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Moving from Nay …

Times Colonist, April 20, 2013



… to Yay!

Times Colonist, September 29, 2014



… to Yay!

Times Colonist, October 8, 2015



Moving from Nay to Yay!

How did we change 

the parking narrative? 



Engaged our Customers

2013 – 2014: Review resulting in Draft Recommendations

April – May 2014: Public Engagement: Online Survey and Open House



Engaged Our Customers

April – May 2014
In one month, we heard from 1,050+ people 
in online survey on how to improve parking

Key considerations for parking downtown: 

• Convenience

• Cost

• Availability

• Customer service

• Safe parkades 

June – August 2014
Prep, prep and more prep 

Looked at entire parking system as a whole 



What We Did

On Monday, September 15, 2014,
a range of parking improvements were 
implemented. 

Goal:     To shift motorists from 
higher-demand on-street 
parking spaces to available 
spaces in City’s five 

parkades.



Why We Did It

1. To improve customer service

2. To make parking easier

3. To support vitality of downtown



About City Parkades

• 5 City-operated parkades located 
within two blocks of each other and 
downtown attractions 

• 1,856 parking spaces

• 24/7 on-site security 

• 1 – 3 electric vehicle 
charging stations per parkade

• Motorcycle parking (except Johnson 
Street Parkade)

• Covered bicycle parking 

• Electric bicycle parking

• Specialty parking spaces next 
to elevators



City Parkade Improvements

Reduced Parkade Rates

• Introduced first hour always free at 
City Parkades
o Before: Merchants purchased first-hour 

free coupons for 10 cents

• Introduced free evening parking  
Monday to Saturday 6pm – 8am
o Before: $2 evening flat rate

• Continued to offer free parking all day 
on Sundays and holidays



City Parkade Improvements

Reduced Parkade Rates

• Reduced rates to $2 per hour 
charged in 15 minute increments
o Before: $1 first hour and $2.25 each 

additional hour, charged in 30 minute 
increments

• Reduced and standardized vehicle day 
rates to $12 ($14 Bastion)
o Before: $15 vehicle day rate

• $4 motorcycle day rate
o Before: $5.50 day rate 



City Parkade Improvements

Refreshed Our Parkades

City parkades underwent a deep 
cleaning and painting to give them 
a fresher look 

• Doorways 

• Elevator frames

• Directional arrows and curbs

• Booths



City Parkade Improvements

Refreshed Our Parkades
Painting of exterior of 
Johnson Street Parkade



SafeWalk Service

SafeWalk service provides customers with 
the option of calling a parkade security 
guard to meet and accompany them to 
their vehicle

• Call up to 10-15 minutes in advance to 
arrange meeting place at parkade, or 
upon request

• Phone number posted and available 
as a wallet card and at
victoria.ca/parking



SafeWalk Wallet Card



Renewed Focus on Customer Service

• City staff underwent customer 
service training 

• Introduced regular, small group 
meetings to increase two-way 
communication with frontline 
staff

• Parkade security guards 
provided customer service 
information with emphasis on 
SafeWalk role



Improved Signage

New and improved signage to welcome and 
thank customers for visiting downtown



Improved Rate Signage

New and improved rate signage



New Short-term Parking 

• Lower levels signed for short-term 
three-hour parking Monday to 
Friday 8 a.m. – 4 p.m. 

• Enables customers to find short-
term parking easily in parkades –
not just on-street

• Popular – approx. 74% parkade 
customers park for three hours or 
less

• Compliance-based



New Directional Signage

New directional signage such 
as pedestrian walkway signs 
inside are helpful and improve 
safety



New LED Parking Space Counters

• Piloted LED counters at two 
parkades to alert customers 
when parkades are running full

• Three more planned for 2016



Improve First Impressions



Benefits to Business

• Say Goodbye to Coupons! 

• Businesses could return any 
remaining “first-hour-free” 

coupons and be reimbursed 

• Businesses invited to help 
promote first hour free, reduced 
rates, free evening and 
Sunday/holiday parking, and 
SafeWalk service – both in store 
fronts and on social media

• Created a new, positive narrative



On-Street Parking Improvements

• There are nearly 2,000 pay-by-
space on-street parking spaces 
downtown

• Historically, most on-street 
spaces were one zone/rate

• Since 2011, on-street parking 
was $2.50 per hour with a 90 
minute time limit



On-Street Parking Improvements

To provide flexibility and choice to customers, as of 
Monday, September 15, 2014:

• Introduced five parking zones ranging from 
$1.50 to $3 per hour with 90 minute to 24 hour 
time limits, in effect Monday to Saturday 
from 9 a.m. – 6 p.m. 

• On-street parking continued to be free in the 
evenings from 6 p.m. – 9 a.m. 

• On-street parking continued to be free all day 
on Sundays and holidays



Downtown Victoria Parking Map



On-Street Parking Zones

• On-street parking zones are 
identified at top of pay stations 
and on parking space posts



Parkade vs On-street Rates

City Parkade and On-Street Rate Comparisons

City Parkade On-Street Near City Parkade

Free for one-hour $3 for one hour

$1 for 90 minutes           $4.50 for 90 minutes
$2 for two hours

Long-term, limitless Short-term, 90 minute maximum



Parking Rate Changes 

Of the total 3,846 on-street and City parkade parking spaces:

• 62% (2,389 spaces) decreased in rate

• 16% (620 spaces) remained the same rate

• 22% (837 spaces) increased in rate 

78% of downtown parking spaces decreased or remained the same 
rate 

22% of downtown parking spaces increased in rate



How We Informed the Public



How We Informed the Public



How We Informed the Public

victoria.ca/parking



How We Informed the Public



Free ParkVictoria App

Introduced custom mobile payment 
app on December 5, 2014. 

ParkVictoria app makes paying for 
on-street parking easier and more 
convenient

Pay by iPhone, iPad, Android 
smart phone or tablet. 
Free to download at: 

• App Store
• Google Play

Mobile web application

victoria.ca/parkvictoria



ParkVictoria App Benefits

• Pay by re-loadable “wallet” (free) or by 

credit card (25 cents per transaction)
• No need to visit pay station or meter
• Receive reminder text message or 

pop-ups before parking expires
• Extend parking time up to maximum 

time zone limit posted
• Refund any unused parking time
• Prepay starting at 5 a.m. to park 

from 9-10:30 a.m. 
• Can transfer balance from City Parking Card
• Secure payment; Passport Parking iWEB 

servers in Quebec



Immediately received overwhelming 
support from the community:

• Notable shift in behaviour 
amongst motorists

• Significant positive feedback from 
local businesses, residents, and 
media (letters, emails, news 
stories and social media)

Customer Feedback



Customer Feedback



Art on Parkades 

To make parkades fun and 
approachable:

• National “Call to Artists” also  

December 2014 to create 
public artwork to enhance the 
Johnson Street Parkade  

• Two local “Calls to Artists” in 

July 2015 to enhance 
stairwells of two other 
City parkades



Art on Parkades 

National “Call to Artists” Results: 

• Woven Together – contemporary 
First Nations art for exterior

• Vancouver-based, mother/son 
First Nation artist team 
Susan Point and Thomas Cannell

• To be installed April 2016

• Budget: $125,000



Art on Parkades 

Local “Call to Artists” Results: 

• Two multi-media producers selected to 
create a musical railing

• Three mural artists to collaborate with youth 
to create mural series 

• Installation in Spring 2016

• $10,000 budget per parkade



Other Improvements

• Installed new “Express Payment” machines 

(Pay-on-Foot and Pay-in-Lane) in two 
parkades

o Offers more payment options/choice 

o Reduces wait time at exit gate

• Conducting Block-by-Block On-street 
Analysis with Businesses 

o On-going walk-about meetings to address 
customer needs

o e.g. Introduced new bike racks 
in one block, resized parking 
spaces in another block to 
create an additional parking 
space



Other Improvements
• Installing new Guard Rails at View Street Parkade

o To improve safety and aesthetics

• Installed new elevator at Centennial Parkade

o To improve customer service and aesthetics

• Exploring potential advertising opportunities to 
increase revenue

o To fund ongoing parking 
improvements



Results

At City Parkades:
• 56.58% increase in parkade use in Sept 2015 compared with Sept 2014
• Parkades now operating at capacity during peak periods (mid-day) 
• Approx. 74% of customers park for less than three hours in parkades



Results

On-street Transactions: 
• Majority of decrease in on-street transactions is in downtown area closest to City 

parkades; with increased use of four other on-street zones 

• Parkades are busier + on-street is still as busy 
= more people coming downtown



Results

Security/SafeWalk at Parkades:

• 24/7 security on site at City parkades
• SafeWalk most popular at Bastion Square 

Parkade with 80 – 120 
customers using service daily in fall 2014

• 1 - 2 daily requests at City’s four other 
parkades

• Positive feedback from customers and staff 



Results

ParkVictoria App (Dec 5, 2014 – Oct 5, 2015):

• 11,016 unique users parked on-street 
and used app

• Over 6,448 wallet accounts set up

• 141,341 parking transactions paid for with app

• Approx. 30-40 new users a day / more than 
800 transactions daily (as high as 1,000)

• Beginning to see 10% use of ParkVictoria for 
on-street transactions:

• Reduces our credit card fees
• Reduces our paper use
• Reduces our coin counting fees



Results

On-Street Parking Enforcement:

• Worked with parking enforcement to improve 
service levels and public perception

• Increased focus on ambassador role
• 10% fewer tickets issued due to opportunity 

to make fair judgment calls 
• Customer Service Centre staff cancel tickets 

if review is not needed
• 15% decrease in customer interactions 

at Review Office
• Reduced tickets to Traffic Court

– 216 tickets in 2014 compared with 423 in 2013
– 130 tickets to date in 2015



Results

Budget Impact
October 2014 to September 2015

• On-street revenue increased by 11%

• Parkade revenue decreased by 7%

• On-street transactions down by 1%

• Parkade use up by 50%



Results

Times Colonist, October 8, 2015



What’s Next?

Parking Ambassadors 
• Bringing it in-house
• Focus on customer service
• Hiring 13 FT and 6 PT positions
• Supervisor hired first
• Successful Job Fair September 15, 

350+ candidates in four hours 
• Promoted positions using print ads, 

social media and two short videos online 



Parking Ambassadors



Pa   Parking Ambassadors



Comprehensive orientation and 
training program for Parking 
Ambassadors to include:

• City orientation
• Local business panel
• Conflict resolution
• Parking regulations
• Police orientation
• Safety
• Tourism
• Ambassador role
• Public Works and Parks

Training and Orientation



Moving Forward

• Parking improvements continue to be well-
received by customers, businesses, and media 

• City parkades experiencing increased use, 
freeing up more high-demand on-street parking 
spaces, making parking easier to find 

• Initial results encouraging; more time needed to 
monitor and evaluate effects of improvements

• Continue to make parking easier!



Questions
Questions? 


