinding issues that arose from the survey. 
State:  The bid might also have simply consisted of sign types and quantities and that is it!  And again, depending on the survey, things might have changed.

State:  At this time, you need to find out if the customer is looking for recommendations from you on design and products.  This can be a good thing or a bad thing.  If you are going to be recommending products, you better be sure of what you are recommending.  
State:  Are you experienced enough with the product?  Do you know the manufacturers warranty and recommendations for use before you spec it out on the bid? 
State:   It’s one thing to replace a sign due to failure but what it you have to replace 500 signs!  

State:  You will need to decide what products you are going to manufacture yourself and which ones you will need to sub-out.

State:  Rely on your vendor sources to help you determine products.  
State:  One of the benefits of being in a large organization like FASTSIGNS is the willingness of our vendors to work with you.  
State:  FASTSIGNS has a list of really good vendors in the system that do these projects all day long--Park Place Signs, Hanson Signs, ISI, Scott Signs and many more.  
State:  If you are not experienced in a certain area or certain types of products I recommend using one of these companies. Using on of these vendors will remove some of the risk from you.  

State:  When selecting which vendor you will use, spend time getting to know who you will work with and check their references.  You will want to make sure they have proper insurance, liability certificates, are bonded, etc. before signing a contract with them.

—schedule a brief meeting; discuss some of the aspects of what the customer is wanting and how the vendor can help. 

State:  Ask for vendor pricing breaks or anything else that will help you prepare a more cost efficient bid.

State:  Wayfinding projects can be very time consuming, if you do not cover your costs properly you can lose your shirt!  
State:  In the bidding, you will need to ask yourself, “Do you have to buy all of the materials up front to get the best price from your vendors?”  All of your materials could add up to half of your total price to the customer.  
State:  You may or may not be able to get half up front, you will need to ASK!  If you are working with a private contractor that wants to work with you, then these things can be worked out in the beginning.  This option will probably not be available on a public or competitive bid.

State:  Now, to estimate YOUR cost, there are several things you will want to do.  There is an estimate spreadsheet located on the support site that will help you configure all of your real costs.  

For a wayfinding project, you are going to want to:
1. Determine the actual cost and  the markup you will need to include in order to make a profit

2. Estimate the labor for in-shop production

3. Determine  the installation time and number of trips that will need to be made to site

State:  Your bid should contain all of the information necessary to fulfill the contractor specification required. 


State:  Some of the elements to include on your bid proposal are located on page xxx of your Participant’s Guide. 

State:  Sign package bids should be on company letterhead or a specially designed bid form.  

State:  The more information you include in your bid, the least chance there is for question or misinterpretation by your client. 
State:  Break down sizes, quantities and specific materials to be used
State:  Provide the final cost for each sign (x the quantity needed) as well as the overall bid amount.

State:  Make sure that the wording within the quote (contract) allows for additional trips to the site.
State:  Specify the terms of any change orders (any change to the contract which might include additions, deletions, modification to the work or time, etc.)

State:  Include payment terms as agreed upon by the client.
State:  Make a project bid package so you can keep track of everything, including, all necessary files, schedules, quotes, project costs, and addendums. 

State:  Submit your bid BEFORE THE BID DEADLINE—Always!  Follow up on your bid. Call the client or general contractor to check for a possible low bidder, to check bid differences, and be prepared for rebids.
It is also important to note, that when dealing with jobs over $1,000 you should engage in a higher level of legal protection for your FASTSIGNS center. 

Using a Purchase Agreement with your vendor provides this level of protection, based on widely accepted industry standards.

Ask:  Are there any questions about the bidding process—is everyone clear on this process works?
State:  As I mentioned, much of your bid is going to come from two things:  The initial RFP and the Site Survey

State:  Let’s take a look at what a Wayfinding Project Quote might look like.  The quote is going to contain specific details about the wayfinding project which will be broken down to give an organized, detailed recap of the project work.
State: Turn to page xxx of your guide. The first page of the proposal contains the name of the project along with the contact information and any other relevant information about the project. It will also contain an executive summary of the project and what your plans are to help the client with their needs.

State: On the next page, you’ll explain why the client would want to choose FASTSIGNS over another vendor and explain how your center will work with the client’s staff. Below that, you’ll want to outline the Project’s Objectives.

State: On the next page, you’ll offer a brief description of your proposed solution. Notice that the example here describes the various phases of the project. You’ll also want to describe any additional vendors that you will use (if any) and describe their expertise. 

State: Finally, offer the client a timeline of how the project will unfold. When possible, offer up specific dates for beginning and ending of each phase and outline how you will complete the project on or before the client’s deadline.

State: Lastly, if there are any additional comments that you would like to offer the client, here is where you would do that. Behind the final page of the proposal would be the copy of the estimate from Cyrious.

Ask: What questions are there?

If there are any questions, answer them.

State: Let’s take one more 10 minute break and meet back here at (give time) for an activity where you will examine a real RFP and offer your solutions.
Break—10 Minutes – set up 4 sets of tables for activity

Activity – 40 minutes

Setup:

4 sets of tables; 4 copies of Exterior Site Plan; 4 copies of interior floor plan; Wayfinding PPT on training computer; SmartBoard
The number of groups will be based on the number of students present. If there are 20 students, there will be 4 groups of 5. If only 10 students, do only 2 groups. 

State: Here is your task: In a moment, I’m going to break you up into 4 (or 2 depending on class size) teams. I am handing out a site map.  Each group will have 10 minutes to sketch where the wayfinding signs should go.
State: For the exterior signs, you have been requested by a local college to do a site visit and suggest what signs they need for identification as well as directionals. Luckily, you have been provided an overall site plan to study prior to your visit. In order to be as prepared as possible, you want to have an idea of the areas that a sign will be placed so you can take photos of it.

State: Do not worry about the smaller parking signs (handicapped parking and the like). You need to concentrate only on identification and directions once the end client is on the campus. 
Ask: Are there any questions prior to us getting started?

Answer questions, if any.

Break students up into groups
State: I need a volunteer in each group to be the note-taker. Who would like to do this? 

Wait until you have a volunteer from each group. 

State: I also need a speaker from each group. Who would like to do that?


Wait until there is a speaker for each group.

State: Each group will now have 10 minutes to put a plan together. Ready, GO!

Monitor the groups as well as the clock. Make yourself available for questions. After 10 minutes, Stop the activity. Now introduce the interior site plans and explain the following instructions.
State: For the interior signs it is a similar situation. There is a new medical building under construction and you have been requested to do a site survey for the interior signage. This could include ADA, room identification, directories and more. Again, you have been provided a floor plan in advance and you want to have a good idea of what signage you feel the client will need and be prepared to take photos of the areas.
After this 10 minutes pass, have the groups return to their seats. 

PPT: Exterior Signs

State: We’ll begin with the external signs.

Ask: Who is the speaker for group 1? 

See who it is

Ask: Would you read off the signs that your group would suggest?

As they read them off, the instructor will mark the signs on the PPT via the Smartboard.
Continue this for all 4 groups. 

Compare the suggested signs to the instructor copy of placement and inform the students if there were any missed. If a group identifies a sign that we have missed, be sure to make a note of it. 

Repeat this process for the interior signs. 

PPT: Interior Signs

Keep a close eye on the time. 

You should end this discussion with about 5 minutes remaining for the class.
Conclusion – 5 minutes
State: So we’ve discussed what is involved with doing a large scale wayfinding project. Some you will want to be involved in and others you won’t. Evaluate and choose wisely!
State: Lastly, on page xxx of your participant guide, you will find our Successful Wayfinding Questions that will help guide you through the process and make sure you don’t forget anything.
State: I hope this has helped to give you the confidence to go after these jobs. Thanks for your time!
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