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Executive Summary
While wayfinding within Dublin Airport is typically adequate, we encountered a deficient wayfinding system for locating external travel providers and car parks
from arrivals at each terminal. This was compounded by many errors and mistakes caused by omission and negligence of the system over time. As this journey
will often be the first taken by a person in Ireland it is important that the user does not become lost or frustrated; something we observed regularly during the
study.
Good wayfinding should be an achievable goal in this area. A simplification of the existing ‘zone based’ wayfinding is recommended along with information
points that show a user the functions at each zone and good directional signage to get the user to the zone. We outline and illustrate the current issues below
and make high level recommendations to overcome them and significantly improve wayfinding for the arriving passenger.
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About Us
We make places look lovely and help people find their way around them. We love great
design and the elegance of simplicity. We have a blast working with some of
Ireland’s biggest organisations (and tiny ones too) to deliver beautiful branding &
wayfinding rollouts.
We’ve got it all covered. You won’t have to worry about choosing between great design,
effectiveness, accessibility or breaking any laws or regulations. You tell us your vision,
we’ll make it come to life. We know there are no shortcuts to a truly effective sign
solution. Professional well-placed signs enhance the unique characteristics of the
architecture of any environment. Our signage programs are designed to incorporate
everything you need to flawlessly execute your new wayfinding strategy.
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Methodology
•

We undertook a qualitative ‘user journey’ approach to surveying the various routes ‘out’ from arrivals of both Terminal 1 & Terminal 2. In doing so we
evaluated existing signage as well as the architectural characteristics of the paths and how they influenced wayfinding.

•

We analysed the existing wayfinding & signage to understand the wayfinding structure being applied and judged its application against best practice.

•

We observed users in the environment as they undertook wayfinding assisted journeys from the arrivals area to their destination to see how effectively
marked decision points were.

Findings & Recommendations
Architectural Characteristics
From both terminal 1 and terminal 2 there are distinct environmental challenges to providing cohesive wayfinding.
The terminal 1 arrivals foyer is not met directly with an exit but rather two exits (Figure 1) of equal prominence approximately fifty metres to the left or right
of the arrival egress point. Currently there is no signage at this key decision point. The need to exit the main terminal then enter another building prior to
reaching transportation links is unintuitive and a user trying to find an outdoor location, such as a bus stop, will intuitively resist entering another building. The
current layout of ‘zones’ is dispersed and a ‘sense of place’ as a transport hub/depot is not present.
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Figure 1: T1 Arrivals main exit is absent any signage and is one of two equally prominent exits.

Terminal 2 is much more intuitive in commencing the journey outside via the ‘glass bridge’. Access to the current taxi rank lacks prominence at the decision
point on the north side of the pedestrian bridge (Figures 2 & 3). This area also lacks a prominent outdoor exit point (Figure 2) with the main exit lobby located
in a narrow corridor. Looking outside from this point does not give any clear indication of where the key transportation points are.
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Figure 2: To the right is the taxi rank, to the left the main egress point for transportation links.
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Figure 3; A major egress point can easily be missed and no prior directional signage exists (See Figure 2)

Geographical layout of zones is unintuitive as they do not follow the numbering system per the paths users take.
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Existing Wayfinding Structure
We hope to find a structure to directional & orientational signage which can be Hierarchical, Line or Matrix. An example of a hierarchical structure would be:
Dublin > Dublin Airport > Terminal 1 > Departures. This is a logical application where a user can intuitively categorise their destination. A line structure is best
analogised with a train map (Such as the infamous London Underground line maps). A Matrix structure is used where neither of these apply and where each
destination is considered equally. A matrix structure is typically heavily reliant on either maps or directional signage.
Within the airport we see some elements of each structure being applied without consistency.
A hierarchical approach closest describes the current system and should break to three categories and then move to sub-categories as outlined below:
• Exit > Car Parks > Car Park 1,2,3,4 etc.
• Exit > ‘Coaches, buses, App based Taxi pickup’ > Zone 1-21
• Exit > Taxi Rank
The inconsistencies are primarily in allocation of sub-categories and the terminology used.
The following are the key issues identified at a structural level:
•

The primary category (Buses, Taxis etc.) is never translated into the sub-category. When a user first sees signs referencing ‘zones’ they have not been
informed that this pertains to the previous primary categories used earlier on the journey (At arrivals halls).
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Figure 4: Without additional information the user has no context to understand the signage. The icons do not accurately depict the services available.

•

Grouping and categorisation is inconsistent. Some amenities are allocated to zones while other identical amenities are treated as primary categories.
This makes it difficult for the user to understand and interpret the system being used. For example some car parks are considered separate to the ‘zone’
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system and some are located in zones. This is evidenced by signage which directs users to zones & car parks with both having a parking icon. No typology
of car parks is offered to clarify this ambiguity. Taxi Ranks are considered outside zones (most of the time) but app hailing taxi pickup is located in a zone
with no clear signage to illustrate.
•

Inconsistent terminology. For example sometimes ‘buses’ is used, other times ‘buses and coaches’. If a user has seen a sign for ‘buses and coaches’ they
will assume, when seeing a sign for ‘buses’ that this direction will not take them to a ‘coach’.

•

The use of the ‘bus’ symbol and the ‘bus’ category does not adequately reflect the actual use of zones. We observed the zones being used for private
pickups & e-hailing apps via the car parks as well as hotel pickups, none of which was reflected in the existing signage. It is not reasonable to rely on
users to research and find information on a key amenities location via third parties such as e-hailing apps, or private bus operators websites.
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Recommendations on wayfinding structure:
We recommend that the hierarchical structure be negated in place of a line structure leveraging the zoning system. Currently some car parks and the taxi pick
up point remains ‘outside’ the hierarchy and zones leading to confusion as other taxi pickup points (by E-Hailing) and car parks exist outside the zone system.
To do this the taxi rank and all car parks should be allocated a zone. Alternatively Car Parks should be removed from the ‘zone system’ and treated as a separate
structure. In this instance car parks being used for pickups should be re-designated so that they can remain in the ‘zone system’.
This would simplify wayfinding by creating a single destination from arrivals and a line structure through the zones.
Both orientational and directional signage should outline the key operators of each ‘zone’ via their logo which will be recognisable to the user. Information
points can be adjoined to the orientational signage to show the key routes of each operator so that users can easily see which operator and zone will best
service their end destination. For example the ‘Airlink Express’ services Heuston Station via approximately twenty city centre stops and is accessible at Zone
14.

Signage
Having evaluated the structure’ we now study the actual signage and how it relates to it. It’s important to note that many of the inconsistencies in signage are
caused by issues in the wayfinding structure applied.
Sign types can be broken down to three types:
• Orientational
Signs to help orient the user from a starting point without providing specific directions. Most typically a building directory that shows what exists on
each floor or a graphical map showing a set of amenities, as is applicable to Dublin Airport.
• Directional
Signage that points a user towards a destination
• Identification
Signage that lets a user know they have reached a destination

Orientation Signage
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•
•

Orientation signage was located at the end destination and was not prominent at the commencement. This is not useful for the user. Orientation
signs at key points were wall mounted and lacked presence and prominence.
A user will not expect to need the orientation at this point so they are unlikely to engage with it. It must be made clear to the user that the orientation
signage in use pertains to the zones and will help the user locate a service.

Figure 5: Orientation signage is placed to the side and lacks prominence as the 'key' to understanding the wayfinding system.

•

Orientation signs were inaccurate. Many of the maps showed incorrect ‘you are here’ locations, were oriented incorrectly, or had the destinations
incorrectly marked.
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Figure 6: Orientation Sign is inaccurate and incorrectly positioned.

•

Orientation signs were inconsistent with directional signage; most often with the orientation signs being incorrect.

•

Orientation signage was in breach of the Irish languages act, as the blue/yellow contrast of Irish is of lower contrast and therefore prominence to
the blue/white English text.
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•
•
•

We identified Orientation maps with title ‘Paystation Information’ with notes to users stating “Pay Station locations as identified on the above map:”.
The map on these signs is not above but is to the left. The map did not have any corresponding paystation information whatsoever. Further, these
notes were placed on signs that were located far beyond the last pay station and beyond the last car park on the route.
Orientational signage is unintuitive and as a result we observed very few people using them. A well designed map should use clear markings and
colour coding. Only relevant information should be included. The current maps have all roads & buildings marked despite being used only for
pedestrians.
Current maps are low contrast. High contrast is required to ensure the visually impaired can easily read the maps. Contrasts are currently below
30% where above 70% is the minimum level recommended.

Directional Signage
•

We encountered signs pointing to the same destination in three distinct directions. We also observed the same destination being shown twice in
two different directions on the same sign. In the illustration below two signs are technically correct one is incorrect. Zone 16 can be accessed both
ways however it is counterproductive to direct users in this fashion as it creates confusion and there is no benefit to a user arriving at one end of
the zone over the other as they have no information relating to what is where in the zone. Better would be to direct all users to one ‘end’ of the
zone and use this arrival point to provide information on the layout of the zone.
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Figure 7 This sign showing directions to 'zone 16'. The following two images are taken from the same location and show 2 different directions one of which points back towards the terminal.
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•
•

There is no signage at the arrivals hall of Terminal 1 to direct users.
Lift signage is inconsistent with other signage. For example in terminal 2 the lift signage does not identify access to any zones.
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Figure 8: Lift signage is inconsistent with the rest of the directional signage.

•

Zone 18 exists twice. Once in its current place and once at the taxi rank in terminal 2 where presumably, identification signage hadn’t been removed
following a zone change. This is doubly confusing for users as the ‘new’ zone 18 is used for App based Taxi collections which require a distinct location
from the taxi rank. This will inevitably be a confusing concept already for users: made doubly so by this error.
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Figure 9: Incorrect identification of T2 taxi rank as 'Zone 18'.
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•

Inconsistent sign layouts also create confusion. In some instances destinations were grouped by direction; in others each was assigned its own
directional arrow. Users require consistency in order to understand a wayfinding system.

•

Zones 19-21 are omitted from all observed directional signage.

Identification Signage
•

No identification signage to inform the user they have arrived at some zones (Zone 18 for example, which was extremely busy with users utilising
App based taxi hailing had no identification signage).
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Figure 10: Zone 18 lacks any identification signage.

•

Identification signage was sometimes not prominent enough to remove the need for a directional sign at a prior decision point: which was
nevertheless omitted.
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Recommendations on Signage:
1) Continue to use maps. A redesign is required to make the maps intuitive.
2) The maps need to be located at the commencement of the journey and at key decision points only.
3) We recommend adapting a ‘line structure’ for the maps. This structure should be combined with a legend showing the functions of each zone (IE Zone
18 – E-Hailing pickup point, Zone 16 – Hotel & Courtesy Buses etc.) We recommend the use of the operator logos assigned to zones so that users can
easily find the specific operator they are searching for. These can be manufactured with interchangeable panels to allow for updating regularly as
operators change.
4) Clearer icons are required for each function. Some functions are absent of any icon such as e-hailing pickup locations.
We recommend that the signage within the arrivals hall is added or updated to clearly mark the exit point. Dublin Airport is fortunate to have just one egress
point for most transportation services. Early signage should focus on the key functions but include reference to ‘Zones 1 -21’ making it clear to the user that
‘Zones 1-21’ relate to car parks, buses, coaches, taxis & taxi hailing app pickup.
Information points should be created at the secondary building opposite terminal 1 and at the pedestrian bridge in terminal 2. This will help to create a ‘sense
of place’ as a transportation ‘hub’. This will inform the user of the services offered at each zone: for example the routes serviced by the bus operators.
Upon ‘leaving’ the main terminal building clear signage is required to illustrate the system being used. This should show people, using a line type structure, the
layout of the zones. It should show the user precisely what functions are available at each zone and corresponding ‘zone’ based directional signage should be
used from this point forward. Given the small number of pedestrian walkways actually in use, this system should be simple for a user to follow.
Zones should be re-designated so that they correctly ascend or descend based on the direction walked.
E-hailing App’s have clearly become an established transportation choice by passengers as evidenced by the busy use of Zone 18 for this purpose. Proper
designation and inclusion in directional signage will therefore be in the users best interests. Particularly at arrivals halls where zones are not included in
directional signage and references to e-hailing pickup are omitted leaving the user with no information.

23

Orientation signage should be redesigned in line with best practice to ensure only relevant information is delivered, the map is graphically intuitive and
accessible to the visually impaired.
Signage should be surveyed in detail and inconsistencies and inaccuracies should be rectified.

Overall Recommendations
The arrival journey in Dublin Airport requires overhaul. A disjointed approach has been compounded by changes over time leaving a system that does not
deliver a positive experience for passengers. Spending a small amount of time around the arrivals areas in both terminals will confirm this absolutely as users
refer to their personal devices to try and remedy the deficiencies and find their way to an end destination.
While the recommendations in this report focus on the structural, orientation & directional aspects of wayfinding it is clear that an holistic approach is required.
By putting oneself in the shoes of a passenger arriving for the first time to Dublin Airport journeys can be mapped and appropriate wayfinding and informational
points can be devised.
The current zoning system has the potential to simplify directional signage but only when complimented with prominent, frequent and rich information points
educating the user on the system in place and allowing them to understand it. It is also vital that the system is then maintained on an on-going basis. We suggest
the creation of a ‘template’ set of guidelines that can be used to implement a new system and maintain it over time with absolute consistency.

