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PROJECT SUMMARY
CampusParc brand campaign to improve the 
user’s experience by offering peace of mind through 
clarity of communication, brand campaign, 
and delight of the experience

TEAM 1

Shameless Self-Promotion
The brand can be applied to general 
items such as business cards, 
pamphlets, and car decals as well 
as useful promotional items that 
can help embody the helpfulness of 
CampusParc. The brand can be applied 
to things like ice scrapers, stress balls, 
tire gauges, flashlights, maps, car 
chargers, or other helpful tools.

Promos

This is an actual spread from the brand guide

Messaging
CampusParc’s new messaging will embody 
the brand attributes: calm, straightforward, and 
approachable. The new tone of voice is much softer, 
especially when talking about parking rules or 
delivering bad news. The new messaging will vastly 
improve CampusParc’s brand perception.

Calm
like a Sunday afternoon drive

Current:

Arranging for Vehicle’s Release
FIRST, you must make full payment of all outstanding 
citations and the towing cost. You CANNOT pay for your 
citations at the impound lot, and your vehicle will not be 
released until you have paid.

New:

Before the boot can be released, make sure you have 
paid the cost of the citation and towing. Keep in mind 
that you can’t pay for your citation at the impound lot. 
Once you have paid, your car will be released. 

Sounds pretty tense 

doesn’t it?

This is an actual spread from the brand guide

Ohio State’s Parking Partner

Approachable | Straightforward | Calm

This is the mood board for the look and feel of our brand 
refresh. Here you can see the general direction of our 
brand refresh not only in aesthetic, but also with the key 
words, “approachable, straightforward, and calm” that 
drive our design solutions. 

Brand Identity update and refresh to create a more 
approachable brand perception by humanizing 
CampusParc and enabling their users to see them 
as a friendly and helpful organization

TEAM 2

Final Design Presentation 
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PART 1: EVALUATIVE

• Used to evaluate the current state of the surface lots
• Helps itemize what is good or bad about each lot

4 GOALS:

7 ELEMENTS:

ENSURES
SAFETY

EASY 
TO USE

WELL 
BRANDED

ENCOURAGES
COMMUNITY

MAINTENANCE EQUIPMENT BRAND IDENTITY LANDSCAPING

LOT SURFACE SIGNAGE LIGHTING

Final Design Presentation 
12/01/16 15

PART 2: GENERATIVE

• Used to generate new, creative ideas for the lots 
•  Creates a jumping-off point for implementing the ideas

•  Points are generated by ranking elements by importance 
within each of the four goals

 –  Minimum score needed for each element is the sum of 
the point values of the two most important goals within 
each element

LOT
NAME SIZE

S, M, L $
INSPIRATION 

CARDS
CHECKMARK 

CARDS

Evaluative and generative design toolkit 
to reposition CampusParc as a business that focuses 
on design thinking and service design

TEAM 3

Design 5103 // Group 4 // CampusParc

DESIGN INTENT AVE.
We intend to simplify the parking service 
communication and enhance customer 
satisfaction by providing added value and 
positive perception to the CampusParc brand. 
We will create an intuitive parking system 
and delightful customer appreciation 
program for student permit holders.

Design Definition Dr. // 

ParcPerc, an intuitive parking system and delightful 
customer appreciation program to simplify the 
parking service communication and enhance customer 
satisfaction by providing delightful customer 
appreciation program for student permit holders 

TEAM 4

Design 5103 // Group 4 // CampusParc

PROJECT SUMMARY
Conclusion // 

Download 
OSU Mobile
Our App Provides:
- Pass Purchases
- Loyalty Program
- Car Locator 
- Customized Garage Maps

Parking Rewards

Design 5103 // Group 4 // CampusParc

PROJECT SUMMARY
Conclusion // 

Download 
OSU Mobile
Our App Provides:
- Pass Purchases
- Loyalty Program
- Car Locator 
- Customized Garage Maps

Parking Rewards

Social care to provide responsive customer service 
to change the culture of parking on campus by using 
social media to connect CampusParc to the people 
that use their services; and simplify the parking service 
communication 

TEAM 5

Project Summary
This semester we were tasked with creating a 
solution that would help CampusParc improve 
their public relationships and partnerships 
with the campus community. Our group 
took over research that had previously been 
prevented by the summer grad student group 
and conducted our own research about 
CampusParc users. After several brainstorming 
sessions with our faculty we decided to create 
a solution that used social media to implement 
better customer service; a service model that 
is called Social Care. Our group created a 
comprehensive Social Care plan for CampusParc 
to enact. Our plan includes a new social media 
brand that will humanize and modernize 
CampusParc’s digital presence, tutorial and 
promotional videos, and a diagrammed guide 
for Social Care Interactions. 

@CampusParc My fam and I got ticketed 
for parking in the west lots, I’m visiting 
OSU for the first time and we didn’t 
know we had to pay to park! Help? 
#oops #ohnuts #campusparc

@DonnathePrimadonna Let’s talk it out! 
DM us so we can help. 

Hey Donna, I’m Anthony from the 
CampusParc Social Care team tell me a 
little bit more about your situation so 
that I can try to help. 

Thanks Anthony, my family and I came 
to campus and parked in one of the west 
lots to see how far the commute into 
campus was. We didn’t see any signs or 
kiosks to pay for parking and since it 
wasn’t a garage we thought we would be 
fine. 

This shows Donna 
and other users 
that we are 
willing to talk but 
DM (or direct 
messaging) allows 
us to talk about 

Our Rep introduces 
himself to inform 
Donna that she 
is talking to a 
person. He also 

Our Rep evaluates 
the situation 
and decides that 
he can forgive 
Donna’s ticket and 
informs her of the 
appropriate garage 
to park in in the 
future. By doing 
this he ensures 

Memorable navigation through elements of nature 
to target users’s emotional journey from the garage 
to the university’s James Cancer Hospital and Solve 
Research Institute

TEAM 6

Final Solutions Summary

The empathy gained for the user is evident as the 
team’s goal was to understand and improve the 
situation of the families and friends effected by 
the distress of having a loved one in a medical 
facility. Taking inspiration from the impressive 
visual direction of the James, we simply aimed 
to mirror this message of hope and calm in the 
beginning of the user’s visit while expressing 
CampParc’s concern for their audience. The 
solutions allow CampusParc to create a tranquil 
and stress-free environment for the visitors of the 
James, while also providing a clear navigational 
journey to their destination with memorable and 
purposeful signage. 

Final Solutions Summary
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This collaboration is a unique case study in student-led 
design research. It highlights what happens when the 
process supports an open-ended solution that’s responsive 
to the research. The results inspired the collaborating 
institution to not only extend the project duration, but 
expand the research scope.

CampusParc, a university campus parking provider, 
engaged students and faculty in The Ohio State 
University’s Department of Design to determine  
how its brand and service can contribute to a more 
positive parking experience in the 36,000 + spaces  
in garages and surface lots–particularly for visitors  
to the main campus. 
	
This year-long collaboration involved multiple design-
definition sessions between design faculty and a 
CampusParc design strategy team, an 8-week graduate/
undergraduate design-led Discovery Workshop, and  
a full-semester Advanced Visual Communication Design 
Studio course. The outcomes included discovery themes, 
journey maps, observation findings, problem statements, 
design opportunity proposals, and concept prototypes.

Throughout this process, the students worked with, 
presented to, and received feedback from design faculty 
and the CampusParc team. Additionally, students engaged 
stakeholders, university staff, and parking visitors.  
By immersing students into a complex practice-based 
project, the students applied their design research  
and visual communication coursework in environmental 
graphics and branding. 

CampusParc is realizing new design opportunities, 
embracing proposed design themes and concepts,  
and shifting their role from a ‘utility’ to a ‘service’ provider. 
This new mindset is motivating CampusParc to focus 
on relationship building and crafting a friendly and 
approachable brand language that interjects a sense  
of delight while supporting confidence and loyalty. 

Ohio State faculty and students:

Department Faculty	 Peter Kwok Chan
	 Paul Nini

Graduate Researcher	 Adam Fromme

Discovery Workshop	 Adam Fromme
	 Ece Kacara
	 Laura León
	 Emily Datsko

Design Concepts	 Team 1
	 Kayla Anderson
	 Jordan Casper
	 Shelby Daugherty
	
	 Team 2
	 Miranda Wagner
	 Madison Moore
	 Jason Duffield

	 Team 3
	 Katie Coogan
	 Jacob Katz
	 Sara Riedel

Team 4
Nicole Showalter
Marek Mutch
Maria Fehl

Team 5
Sky Carver
Rachel Herman
Lucas Pacheco

Team 6
Megan Chamberlan
Frankie Rico
Erik Ruuska

CampusParc Representatives:

Sarah Blouch, President and CEO	
David Hoover, Corporate Communications Director
Chris Kovitya, Concession Manager

A collaborative design  
case study for developing  
positive parking experiences  
on a university campus

Discovery Workshop (May–June 2016)
The Discovery Workshop focused on the parking experience of prospective students 
and their families. This workshop followed a set timeline: Week 1) introduce project and 
define scope; Week 2) conduct research; Weeks 3 & 4) identify stakeholders; Weeks 5 & 6) 
map user-journeys; Week 7) frame situations; Week 8) share insights.

The plan was set around two key activities: Stakeholder and User-Journey Mapping. 
These activities were supplemented throughout the project with web-based research, 
observations, on-site user interviews, and meetings with representatives of the university 
directly involved with correspondences related to orientation activities.

The students discovered 23 opportunities. They were presented as both an informal 
exhibit and a final presentation to CampusParc. Each exhibit poster framed a specific 
opportunity: problem statements, current conditions, proposed conditions, included 
images, and a short discussion on recommendations. The presentation documented 
both the 8-week process and the findings from the workshop. 

The Discovery Workshop served to understand many of the conditions surrounding  
the university’s parking experience. The posters and presentation would be carried 
forward to inform future project phases.

Design Concepts (August–December 2016)
The next phase of the project built upon the workshop’s research within a senior-level  
visual communication course. It was divided into a timeline with four phases:  
1) Discover, 3 weeks; 2) Define, 2 weeks; 3) Explore, 4 weeks; and 4) Frame solutions,  
7 weeks. These phases emphasized the processes of a user-centered and iterative  
design approach. At the end of each phase each team would present their current work, 
and each individual would share their reflections.

After their initial research and a presentation from the Discovery Workshop team, the six 
student teams selected their specific research scope. Each team was responsible for the
application of planning, analyzing, and designing in two/three-dimensional visual 
communications and information design systems; with an emphasis on application of 
design research, analysis techniques, design strategic thinking, concept development, 
implementation, and design evaluation.

The design faculty used studio time to meet with individual teams, providing specific 
direction and instruction. Since project topics were divergent, students worked 
within their team both in- and outside of class, only to re-group during end-of-phase 
presentations. This provided each team control in their project needs. Additionally, this 
autonomy fostered meaningful discussion during projects presentations, with unique 
perspectives, supporting primary research, and learning. 

Teams presented their resolved design concepts to CampusParc representatives. 
Their final presentations included a 3 to 5-minute video that used a narrative to realized 
the impact of their proposed solution. The projects each provided CampusParc with 
unexpected and unique insights from ‘blue sky’ opportunities to step-by-step pathways 
toward pragmatic partnerships. 

Quick! Take a picture.

PROBLEM STATEMENT 

Have someone else pay you to make parking memorable.

Current garages need a ‘pop’. Be strategic, but use advertising space to ‘wow’ 
visitors with something Instagram-able.

Agencies like Orange Barrel have build a  
reputation for delivering impact in Columbus.

CURRENT

— ALL PHASES —
PUBLIC RELATIONS

PROPOSED

Better visual support

PROBLEM STATEMENT 

Many people are not used to driving in the big city. Graphics need to 
support their parking needs before they get to campus.

— PHASE ONE —
PREPLANNING

Most parking announces the arrival at The 
Ohio State University, but does not give  
direction or confidence in route to parking 
where ‘they’ can park.

OSU has started identifying parts of campus 
(Academic, Medical, and Athletic), but the  
visitor parking gets lost.

Offset fears of parking where they shouldn’t 
and getting towed.

Offer clear language for visitor on where they 
can park and what it will cost.

[image from Duke’s signage guidelines]

CURRENT PROPOSED

Navigating garage identification

PROBLEM STATEMENT 

Many garages have low ceilings and tight parking. Signage needs to take 
command of the space and empower drivers to go from floor to floor.

— PHASE THREE —
PARKING

Signage in several garages is underwhelming. 

Much focus is on paying to park (once an  
individual is in the garage). That should be 
communicated first, so the in garage  
experience can be focused on parking.

In the garage provide clear directions that are 
easy to follow.

Focus on the most important information:
 1.  Finding an available spot
 2.  Identifying where I parked
 3.  Which direction I need walk to get to  
  my destination

CURRENT PROPOSED

Oh, that garage!

PROBLEM STATEMENT 

For first-time visitors, remembering a garage name is a forgetful chore 
(when focused on getting where you need to be on time).

— PHASE FIVE —
RETURNING TO THE GARAGE ON FOOT

Many of the pedestrian-facing sides of  
garages at OSU look the same, particularly  
if this is your first time on campus.

Give impact to the garages.
•	 Memorable names
•	 Visual cues, like sculptures
•	 Theme each garage as unique

CURRENT PROPOSED

Empower with digital technology

PROBLEM STATEMENT 

Visitors are tied to their mobile devices; this expectation extends 
to their environment. 

Current technology includes
•	 Business-based website
•	 A few electronic display board (on signage)
•	 Tracking information of all entrance/exits 

(and method of payment)

Technology that could be used
•	 Service-focused website
•	 Digital displays that show the number of 

available spaces on each level 
•	 Digital beacons that identify available spaces
•	 In-route updates (if plan made through 

“Where do I park” application
•	 Digital payment
•	 Access to event information

CURRENT

— ALL PHASES —
GLOBAL

PROPOSED
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TO ACCESS: WE SUGGEST YOU PARK IN:
Red Area, Emergency Room, McConnell Heart Hospital Red Parking Garage

Silver Area, OhioHealth Neuroscience Center Blue Parking Lot or Red Parking Garage

Yellow Area, Riverside Women’s Center, Radiology, Labor & Delivery, Family Practice Center Yellow Parking Lot 

Blue Area, Main Entrance  Blue Parking Lot 

Orange Area, Surgery Waiting Area, Yellow Area Blue Parking Lot or Green Parking Garage

Green Area, Medical Office Buildings Green Parking Garage

Purple Area, OhioHealth Bing Cancer Center Purple Parking Garage
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Simplify garage names

PROBLEM STATEMENT 

Long names and seemingly meaningless titles are confusing to drivers. 

— PHASE TWO —
ARRIVAL

Adding directions “north, south, east west”  
to destinations are confusing.

Using names of nearby buildings are not easily 
understood, especially if that’s not the building 
you are going to.

Having two garages ‘next’ to each other (with 
the same name) is often not realized, until they 
return to car and did notice which one they 
parked in.

Can garages be renamed, using simple  
meaningful term?
“South Cannon Garage” becomes
“The James Parking Garage” or
“Visitor Parking Garage”

Remove directions, identify entrances with 
“keycard entrance” and “visitor entrance”

CURRENT PROPOSED

OK, now where do I go?

PROBLEM STATEMENT 

A seamless system from garage to campus extends a positive experience. 
Signage that supports OSU, supports the CampusParc. 

— PHASE FOUR —
LEAVING THE GARAGE ON FOOT

The journey does not stop at the garage.  
All garage access points need to support the 
rest of the visitors journey.

Help people find their next destination
•	 Offer take-away maps
•	 QR codes to access digital maps
•	 Position large kiosks near garage exits
•	 Use sidewalk etchings to highlight key  

destinations.

CURRENT PROPOSED

Partial set of exhibit posters from the final exhibit during week 8 of the Discover Workshop.

Images from final concept presentations during week 15 of the Design Concepts

Outcomes and Future work
The two sponsored design research projects in this year-long collaboration provided  
new and exciting opportunities. CampusParc and the department faculty met throughout 
the Spring and Summer of 2017 to prioritize and map the next year’s steps. 

At the start of Autumn 2017 the team decided to advance “The future new garage” inspired 
by Team 6’s project and formed a design/technology partnership to explore virtual reality 

prototyping. A 9-month collaboration is now underway for “Human-centered and  
desirable parking experience.” This collaboration currently has over 25 team members 
from parking system management, patient experience experts, OSU faculty and students, 
design practitioners, and technology application developers identifying core design  
values to create a holistic user journey by exploring physical and emotional experiences 
related to the future parking experience at The Ohio State University.


