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Follow up to Oral Question 503~18(2) Northern Frontier Visitors Centre 

Further to my earlier letter dated June 1, 2017 (attached), I am writing to follow up 
on a commitment that I made to you in the Legislative Assembly on 
February 3, 2017, regarding the Northern Frontier Visitors Centre (NFVC). During 
our exchange, I committed to provide you and Members of the Legislative Assembly 
with copies of the engineering firm and the business case reports, once received by 
the Department of Industry, Tourism and Investment (ITI). 

I wish to inform you that ITI recently received the following two reports which are 
attached to this letter: 

• Williams Engineering Canada Inc., the engineering firm, was retained by the 
Northern Frontier Visitors Association to carry out a structural assessment of 
the NFVC; and 

• Outcrop Communications Ltd. was retained by the Northern Frontier Visitors 
Association to examine best practices and cost estimates for operating a 
Yellowknife Visitors Information Centre. 

Thank you for your interest in this matter. I trust this information is satisfactory. 
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Oral Question 503-18(2) Northern Frontier Visitors Centre 

This Jetter is further to my commitment made in the Legislative Assembly on 
February 3, 2017, regarding the Northern Frontier Visitors Centre (NFVC). During 
our discussion, I committed to double check to see if the Department of Industry, 
Tourism and Investment (!Tl) has identified any funding in the 2017-18 Capital or 
Operations and Maintenance budget for additional assistance to support the NFVC. 
I also committed to keep the House apprised of the next steps to be taken with 
respect to how !TI can assist the NFVC, once the report came back from the 
engineering firm and once the business case was received from the communications 
agency. 

Furthermore, I committed to provide you with information on how IT! funds and 
operates other tourism centres in the Northwest Territories (NWT). 

The Northern Frontier Visitor's Association (NFVA) receives $161,000 from IT! and 
$90,000 from the City of Yellowknife annually for operations and maintenance. 
More recently, !TI has supported the NFVA with additional resources to study and 
evaluate the visitor centre's foundation issues and to look at different business 
models as options for future operations. !Tl's focus has been to ensure that any 
decisions made by the NFVA were based on solid and up-to-date findings. 

Several business case options were presented by the NFVA to preserve the future of 
the NFVA and visitor-information services in Yellowknife as shown below: 

" Dismantle the NFVA, remove existing building, and cease visitor services 
($50,000); 

o Temporary fix to the existing building until a permanent solution can be put 
in place ($300,000). This option may not be viable depending on current 
shifting of the building; 
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., Move the visitor centre to a temporary location downtown (with rent paid by 
City of Yellowknife); 

@ Build a new smaller visitors centre at the current site ($2-3 million); 
" Build a new visitor centre, larger than existing one ($4.5 million); and 
., Build a new much larger visitor centre (multi-purpose tourism centre) 

$3. 77 - 5.25 million. 

In regards to keeping the House apprised of the next steps to be taken with respect 
to how !Tl can assist the NFVC, the engineering assessment reports and the business 
case report are expected to be completed this summer, at which time I will share 
with the Members of the Legislative Assembly. 

The Government of the Northwest .Territories (GNWT) has been working in 
partnership with the City of Yellowknife and the NFVA to respond to the closure of 
the NFVC. The immediate priority has been to re-establish visitor services in an 
altemate location. A temporary location has now been identified at the Prince Of 
Wales Northern Heritage Centre and a Memorandum of Understanding has been 
provided by the Department of Education, Culture and Employment (ECE) to the 
NFVA for consideration. This space will allow for visitor information services to 
continue, while other options are considered. !Tl will cover costs associated with 
NFVA's move to the new location and the interim storage of its assets. The City of 
Yellowknife has and will continue to be a key funding partner for the NFVA and we 
commend them for their contribution of additional resources. 

Once immediate service delivery concems are addressed, !TI and partners will turn 
our collective attention to finding a longer-term solution. The identification of a 
more permanent location and next steps will require the identification of a business 
model for visitor information services that can be effectively delivered and 
sustained. 

Lastly, I committed to provide you with information on how !Tl funds and operates 
other tourism centres in the NWT. I offer the following information: 
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The table below outlines the funding provided by IT! in the area of visitor 
information services/centres in 2016-17 and 2017-18: 

Region Servlce/Centre 2016-17 !TI 2017-18 !TI 
Funding Funcll1111 

Beaufort Delta Western Arctic Regional Visitors $105,000 $127,000 
Centre, Inuvik 
Dempster Delta Visitors Centre, $115,000 $102,000 
Dawson Citv, Yukon (YK) 

Sahtu Norman Wells Historical Centre, $20,000 TBD 
Norman Wells 

North Slave Northern Frontier Visitor Centre, $161,000 $161,000 
Yellowknife 

Dehcho Fort Simpson Visitor Information $50,000 $50,000 
Centre, Fort Simpson 

South Slave 60•h Parallel Visitors Centre, $104,000 $99,000 
NWT I Alberta (AB) border 
Hay River Visitor Centre $0 $0 
Hay River 

The table below outlines the annual operating costs, staff and operating season for 
visitor information services/ centres in the NWT. 

Service/Centre Operating Staff Operating Hours of Operation 
Costs Season 

Beaufort Delta Western Arctic $105,000 4 May to Mon-Fri 9:00 am - 7:00pm 
Regional Visitors Seasonal September 
Centre, lnuvik [SJ 
Dempster Delta $115,000 3 s May to even days a week: 9am - 7pm 
Visitors Centre, September 
Dawson City YK 

Sahtu Norman Wells $191,000 2 Full- Yeanound >ummer hours 
Historical Centre, time (FT) Uune 1-Aug 31): 
Norman Wells 2 Part- Mon-Fri 10 am- 5:30 pm 

time Sat 10 am- 4 pm, Sun 12 pm- 4 pm 
Winter hours 
(Sept 1-May 31): 
Mon-Fri 10 am- 5:30 pm 
Sat 10 am- 4 nm 

North Slave Northern Frontier $1,512,430 6FT Year round 1/a 
Visitor Centre, 8-10 s 
Yellowknife 

Dehcho Fort Simpson $100,000 4S May to (May) Mon - Fri 8:30 am - 5 pm 
Visitoi- September ISat- Sun 12 pm - 5pm 
Information (After June 1) Mon - Fri 8:30 am to 
Centre, 3pm 
Fort Simpson 'at - Sun 9 am to 5 pm 

South Slave 601h Parallel $104,000 2S May to even days a week: 8:30 am - 8:30 
Visitors Centre, September m 
NWT I AB border 
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The table below indicates four operating models and building ownership for visitor 
information services/centres in the NWT. 

Region Service/Centre Owner Operator 
Beaufort Western Arctic Regional GNWT-lTI GNWT-!Tf 
Delta Visitors Centre, Inuvik 

Dempster Delta Visitors Parks Canada GNWT-!Tl 
Centre, Dawson City YK 

South 6Qth Parallel Visitors GNWT-ITI Contractor 
Slave Centre, NWT I AB border 
Sahtu Norman Wells Historical Norman Wells Norman Wells 

Centre, Norman Wells Historical Centre Historical Centre 
North Northern Frontier Visitor Northern Frontier Northern Frontier 
Slave Centre, Yellowknife Visitor Association Visitors Association 
Dehcho Fort Simpson Visitor Village of Fort Village of Fort 

Information Centre, Fort Simpson Simpson 
Sinmson 

l assure you that the GNWT remains committed to supporting the NFVA. 

Thank you for your questions and interest in this matter. I trust this response 
addresses your questions. 
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ENGAGE. INNOVATE. INSPIRE. 

May 19, 2017 Northern Frontier Visitors Centre 
#4, 4807 49 Street 

Yellowknife, NT X1A 3T5 Via Email office@visityellowknife.com 

Attention: 

Subject: 

Tracy Therrien 
NFVA Executive Director 

Northern Frontier Visitors Centre Structural Assessment 
Structural 
Yellowknife, NT 

Introduction 

Williams Engineering Canada Inc. (WEC) was retained by the Northern Frontier Visitors Association 
(NFVA), to carry out a structural assessment of the visitors centre building located at 4807 49 Street, 
Yellowknife, Northwest Territories. 

The scope of work with respect reporting is as follows; 
Receive/Review all relevant background information pertaining to the building and associated 
with the Structural System, i.e. drawings, structural reports, geotechnical reports, information 
collected regarding movement...etc. It is assumed that this information will be provided by the 
client. WEC may also have some Information to hand. 

Selective Structural Assessment of Structural Components of the building within the affected area 
(areas over the water body, gridlines 1 - 5). This assessment will be an intrusive investigation. 
WEC will conduct a walkthrough with a contractor and note areas to be investigated. The areas to 
be Investigated will be strategically selected. It Is not possible to open all areas at this time as 
some of the finishes and building components are under stress and could pose as a hazard. 

Non-destructive assessment of building between gridlines 4 - 8. 

Provide a DRAFT report for review by the client that discusses the following: 

o Whether there is a solution to repair/retrofit the existing foundation system and the 
structural framing and maintain a seNiceable building structure. 

o Propose an alternative solution to supporting the problem area (between gridlines 1 - 5) 
of the building 

o Class D Cost Estimate for Engineering and Construction of both the repair/retrofit solution 
and the alternative solution, for comparison reasons. (GNWT can assist with in house 
quantity suNeyor). 

o Upon review of the DRAFT report by the GNWT, WEC will incorporate comments and 
Issue a final report. 

The following information was available and was used during the preparation of this report. 
Visitors Information Centre, Yellowknife, NT, Preliminary Geoteclmical Evaluation, by Thurber 
Consultants Ltd. , dated January 1990. 
Letter: Yellowknife Visitors Centre, Summary of Field Drilling Investigation, From Thurber 
Consultants Ltd. Dated February 12, 1990. 
Visitors Information Centre, Yellowknife, NT, Detailed Geotechnical Investigation, by Thurber 
Consultants Ltd., dated February 1990. 
Structural Engineering Review - Foundation Movements, Visitors Centre, by A.O. Williams 
Engineering Inc. dated June 29, 1997. (ADWE 1997) 
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Northern Frontier Visitors Centre, Yellowknife, Structural Assessment Report, by Williams 
Engineering Canada Inc., dated April 2, 2013. 
Desktop Study for Northern Frontier Visitor Centre, Yellowknife, by Maskwa Engineering Ltd., 
dated May 2013. (Maskwa 2013) 
Northern Frontier V isitor Centre Pile layout and scope of work drawings, revision 0 (2 drawings) 
by Structure-All Consulting Engineers Ltd., dated 28 February 2014. 
Deformation Survey of Northern Frontier Visitors Centre Exterior Survey Measurements, 
Yellowknife, NT. By Sub-Arctic Surveys Ltd. Dated 31 October 2014. 
Northern Frontier Visitor Centre Pi le layout and scope of work drawing, revision 2 (1 drawing) by 
Structure-All Consulting Engineers Ltd., dated 31 October 2014. 
Northern Frontier Visitors Association (NFVA) Building Report, Yellowknife, NT. By Structure-All 
Consulting Engineers Ltd. Dated December 18, 2015. 
Technical Service Evaluation, Northern Frontiers Visitors Centre, Prepared by GNWT PWS Asset 
management division, dated, 3'd March 2016. 
Drawings: 

o Architectural Drawings A15 - A20, Prepared by Pin/Mathews Architects, Dated 
24/09/1990. 

o Structural Drawings S1 - S9, Prepared by L.F. Dreger Engineering, Dated 24/09/1990. 
o Mechanical Drawings M1 - M6, Prepared by Ian M. Drinnan, P.Eng. Consulting 

Mechanical Engineer, dated 2410911990. 
o Electrical Drawings E1 - E10, Prepared By FSC Consulting Engineers & Architects, 

Dated September 1990. 

Note: This report was prepared and is based upon information collected in February 2017. Condition·s at 
this building have likely changed since preparing this report. 

Building Overview 

The Northern Frontier Visitor Centre (NFVC) building is located along highway four on the ed~e of 
downtown Yellowknife, Northwest Territories. The building has a footprint of approximately 450m and 
was constructed in 1991. Building super-structure is comprised of a heavy glulam post and beam framing 
with infill panels. Reinforced concrete grade beams and steel piles form the foundation system. 

The following is a summary of the history of recorded events based upon information to hand; 

Date Event 
.., 

September 1990 Building design documents completed 

1991 Construction Commences 

Circa 1992 Heating loops added to piles. There is not documented information regarding the 
specifics of this system. 

Building has experienced small foundation movements since it was built (ADWE 
1997) 

1995 First significant movements of foundation when shaft of elevator required remedial 
work (ADWE 1997). 
Discovered that heat circulation system for piles had been turned off (ADWE 1997). 

Spring 1997 The building had lifted in places by more than 15cm (S.A. Wolfe 1998). 
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ADWE Structural Engineering Review reQort 
-Pile heating system has been operated since 1995 but foundation movements have 
continued. 
-Largest Movements recorded near the east exit (20 to 25mm) and at the south west 
corner of the building (170mm). 
-Circulation system modified to supply more heat and the piles near the west exit 
dropped significantly. 
-Geotechnlcal study recommended. 

"the piles are now heated In winter to prevent the soil from freezing to the piles and 
lifting them" (S.A. Wolfe 1998). 

WEC Structural Assessment Report 
- Addition of steel beam sections that bypass pile at Grid C3 was noted. 
- stress fracture In glulam beam at second floor over elevator was noted 
- Remedial work to stabilise piles recommended. 

Maskwa Desktop Study (attachment to Structure All Report) 
Report presented two options for remediation of the foundation 
- Option 1: Install rock socketed piles to replace all problematic piles. 
- Option 2: Insulate and backfill space beneath south end of building, to mitigate frost 
penetration. 

Structure All Drawings Showing Scope of work for relevelllng work at piles P6 & P16. 
And addition of bracing along grid 1. 

Structure all drawings showing revised scope of work for relevelllng work at piles P6, 
P9 & P16. 

Structure All Report 
- Records work done as per the drawings from 2014. 
- Reports failed glulam beam under ramp and at second floor over elevator. 
- Reports Installation of steel beams under failed glulam beam under ramp. 
- Reports Installation of bracing along grid line 1. 
- Reports plan to Install adjustment mechanism for the Intermediate pile supporting 
the ramp. 
- Recommends monitoring, adjustments and remedial maintenance. 

WEC consulted regarding large deformations observed in the building structure. 

WEC retained to compile this report. 

Structural Investigation 

Method 
This section of the report Is based upon observations and measurements taken during a site visits made 
by Paul Clyne P.Eng., Structural Engineer with WEC. Part of this section pertains to the structural 
condition assessment that was done by destructive investigation methods. Paul visited the building on the 
morning of the 261

h January 2017, and was accompanied by the contractor, T J McGilllvray from Arctic 
Canada Construction. This Initial visit was to review and locate areas of structure that were to be 
investigated by destructive methods. 
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Paul visited the building again on the evening of the 26111 January to review structural components. 
Openings had been cut in finishes to reveal building structure. Our observations will be discussed later in 
this report. 

The other part of the structural assessment was conducted by doing a walkthrough of the building 
structure. This part of the assessment was non-destructive in nature. Sampling was done through taking 
measurements and photographs. Observations were made and are discussed later in this report. The 
structural building review identifies conditions that are indicators of structural distress and/or movement 
within the building. 

Examples of indicators of interior and/or exterior distress are: 

Cracking, spalling, or deflection of concrete elements. 
Surface cracking of the structure or finishes on walls, ceilings, and flooring. 
Cracking of window glazing. 
Differential movement of structural components, exterior elements, sidewalks, etc. 
Binding of doors. 
Signs of water marking and staining of surfaces. 

Although a number of these indicators are of a cosmetic and/or architectural nature, they do provide 
insight into the condition of the structure, which may be hidden behind finishes or cladding. 

Observations 

Site Descrh>tion 

At the time of our site visit there was snow on the ground and the pond next to the building was frozen. 
The building is located between highway four and a small body of water. The site is predominantly paved 
as a parking lot with an access road for the visitor centre. The highway is elevated higher than the parking 
lot which Is fairly level and flat. Grading from the parking is sloped down away from the building and the 
highway. The building footprint is situated with the southern half over the pond and the northern half on 
grade at/near the level of the parking lot. 

Note: For descriptive purposes in this report we will refer to the building entrance elevation as being 
north, and the end over the pond as being south, 

Photos 1 to 6 show the building exterior and the building setting. A satellite image is also attached in 
A endix A. 

Photo 1 - Entrance on North Elevation Photo 2 - East Elevation 
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Photo 3 - West Elevation 

Foundation I Crawlspace 

Description 

Northern Frontier Visitors Centre Structural Assessment 
WE File No. 35826.00 
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Photo 4 - South Elevation 

The building is founded on driven steel pipe piles. The original geotechnical investigation by Thurber 
Consultants Lid., recommended rock socketed steel pipe piles but later revised the recommendation to 
large diameter steel piles with special points driven to bedrock. Yellow polyethylene jackets were applied 
to the top section of pile to reduce ad-freeze stresses from ice bonding to the surface of the pile. Some of 
the piles are located in Frame Pond. These piles had large rocks placed around them to protect them 
from ice movement. II is reported that some of the piles were filled with a healing loop that is connected 
to the building heating system. The heating loop extends into the top two meters of pile below grade. 

The piled foundation consists of piles that exist in two distinct conditions. The northern half of the building 
has a heated crawlspace formed by the deep reinforced concrete grade beams that span the perimeter 
piles. The grade beam has exterior insulation. The southern half of the build ing extends over the pond 
and has a clear air space beneath it. This portion of the foundation space is not heated. 

The following photos should be read in conjunction with the marked up building plans included in 
Appendix A. 

BUSINESS C/\SE FOR THE SUSl AINAOILITY OF THE NORTH Elm FRONl IER VISITORS CENTRE I 120 



WILLIAMS 
ENGINEERING 
CAflADA 

Northern Frontier Visitors Centre Structural Assessment 
WE File No. 35626.00 

May 19, 2017 

Conditions I Recommendations 

Condition : 
Photo 7 shows the perimeter concrete 
grade beam with a steel pile beneath. 
The white material is voidforrn placed 
on the underside of the beam. 

Not all grade beams were exposed to 
view during our assessment. Grade 
beams that were observed were in fair 
condition. 

Steel piles were observed to have 
surficial rust. 

Recommendations: 
For information. 

Cond ltlon: 
Photo 8 shows the pipe that forms the 
pile heating loop. The pipe has been 
cut to take the heating loop out of 
service. 

Location pile 50. Other exar;nples of 
this were observed along GL 5. 

Recommendations: 
For information. 

Foundation 
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Heating unit in the crawlspace. 
Crawlspace was arm so ii is assumed 
that the healing units are operational. 

Recommendations: 
For information. 

Condition: 
Main floor beams that were observed 
from the crawlspace were all level. 
The beam in the picture reads 0.1°. 

Some horizontal cracks were 
observed in beams. Cracks were not 
considered to be stress related, but 
are probably due to drying out of the 
wood. 

Recommendations: 
For Information. 

Northern Frontier Visitors Centre Structural Assessment 
WE File No. 35626.00 

May 19, 201 7 

Photo 10 
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We observed an abandoned pile 
located directly adjacent to pile located 
near Grid intersection 68. 

Recommendations: 
For information. 

Condition: 
We observed sandbags and draped 
poly around the crawlspace perimeter. 
It appears that the grade beneath the 
grade beams has settled away from 
the soffit of the voidform. This leaves a 
gap to the exterior in some locations. 
Sandbags and draped poly have been 
used to restrict airflow from the 
exterior. 

Recommendations: 
For information. 

\ 

Nor1hern Frontier Visitors Centre Structural Assessment 
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Photo 12 
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Pile at grid A8. You can also see the 
gap to the underside of the voidform. 

Steel piles were observed to have 
surficial rust. 

Recommendations: 
For information. 

Condition: 
The beams highlighted in photo 14 
were originally installed level back in 
2015. At that lime the beams were 
installed to help support a glulam 
beam that had experienced failures. 
The glulam beam is currently 
undergoing similar deformation to that 
reported in 2015. 

Location: under south east corner. 

Recommendations: 
We recommend that Immediate 
action is taken to relevel the piles 
beneath the southern portion of the 
building. 

Northern Frontier Visitors Centre Structural Assessment 
WE File No. 35826.00 

May 19, 2017 

Photo 14 
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Bracing that was reported to have 
been installed as part of the 2015 
work. 

Location Grid 1 

Recommendations: 
For Information. 

Condition: 
Bracing that was reported to have 
been installed as part of the 2015 
work. 

Location Grid line 1 

Recommendations: 
For information. 

Northern Frontier Visitors Centre Structural Assessment 
WE File No. 35826.00 

May 19, 2017 

Photo 16 
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2 x W610 steel beam sections that 
were installed in an earlier foundation 
retrofit. These beams were installed to 
isolate the central pile that we have 
highlighted with the arrow. The 
isolated pile has frost jacked against 
the underside of the top flange. See 
photo 18. 

Also, note that this beam was 
originally installed level. There has 
been considerable vertical movement 
of pile at grid intersection 83. 

Recommendations: 
We recommend that immediate 
action is taken to relevel the piles 
beneath the southern portion of the 
building. Also, the central pile needs to 
be cut away. 

Condition: 
Photo 18 shows a close up of where 
the building framing bears onto the top 
flange of the beam. The detail has the 
framing supported on a series of 
plates that span the two beams. The 
isolated pile has jacked against the top 
flange of the beam and caused some 
local buckling. 

Recommendations: 
Beam requires a repair detail to be 
designed by a structural engineer. 

Northern Frontier Visitors Centre Structural Assessment 
WE Filo No. 35626.00 

May 19, 2017 
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Photo 17 

Photo 18 
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The pile at grid 1 B has frost jacked 
causing deformations of the building 
framing along grid 1. The sagging 
support rod observed is due to this 
deformation. 

The connection highlighted with the 
red circle can be seen in more detail in 
photo 20. 

Recommendations: 
We recommend that Immediate 
action is taken to relevel the piles 
beneath the southern portion of the 
building. 

Condition: 
This connection is of concern. 
Currently the beam is bearing onto a 
steel plate that forms part of the 
connection. However the beam end 
has reduced bearing due to the 
rotation of the connection. 

Recommendations: 
We recommend that Immediate 
action is taken to relevel the piles 
beneath the southern portion of the 
building. As part of this work, this 
connection is to be assessed and 
repaired if necessary. 

Northern Frontier Visitors Centre Structural Assessment 
WE Filo No. 35626.00 

May 19, 2017 

Photo 20 
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The pile at grid intersection 20 has 
frost jacked which has resulted in 
defonnations in the framing along the 
southern portion of grid line D. The 
roof line was originally constructed 
level, see photo 21. 

Recommendations: 
We recommend that immediate 
action is taken to relevel the piles 
beneath the southern portion of the 
building. 

Superstructure - Main Floor, Mezzanine & Roof 

Description 

Northern Frontier Visitors Centro Structural Assessment 
WE File No. 35826.00 

May 19, 2017 

........... 
Photo 21 

The building superstructure is comprised of heavy glulam post and beam construction. Floor and roof 
decks are mainly comprised of two systems; 

1. Tongue and Groove commercial wood deck spanning secondary glulam framing members, or, 
2. Plywood deck supported on wood I-Joists that are supported by the primary glulam framing 

members. 
Wall framing is comprised of the post and beam framing with stud wall infill panels and large panels of 
glazing. 

From review of the strubtural drawings it is not immediately apparent what was intended to ac\ as the 
lateral force resisting system. The structural drawings show a chevron style hanger rod system ba,tween 
grids 2 & 3 and along grid\A. This may provide some lateral restraint. Other methods of providing stilbllily 
may have been the solid wood frame Infill panels. 

Condition 
Generally the southern portion of the building is in very poor structural condition. Some of the glulam 
framing members have failed, and others are showing signs of stress which may lead to more failures. 
This is most likely due to the recent signs of (i.e. in the past year, since the 2015 relevelling) frost jacking 
and differential movement of the piled foundation. Movement at this end of the building has occurred 
throughout the buildings life. 

The northern portion of the building is in fair condition for a wood frame building of this age. This end of 
the building has had some stress Induced due to the movement at the southern end; hence the condition 
improves as you move farther toward the north. 

Note: Since our involvement in this project we have advised the NFVA that the southern half of the 
building not be occupied. As a result access to this part of the building has been restricted. The NFVA 
have moved their exhibits out of this part of the building and have tendered work to have some relevelling 
work done on piles. We recommend that this part of the building remain unoccupied until relevelling work 
has been completed and an ongoing foundation maintenance remedial and monitoring plan has been put 
in place. 
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The following table describes some of the conditions that we observed during our site visits. This should 
be reviewed in conjunction with the marked up floor plans that accompany this report in Appendix A 

Condition and Recommendations 

Condition: 
This photo was taken between grids 3 
& 4 in the interior of the main floor 
level. It is near the transition area from 
heated crawlspace to the area over 
the pond. In the photo you can get an 
idea of how sloped the floor has 
become. It was originally constructed 
level. 

Recommendations: 
For Information. 

Condition: 
Photo 23 gives an idea of the 
condition of the exposed post and 
beam framing in the northern po1on 
of the building. Connections still 
appear tight, and framing is plumb: , 
Operable louvered glazing is still fully 
functional. 

Recommendations: 
For Information. 

Superstructure 

Photo 23 

\ 
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Photo 24 Is a typical example of the 
condition of framing in the southern 
portion of the building. Drywall finishes 
cracking. Connections rotating. Stress 
fractures appearing in beams. 

Recommendations: 
We would recommend not repairing 
finishes until leveling work has been 
completed on the foundation. At this 
stage beams and connections should 
be assessed and repaired. Repair 
design shall be done by a structural 
engineer. 

Condition: 
Typical example of cracks in finishes 
around racked door framing in 
southern portion of building. 

Recommendations: 
We would recommend not repairing 
finishes until leveling work has been 
completed on the foundation. Please 
note that the building will continue to 
move .even after re levelling work is 
complxted. Finishes will crack again 
when t11e building moves. 

\ 
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Serious cracking in drywall finishes 
and racking of window framing at 
second floor level on the west of the 
building between grids 3 and 4. 

Recommendations: 
We would recommend not repairing 
finishes until leveling work has been 
completed on the foundation. Please 
note that the building will continue to 
move even after relevelling work is 
completed. Finishes will crack again 
when the building moves. 

Condition: 
Photo 27 was taken on the north side 
of the partition wall and photo 26 was 
taken on the south side. 

On the north side some racking was 
noted in window framing, but drywall 
only exhibits minor cracks. 

Grid 4 seems l e;> be near the northern 
extent of where: we observe Indicators 
of structural disfress. 

Recommendatio
1
hs: 

For information. 

Northern Frontier Visitors Centre Structural Assessment 
WE File No. 35826.00 
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Photo 27 
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Another example of a severely racked 
door frame. During our December visit 
this door could open and close. In 
February this door no longer closes. 

Recommendations: 
For information. 

Condition: 
Severe uplift of beams at roof level 
around the elevator. This is most likely 
predominantly caused by frost jacking 
of the pile at grid 3B. 

This upward force is inducing large 
structural distress in framing that is 
constrained by other adjacent framing. 
Photo 30 is an example of this. 

Recommendations: 
We recommend that irnrnodiato 
action is taken to relevel the piles 
beneath the southern portion of the 
building. Relevelling will relieve 
stresses on superstructure framing 
members. 

Northern Frontier Visitors Centre Structural Assessment 
WF. File No. 35826.00 

May 19, 2017 

BUSINESS CASE FOR THE SUSTAINABILITY OF THE NORTHERN FRON TIER VISITORS CENTRE I 132 



IAR WILLIAMS 
WW.:_S ~~~!NEERING 

Condition: 
Large stress fracture observed in 
secondary beam at roof level at the 
elevator. This fracture is located in the 
middle two thirds of the beam. Two 
beam connections frame into the face 
of the beam at the locations of the 
fracture start and end. The fractures 
start and end at the through bolt 
locations. 

This failure is most likely caused by 
the jacking forces exerted by pile at 
grid 38. 

Recommendations: 
We recommend that Immediate 
action is taken to relevel the piles 
beneath the southern portion of the 
building. Relevelling will relieve 
stresses on superstructure framing 
members. 

Cond ition: 
Portions of the walls between grids 2 
and 3 at main and second floor were 
opened to check for the chevron 
hanger rod bracing detail. We did not 

• observe this detail at these locations. 
However, upon opening the wall panel 
it appeared that there was another 
infill panel beyond the interior panel. 
'lhe bracing may have been 
concealed by this panel. 

Recommendations: 
For information. 

Northern Frontier Visitors Centre Structural Assessment 
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Photo 31 
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Sections of the floor and walls were 
opened to daylight structure for 
review. 

Recommendations: 
For Information. 

Condition: 
In all locations that we opened up floor 
structure, the joists and hangers were 
in fair condition and performing as per 
their original design intent. 

Photo 33 shows typical interior glulam 
beam supporting wood I-Joist floor. 

Recommendations : 
For information. 

Northern Frontier Visitors Centre Structural Assessment 
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Typical exterior beam supporting wood 
I-Joist floor. 

Recommend atlo n s: 
For information. 

Condition: 
It appears that there was a 
misalignment of framing at this 
location, during the original 
construction. The glulam beam has 
been roughly notched and bears onto 
a mass of timber stud members. The 
beam off cut seems to have been 
used as a filler piece. This is not acting 
as per its original design intent. 

See photo 36 below for close up . 

Recommendations: 
Once the piles 11ave been relevelled, 
connections should be assessed and 
repaired. Repair design shall be done 
by a structural engineer. 

Northern Frontier Visitors Centre Structural Assessment 
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Photo 35 
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Close up of notched beam bearing 
surface. 

Recommendations: 
The timber code allows a maximum 
notch depth of 25% of the member 
depth. This should be checked against 
this requirement. 

Condition: 
Photo 37 shows the early stages of a 
stress fracture in a mezzanine framing 
primary beam located at the bottom or 
the ramp. This fracture Is a result of 
the upward frost jacking forces exerted 
by the pile at grid 38. The upward 
force effectively causes a load 
reversal on the beam resulling in a 
fracture at through bolt penetrations. 

Recommendations: 
Beam to be repaired alter relevelling 
work has been completed. Repair 
design is to be done by a structural 
engineer. 

Conclusions 

Foundation Discussion 

Northern Frontier Visilors Cenlrc Slructural Assessment 
WE File No. 35826.00 

May 19, 2017 

This building has experienced foundation problems since the early days of its life. The foundation has 
been relevelled at two to three known instances; 

In 1997 it was reported that the building had moved differentially up to 170mm. It was not 
reported how the building was relevelled, but it did mention that additional heat in the pile 
healing loops resulted in some settlement of the piles. 
The building was relevelled when the two W610 beams were added to the foundation 
framing. There is no record or this install. 
In 2015 the foundation was relevelled and additional structure was added to the 
foundation framing. 
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Survey data prepared by Sub-Arctic Surveys Ltd. records up to 112mm of upward vertical pile movement 
between March 2015 and April 2016. We believe that the piles have continued to move since then. At this 
stage the building is overdue on having the piles relevelled. Relevelling should be done immediately. 

The deficient foundation is Isolated to the southern portion of the building. A dividing line can effectively 
be drawn across the building somewhere between grids 4 & 5, splitting the building into the southern 
portion with pile movement and the northern portion. This is also around the division between the two 
different foundation conditions, discussed earlier in this report. Frost jacking of piles is most likely the root 
cause of the structural distress observed in the building. The root cause of the frost jacking is the 
presence of water and freezing and thawing conditions, hence the largest differential movements in the 
building being located over the pond. 

In the past two possible options for the foundation remediation have been discussed. They were as 
follows; 

Option 1. Replace frost jacking piles with rock-socketed steel piles. 
Option 2. Backfill beneath southern portion of the building with clean sand and bury vertical and 

horizontal insulation around the perimeter at the south end of the building. 

While both of these options are good sound proposals for remediation we believe that there is a degree of 
risk involved in both. For both options this is mainly presented by the waterlogged nature of the site. 

For option 1 we have calculated a frost jacking force of about 556kN based on ad-freeze bonds between 
pure ice and steel for a depth of 2.4m. The rock socket required to resist this force would be In the region 
of 5.0m to 6.0m deep. Bedrock at this site is In the region of 20m to 30m below grade, and the profile of 
the bedrock is expected to be a steep rock face similar to the face visible at the Explorer Hotel. 
Considering these potential conditions we believe that installation of rock socketed piles would be a high 
risk installation. 

We would consider that option 2 carries less risk than option 1. The risk of this option Is that the building 
could continue to move and does not stabilise. If movement was to continue It would likely be less than 
what is currently experienced at the puildlng. 

Considering the site conditions and the history of foundation problems we believe that it would be a high 
risk exercise to invest in a permanent fix to stabilize the existing foundation. However, the frost jacking 
piles can be controlled on a regular scheduled maintenance basis. We believe that there Is less risk 
involved by going down this route, as we know that the piles will continue to frost jack on an annual basis. 
There are some down falls of this solution; 

1. It Is not a permanent one off fix. 
2. The associated costs continue for the remainder of the building life. 
3. The maintenance cost could increase. Initially we would recommend that the building be 

relevelled bi-annually, but the period could be reduced if the magnitude of movement increases. 
4. Shortened life span of building. 
5. If regular remedial maintenance does not occur the building may become unusable. 

Superstructure Discussion 
The southern portion of the building superstructure has been directly affected by the movements of the 
piled foundation. Indicators of structural distress are apparent throughout the southern half of the building. 
The wood framing has been quite resilient when we consider the magnitude of movement observed. 
However the building Is at a point where failures are beginning to show In the main structural elements 
and their connections. We have marked up two drawings which are attached In appendix A. The drawings 
indicate failed members that we observed during our visits. Members highlighted in orange indicate 
beams that have early indicators of stress fracturing and will require repairs. Members highlighted in red 
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indicate beams that have advanced Indicators of stress fracturing and will require replacement or other 
structural retrofit. 

Recommendations 

There following is a summary of our recommendations; 

Short Term 
Structural components are showing indicators of failure and some members have failed. Action must be 
taken Immediately to carry out temporary remediation of the foundation and repair failed structural 
members. The following is a summary of the main Items; 

1. Level survey of the foundation Is to be carried out by a surveying company. (Note: Sub-Arctic 
Surveys Lid. has surveyed this foundation in the past and will have data on file that they can 
compare to current measurements.) 

2. A contractor that is experienced with large building relevelling is to be engaged to relevel the piles 
and reinstate connections to the superstructure. Relevelling work will be a delicate process so as 
to not overstress structural members already In a high degree of stress. 

3. The building is not to be occupied during relevelllng works. 
4. The pile located at grid 3C Is to be cut away as low to grade as possible. 
5. Repair top flange of W610 beam beneath building. 
6. Contractor Is to work with a structural engineer to repair/replace all failed structural members. 

Long Term 

We believe that there are three long term structural solutions for the NFVC Building as follows; 

Option 1. 

\ 
\ 

Option 2. 

Option 3. 

Continued Long Tem1 Foundation Remedial Maintenance 
This option would involve carrying out the repairs as discussed In the short term 
recommendations. One modification would be to add vertical adjustability to the pile cap 
detail. To start, piles should be relevelled twice a year, as sche;:luled ongoing remedial 
maintenance. As part of monitoring a survey of plle elevations shall be done before and 
after each relevelling exercise. Once structural repairs hdve been completed, 
architectural deficiencies can be repaired or replaced. With this option relevelling Is 
scheduled and is done without fall. The building will continue to mov~ but with the regular 
relevelling it will be in a more controlled manor. As a result finishes will require repair and 
touch-up on an ongoing basis. It may be worth considering finishes that are more elastic 
and less susceptible to cracking. 

Abandon and Demolish the Southern half of the building 
This option would involve abandoning the structure between grids 1 to 4. Building framing 
would be demolished in a controlled manor so as not to affect the remaining structure. 
The stability of the remaining structure would be assessed by a structural engineering 
consultant and retrofits installed as recommended. If additional space was required, an 
addition could be planned on the north, east or west sides or the remaining building 
framing. Geotechnical investigation Is recommended ahead or planning the addition. 

New Build 
For this option the existing building would be abandoned, demolished, and a new building 
constructed somewhere else on the site. A geotechnlcal investigation would be required 
to determine the new location and foundation type. 
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Opinion of Probable Costs 

The following Class D opinions of probable costs are based upon the recommendations provided in the 
previous section. 

Option 1. Continued Long Tem1 Foundation Remedial Maintenance 
The following was included in our estimate; 

o Initial pile relevelling with addition of adjustabillty to pi le caps. 
o Engineering Consultant and Surveyor services 
o Repairs/Replacement of structural components 
o Repairs to finishes, replacement of windows, cladding, painting. These 

were based on the costing provided in the GNWT Technical Service 
Evaluation. 

o 20 years of ongoing relevelling and repairs 
Estimated Cost: $2,800,000.00 

Option 2. Abandon and Demolish the Southern half of the building 
The following was considered in our estimate; 

o Selective demolition between Grids 1-4. 
o Does not include hazmat abatement (if required). 
o Does not include removal of piles. 
o Dump fees 
o Infill framing along grid 4, hair glazing, half wood framing. 
o Repairs to finishes, replacement of windows, cladding, painting. These 

were based on the costing provided in the GNWT Technical Service 
Evaluation. 

o Addition with 425m2 usable floor space. Equivalent to floor space 
demolished. 

o Consultants 
o Does not include geotechnical investigation and site layout design. 

Estimated Cost: $2,700,000.00 

Option 3. New Build 
The following was considered in our estimate; 

o Demolition of existing building 
o Does not include hazmat abatement (if required). 
o Does not include removal of piles. 
o Dump Fees 
o New build will be a similar usable floor space to original building at 

850m2
• 

o Consultants 
o Does not include geotechnical investigation and site layout design. 

Estimated Cost: $4,600,000.00 
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This report has been prepared based upon tho Information referenced herein. It has been prepared In a 
manner consistent with good engineering judgement. Should now Information come to light, 
Williams Engineering Canada Inc. requests lhe opportunlly to review this Information and our conclusions 
conlalnocf In this roport. This report has boon prepared for tho exclusive use of Northern Fronlier Vlsllors 
Association, ond thoro ore no reprosentalions made by Wiii iams Engineering Cenade Inc. to ony other 
party. Any use lhat o third party makes of this reporl, or any reliance on or decisions made based on II, 
are lite responsibility of such third po riles. 

Yours truly, 

T 867-873-2395 f 867-873-2547 
E pciyne@Y.ilramsenglnoetlng.com 

References: 

Will iams Engineering Canada Inc. 

£:CZ 
RANDY GIBERSON, P.Eng. 
Soni.or Strutural Engineer 

T 403.410.3735 F 403.262.0075 
E rgiborson@willlamsonglnoering com 

Living with Frozen Ground, A field guide to permafrost In Yellowknife, Northwest Territories, Edited By 
Stephen A. Wolfe, 1006 
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K. 
Stantec Options For New 
Centre On Same Property 
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NQrth~rn_Frq_ntier Vi.fil.ors Centre - Site Planrlln.g_Options 
Developed for: 

Outc rop Communica tions 
4920 - 52nd Street 
Yellowknife, NT 
XIA 3Tl 

Prepared by: 
Staniec Architecture Lid. 
4910 - 53rd Street 
Yellowknife, NT 
XlA 2P4 

Project No. 144902429 
March 3 1. 2017 

The site planning options herein were prepared for Outcrop Communications to explore the potential for the construc fi1 
of a new Visitors Centre on the same site as the exist ing Northern Frontier Visitors Centre a t 4807- 491h Street. Yellowknife, 
NT. 

Each option took into consideration the following factors: 

- maintaining the existing parking lot 
- maintaining views towards the wetlands 
- maintaining vehicular access routes from 481h and 491h Street 
- allowing for the existing Northern Frontier Visitors Centre lo remain open during construction and demolishing once ti 
new Visitors Centre hos opened 

Order of Magnitude of Construc tion Cos t 

An Order of Magnitude of Construction Cost hos been prepared for each option included within and is based on the 
costing data contained in the Altus Canadian Cost Guide 2017: 

A 800 86 11 
13 1000 10764 
c 500 5382 

t!.2.lfil: 
1) All cos ts ore in Q 1 2017 dollars. 
2) Unit costs cover hard cos ts only - All development or "soft" cos ts are excluded. 
3) Rates are based on typical standards and should only serve os basic guidelines. 

OlllG~lAl s11m. ANSI 8 

() Stantec 
4910 53rd Street 
Yellowknife, NT 
www stanlec com 
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NORTHERN FRONTIER VISITORS ASSOCIATION 

VISITOR CENTRE 
Wednesday, Aprll 26, 2017 
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WHY HAVE A VISITOR CENTRE? 

Provide visitors with insights into the region and distribute 
information about tourism products and services. 

Visitors look for: 

• Knowledgeable, professional staff trained in customer service 

• Unbiased and authoritative information 
• Regional displays and stories 

A survey of visitors (259 completed in early February) showed that 86.9% of visitors did more 

things In Yellowkni fe because of information received at the visitors centre and 85% would 
like to visit Yellowknife again. 

W HY HAVE A VISITOR CENTRE? 

Increase expenditures of visitors. 
\ \ 

VC studies '\erlfy that a visitor centre can Increase visitor expenditures In a city\ 
or region by at least 10%. 

• In Yellowknife this could mean up to an additional $9 mlllion annually into the economy 
(conservative estimate is $5 million annually) 

• 71% of operators responding to a survey (90 responses) believe the visitor centre has 
increased the time/money visitors expend in Yellowknife 
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WHY HAVE A VISITOR CENTRE? 

Generate pride in community. 

Residents bring visiting family and friends to the centre. They use it for meetings, 
special gatherings and weddings. They attend special events staged by the NFVA, 
such as the Shore Lunch event. 
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ABOUT THE NORTHERN FRONTIER VISITOR CENTRE 

• Owned by the Northern Frontier Visitors Association 

• Land lease under the Commissoner's Land Act expires in 2021 

• Ideally situated near museum, Legislative Assembly, Frame Lake 
Trail, larger hotels, etc. 

• Has ample parking for buses and RVs 

• Actual building is 25 years old 

ABOUT THE NORTHERN FRONTIER VISITOR CENTRE 

• Only visitor centre in the NWT that is open year round. Operates 
360 days per year. Is open 1 O hours weekdays, 8 hours on 
weekends and holidays. 

• Majority of operational funding (59%) is self generated by NFVA. 
Balance is from the territorial government and the (fty of 
Yellowknife. (Visitor centres contacted across Canada are mainly government supported) 

• 2016 operating budget, including airport store, was $865,400 
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ABOUT THE NORTHERN FRONTIER VISITOR CENTRE 

• Traffic thru the centre has increased by 400% in the past 10 years: 
11,940 visitors in 2007 and 50,233 visitors in 2016 

• Supports numerous indigenous and other artists, craftspeople 
and small manufacturers w ith sales of their products 

• Assists local tourism operators with referrals 

• Promotes the entire NWT as well as Yellowknife 
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THE SITUATION TODAY 

• The building is rapidly deteriorating. GNWT funded engineering 

reports show that required repairs would be costly and temporary. 

• Inspectors from PWS and the Fire Marshall's Office have identified 

numerous fire and safety issues and have threatened to close the building. 

• Due to the state of the building, can no longer rent office or 

boardroom space, eliminating a revenue stream 

• Difficult to service increased number of visitors in diminishing 

useable space, especially at busy times of the year. 
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ACTION REQUIRED 

TEMPORARY 

• Move the visitor centre to a 

temporary location. Proceed with the 

demolition of the existing building 
and remediation of the site per the 

land lease. 

PERMANENT 

• Construct a new visitor centre, preferably 
at the same location, but on more 

secure ground, or at an appropriate 

location, where it continues to be a 
mini-destination within Yellowknife. 

• Government ownership of a new centre, 

with operating contract to NFVA 
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ACTION REQUIRED 

TEMPORARY 

• Move the visitor centre to a 
temporary location. Proceed with the 

demolition of the existing building 

and remediation of the site per the 
land lease. 

ACTION REQUIRED 
I 

PERMANENT 

• Construct a new visitor centre, preferably 

at the same location, but on more 

secure ground, or at an appropriate 
location, where It continues to be a 

mini-destination within Yellowknife. 

• Government ownership of a new centre, 
with operating contract to NFVA 

•TEMPORARY · 
I ' 
I I 

1. s·~cure appropriate location for temporary centre. Could be private re,ntal space or excess 

space of City or territorial government. (NFVA have sourced one possibility) 

2. Commit required public funding to the operation of the centre. 

3. Funding requirement options: 

Public Funds: From $565,000 to $690,000 annually depending on option selected 

NFVA generated funds: From $60,000 to $296,000 annually depending on option selected 

Temporary Space Options: 
Smaller centre with smaller merchandise sales area, but maintain airport store. 
Smaller centre with no merchandise sales, but maintain airport store 
Smaller centre with no merchandise sales, and close airport store. 
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ACTION REQUIRED 

TEMPORARY 

4. Time is of the essence, since the current building is becoming increasingly unsafe 

for any type of occupancy, especially through spring thaw. 

Must be vacated within the next two weeks. 

ACTION REQUIRED 
! I 

PERMA~ENT •. 

Why a new bull~ing: 
• Improves visitor experience 
• Increases visitor expenditures 
• Addresses projected growth In tourism numbers (25% Increase by 2020) 

• Allows room for Interpretive exhibits 
• Assists with word-of-mouth advertising for the City and the NWT 
• Allows for staging of special events and activities for visitors and for residents 

• Rentals cover part of the operational costs of the building. 

\ 
\ 
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ACTION REQUIRED 

PERMANENT 

Next steps (In 2017) 
• Determine government appetite for a new visitor centre 
• Determine ownership of a new centre 

• Determine location for a new centre. If same area, Investigate land lease. 

• Review size and occupancy options 

• Review cost estimates 
• Determine who would operate the centre 
• Establish a committee to Investigate all aspects of a new centre, including 

funding to construct. 

ACTION REQUIRED 

• Smaller - 500 square metres (currently approx .. 644 square metres) 

• Somewhat larger: 800 square metres 

• Larger building - 1000 square metres 
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BUILD NEW, SMALLER VISITOR CENTRE 
AT CURRENT LOCATION (RE-SITED) 

• This centre to be government owned. 

• Reduce overall space from 640 square metres 
(current on two floors) to 500 square metres 
on one floor 

Estimated construction cost between 
$2 and $3 million 

() Stantec 
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• Mainly visitor reception/information, 
interpretive displays 

• No rental offices, but possibly board room rental 

• No merchandise sales, but continue at airport 

• Space for proposed DMO (initial years) 
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OPTION 1 - PROS 

• Construction and operating costs 
would be lower 

• Visitor services would continue from 
existing, prime location 

• Staff would be more focused 
on visitors, and less focused on 
generating Income 

• All existing parking area could be 
maintained 

• Would be large enough to 
accommodate a new Yellowknife OMO 
office as well as the visitor centre 

OPTION 1 - CONS 

• One or several levels of government 
would have to provide the capital 
requirements. 

• One or several levels of government 
would have to pay the annual O&M 
requirements. 

• There would be limited rental Income 
from this building (possibly boardroom) 

• Would require Improved road access from 
the Legislative Assembly turn off, or other 

BUILD A NEW VISITOR CENTRE, 
LARGER THAN THE EXISTING ONE 

AT 800 SQUARE METRES (TWO STORIES) 

• The main floor of 400 square metres would be 
approximately the same space as the main floor of 
the existing centre, Including the closed off portions. 

• This centre would be government owned. 

• The main floor would house the visitor centre 
Including reception, Interpretive displays, etc 

• Cost for this option would be In the $3 million 
to $4.S million range 
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OPTION 2 - PROS 

• Allows for a complete second floor 
which would be office rentals for use 
by the GNWT or City. (Ideally tourism 
related operations) 

• Rental income could contribute to the 
ongoing O&M costs for the building. 
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OPTION 2 - CONS 

• Since same size as existing first floor 
of visitor centre, may have to reduce 
i11erchandise sales area as visitor 
numbers increase 

• Would require Improved road access from 
the Legislative Assembly turn off, or other 
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BUILD A NEW ,MUCH LARGER 
VISITOR/TOURISM CENTRE 

At 1,000 square metres this Is the largest option, with 700 sq metres on the main floor, which 
could accommodate both the visitor centre and the proposed Yellowknife Destination Marketing 

Organization, a boardroom and merchandise sales. Second floor would be offices, and Ideally would 
accommodate other organizations/government staff Involved In tourism. 
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Cost for this option would be $3.77 to $5.25 million 
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OPTION 3 - PROS 

• In longer term have all tourism 
organizations and services together 
In one ''Tourism" building 

• Offers some rental potential to help cover 
O&M costs 

• Allows for an expanded visitor centre to 
meet projected increase In visitor numbers 

• Allows space for demonstrations or 
other "in centre" activities including 
merchandise sales. 

• Encourages synergies within tourism sector 

ACTION REQUIRED 

OPTION 3 - CONS 

• Higher capital costs 

• Would require improved road access 

• May require changes to land lease 

• To have a new centre up and operating by the fall of 2019, In time for 
winter aurora season. 

\ 
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IMMEDIATE ASK 

Can Y.ou assist with requirements to move the visitor Centre to 
' I 

a new temporary location, demolish the existing building and 
remedlate the site? 

Funding requirement: Between $600,000 and $700,000 in Year 1 
and $500,000 to $600,000 in Year 2. 
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LONGER TERM ASK 

Are you interested in developing a new visitor centre for the 

expected increase in the number of visitors to Yellowknife? 
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Fl NAL OPTION 

Disband NFVA. Close the existing centre. Negotiate with the 
government to demolish the building and remediate the land. 

This could have negative impacts on the tourism sector for years 
to come, but NFVA no longer has the financial capacity to continue 
operating a visitor centre due to instability of the building, 
increased visitor traffic and current level of government support. 
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CRUCIAL DA'JES 

MAY 4 - Annual General Meeting of NFVA to discuss future of 
Centre and Association 

MAY 15 - Closure of Centre for safety reasons 
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PRO FORMA INCOME/ EXPENSE STATEMENTS 

• with merchandise sales - centre and airport 
• with merchandise sales - airport only 
• no merchandise sales 
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M. 
Projected Costs 
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Projected Costs to Operate 
A Yellowknife Visitor 
Information Centre 

J 
I 

Offering only Visitor Services 

Prepared by Outcrop Communications Ltd. 

Su ite BOO/ 4920 52nd Stroot I Yellowknife I NT / Xl /\ 3T1 
Marlon I uVlone / T. 867-766-6701 / F. 8 67-873-2844 

E. nwrlo1,'il'outcrop.com 

JUNE 20. 2017 
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Overview 
At a recent meeting with our client (NFVA) and the Sustainability Project funders (CanNor and ITI) 
Outcrop was asked to develop costs to operate a Yellowknife Visitor Information Centre that offered 
Q.ll.ly_ visitor inforrnation services. 

To do this, we had to examine a number of major variables that would impact operating costs and 
assess each variable against Visitor Information Centre best practices. 

For exan1ple location and accessibility of the visitor centre is one best practice. If it is not in an ideal 
location, and is not accessible to buses, RVs and walk in traffic, then the number of visitors could 
decline. In turn, \Vith fewer visitors, the nun1ber of staff required to operate the centre could decrease 
accordingly. 

To offer a range of costs, we have itemized a range of best practices, and have set three levels of 
adherence to best practices based on location, number of visitors, hours of operation, services offered, 
etc. High 111eans the best practices could be achieved. Average means that 1nore than half could be 
achieved. And low indicates difficulty in achieving even half of the specified best practices. 

In our calculations, we have also considered that Visitor Information Centre staff will continue to 
handle telephone inquires, fill requests for information packages and maintain monthly visitation data. 

Based on these calculations and including GST v1here applicable, operation of a yearMround 
Yellowknife ·visitor Information Centre housed in rental space, could range frorn $538,000 to 
$739,000 annually, depending on: 

a. Number of visitors to the Centre 
b. Hours of operation 
c. Privately or publicly operated (NFVA or GNWT) 
d. Adherence to a range of best practices. 
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A Look at Best Practices 
Earlier this year, as part of this assignrnent, we researched and prepared a listing of Visitor Information 
Centre best practices. These best practices were based on more than a dozen visitor centres in 
Canada and around the world. 

From this listing we have assessed requirements and costs for a Yellowknife Visitor Information Centre 
to adhere to best practices. Following are the Best Practices we used to develop a range of costs for 
the visitor centre operation. 

Location 
• Is the visitor centre considered a mini destination and a stop for every visitor? 
• Is it accessible for a range of travel modes? For example can RVs readily access it? Can it 

accommodate buses? Is it easy to access from most Yellowknife hotels? 
• Can it accommodate local events? 

Facilities 
• Is the centre an open area with kiosks, rather than one large reception counter? 
• ls there ample space to accommodate larger bus tour groups, or conference groups? 
• Does it offer vsitors public washrooms? 
• Does it offer free Wifl to visitors? 
• Does it have a dog walking area for road visitors who travel with pets? 
• Does it offer basic services, such as allowing visitors to refill water containers? 

Marketing 
•Is the visitor centre well branded, with appropriate·directional and location signage? 
• Is there adequate space to display operator products and services, and to have "specials" boards 

and other advertising displays? 
• Will staff have time to assist with booking trips? (contacting operators, arranging times, etc, could 

take up to an hour per visitor.) i 

• Social Media presence. Is it up to date with current info for visitors? 

Services 
• Are staff informed and well trained? A YK visitor centre can meet this if existing staff are retained, 
but it may take some time to get new staff well trained. 

• Is there adequate interior display space to present tourism products and services? This v1ill 
depend on the size of the next visitor centre. 

•Is there external space for display, services (ie. Free bicycles)? 
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Economic Benefits 
• Will a new visitor centre be able to refer the san1e nurnber of people to products and services 

around the city and beyond? If not will this impact the economy? A visitor centre can add 10% 
plus to overall visitor expenditures. 

Revenue Ge11eratlon 
Many visitor centres generate part of the funds needed for operations. Generally this is in the 10 
to 15% range of total operating costs. For the costing examples presented, we have eliminated 
all merchandise sales (and related staffing requirements) and are suggesting only small revenue 
generators such as vending machines, \Vhere space is available and membership fees, if the centre 
continues to be operated by NFVA. 

Governance 
A major variable is governance of the visitor centres. Willl they continue to be operated by an 
NGO, or as in the case of other VICs across the NWT, will they be operated by the GNWT? If 
operated by the GNWT, the salary requirements will Increase in line with government permanent 
and contract staffing policies and union requirements, 

Comrnunity lnvolvernent 
Support and involvement of the community increases the reach and effectiveness of a visitor 
centre. Residents ensure their visitors stop there, and some have even used it as a wedding 
location. Ongoing community involvement will depend on location, staffing and budgets. 

Data Collection 
Previously NFVA VIC staff collected and presented n1onthly visitation statistics. Continuing to 
provide this service may require additional staff resources. 

In addition to adherence to best practices, there are a number of othe'r variables to be considered: 

Hours of Operation 
Will the centre be open seven days per week, with longer hours on \Veekdays? 

Number of visitors 
Visitation ls projected to increase by 25% by 2021. How quickly will these numbers increase? As 
the number increases, will a proportional number stop at the visitor centre? (note: already seeing 
a decline in numbers at the museum location) 

Level of Service 
This could range from simply letting visitors browse information racks, to actively engaging with 
each visitor that comes into the centre. 

Chart 1 shows best practice requirements, and what a Yellowknife visitor centre would achieve in 
the three scenarios mentioned above: 
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Chart 1 

NFVA SUSTAINABILITY STUDY 
Variables to be Considered when Assessing Visitor Centre Services Costs 

low: meets less than . . half of best pr.iclices 

, ,,, ... 
--~ ® ~e IE:;7 

Storefront in high traffic area such Storefront in low tralflc area. 
LOCATION Similar to current locolion as log cabin location or other at Possibilities such as the Bromley 

City Hall near Park, trail building or other on main street. 

Mini Destina- Similar to current. Tics to other Could work if by City hall (where May be hard to rind. Not a 
tlon facilities log cabin Is) destination 

Accommo- Similar to current with space 
Access to space, as In Sambaa dates local surrounding 
Ke plaza Not possible 

events 

Accessible Similar to current. Near hotels In City Hall area could work for air 
Better for air t ravellers. Would for range of for air travellers. Has facllliies for and ground travellers 
need directional signage travel modes road travellers Would need directional slgnage. 

Possible with exist ing parking Not possible. Only option would 
Parking for Similar to current options. Better If some reserved be parking lots some distance 
nvs. buses 

only for visitors and tour buses. 
away, or give up parking meters 
on side streets 

FACILITIES 

Open area Would need at least 4,000 square 2,000 square feet would mean 
wi th Info 

ft mainly open area Could manage with 3,000 sq feet, using a reception desk approach, 
kiosks similar to previous visitor centre 

Ample space Could manage, but would be for larger Would work with large groups quite t ight Not adequate for large groups 
groups 

Public wash- Available. Male and Female Available, male and female Could be limited to one 
rooms washroom only 

FreeWlfl Available. Available. Ava If able. 

Dog Walking 
Yes area 

Yes No 

Prolvde water 
Yes Yes No Jug refi lls 

MARKETING 

Strong brand. 
Yes Could build a brand In this type of Harder work to make locat ion readily evi- location known dent (signage) 

Promote oper- Yes. With boards, and ample Yes. With boards, and ample staff Limited room for boards. Staff 
ator products stuff assistance assistance could assist as time. 

Assist with Limited, because lower number of 

booking trips 
Yes. Part of role of staff Yes. As staff time available. staff, and can't spend too much 

time on each visitor 
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SERVICES 

Informed, 
Yes trained staff 

Rack space 
Yes for brochures 

Display 
boards for Yes. current 
offerings 

Website 
Yes. Additional work for staff 
to update 

Interpretive Yes. Use existing displays. Some 
displays inside new ones needed 

Interpretive 
displays, Yes. If in similar location 
outside 

Extras (free Yes. Require overnight storage 
bicycles) space 

Hours o f Open most days of year. Hours 
operation coincide with visi tor need s 

ECONOMIC CONTRIBUTION 

Visitors spend 
more, stay 
longer via 
referrals to 
operators, ser-
vices. attrac· 
tlons, events 

Yes, per operation of previous 
visi tor centre 

REVENUE GENERATIONS 

Vending 
machines for 
soft drinks 

Small amount for vending 
machines, set up for convenience. 
Possibly continue visi tor/ 
community events such as the 
fish fry 

Maybe, If current stuff stay 

Yes 

Yes. 

Yes. Time allocated to website 
would be limited 

Yes. Existing displays as possible 

Yes. But limited due to space 
restrictions 

Yes. If cit y can provide overnight 
lockup 

Open all weekdays and weekends 
Closed for 10 stat holidays 

Yes, once centre Is eslnblished 
and easily located 

Could have vending machines. 
Possibly fundraislng events such 
as fish fry, b ut smaller scale 

If new staff, would require trnining 

Yes. Bul possibly smaller space 

Maybe. but smaller, depending on 
space availability 

Fewer staff, nol likely time or 
expertise to handle 

Limited to what might flt In the 
space 

No 

No 

Open 7 days a week - high 
season. Five days a week low 
season. 
10 Stat holidays 

Yes. But likely less, since number 
of visitors will be lower 

Closure on weekends could 
Impact referrals to operators 

Limited space tor vending 
machines. No space for events 
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Operated by NGO, which could 
be the proposed OMO ror 

Operated by GNWT, similar to Operated by NFVA or other NGO Yellowknife. Many DMOs are 
responsible ror visitor services other visitor centres. 

ns well as marketing. 

COMMUNITY INVOLVEMENT 

Data I To continue as currently doing I To cont inue as currently doing I Unable to continue due to 
Collection reduced staff 

Above dictates tire fol/owing: 

Number of 
anticipated 
visitors at 

55,000 visitors centre In first 40,000 visitors 30,000 visitors 

full year of 
operation 

Open 7 days il week , for 8 
months per year. Open five days 

WeekdDys: 10 hours d ally. Open 7 days a week - 8 hours per per week, April, May, October, 

Weekends 8 hours dally closed day year round Closed on all stat November 

Hours of maximum of 4 days per year holidays Open for 7.5 hours per day 

operation - Total hours open per year: Total hours open per year: Total hours open per year: 
annual Approximately 3400 Approximately 2800 Approximately 24 50 

Total hours open per week: Total hours open per week: Total hours per week, high 
66 hours 56 hours season: 52.S hours 

Total hours per 1veck, 
low season: 37.5 hours 

Minimum or five full time staff. 
This would allow for three people 

Minimum of four full time staff, Four full time start and limited at busy times, and at toast two 
Starr needed people always on duty. Casual or plus at least two part time st a tr to part time. With fewer hours 

per week part t ime staff would be needed cover for vacation. sick, etc. This should be al.Jle to always have 

to cover for sick time, holidays, or would ensure there was always two people on duty with three at 

extremely busy periods. Possibly two people on duty busier times 

two to three part t imers 
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Costs to Adhere 
to Best Practices 
Chart 2 at the end of this section shows best estin1ate of costs to attain high, average or low 
adherence to Visitor Information Centre best practices. 

To assess costs, we started with costs /categories presented in the 2016 NFVA annual statements, and 
adjusted based on revised needs. 

We have not included any revenue since we assume that the Visitor Centre would generate very little 
revenue (maximum of 5% to 10% of costs). Without revenue, most costs would have to be covered 
under service contracts or via the GNWT assuming full operation of the Visitor Centre in Yellowknife. 

Advertising and Promotion 
Estimate that this cost \Viii not change much with any of the options presented. It includes social 
media and web hosting/maintenance requirements 

Bookkeeping 
Without merchandise sales, and with fewer staff this cost will drop. Fewer staff and services will 
lower bookkeeping costs. If GNWT assumes operation of the centre, this cost would be absorbed 
into regular government operations. 

Communications 
This is n1ainly for internet, telephone, including free Wifi for visitors. Estimate is for approximately 
the san1e as 2016 

Equipment Rental 
The main cost is rental of a photocopying n1acl1ine for preparing in·centre notices, handout sheets 
etc. This cost will continue, but possibly a bit lower. 

Frelght1 Postage and Courier 
Estimate that this will stay approximately the same, assuming the Centre continues to fulfill 
requests. 

Insurance 
Mainly property and liability insurance. This cost will decrease with the size of the space and the 
number of visitors to the centre. 

Interest and Bank Charges 
Bank charges and interest should reduce substantially, v1ithout merchandise sales. Expect there 
could be son1e bridge financing costs while awaiting contract payments. 
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Meals and Entertainment 
This would also be reduced from previous years. This could cover everything from luncheon costs 
for qualified travel writers, to coffee at speclal community rneetings, etc. 

Misc, 
This amount has been reduced slightly from 2016 but covers the many unknown requiren1ents 

Office 
These costs are expected to remain the same if visitor volumes continue. However they will 
decrease with a reduction of visitors. These costs include a range of requirements to best service 
visitors. 

Janitorial 
Space rental costs below do not include janitorial. This task could be handled by staff or a 
contractor. We have included an estimate for a contractor. 

Professional Fees 
Estimated approxlmatefythe same annual fee from the firm that prepares the NFVA annual 
financial statements. (engagement only) Apart from accounting fees, no other professional fees are 
anticipated. If the VIC is operated by GNWT, no professional fees required, 

Property Taxes 
This would not apply, assu1ning that the Visitor Centre will be in leased space, where the lease 
payments cover property taxes. 

Airport Rent 
This cost will be eliminated as soon as the lease expires 

Repairs and Maintenance 
This amount will drop significantly, Costs in 2016 were mainly for building repairs. Current uses will 
be for equipn1ent repairs, and small items, like lock repairs and replacement, and ongoing servicing 
of other items not under contract. 

Supplil'S 
This may go up with higher adherence to best practices, since many new supplies \Viii be needed. 
For smaller spaces the amount decreases. Supplies would range from paper, whiteboards and 
n1arkers, to regular office supplies such as stapler, notepads, etc. 

Rent 
For purposes of this costing, we have assessed rent at $30 per square foot (including all utilities 
- heating, power, water but not telephones or internet) which was the amount quoted for the 
main floor of the Bromley Building. To meet best practices, the centre would require more room 
for displays, kiosks, etc. For the high option (top adherence to best practices), we are suggesting 
approximately 4,000 square feet. Other options are assessed at 3,000 square feet (average) and 
2,000 square feet (low). We are also assuming that the first option will be In a priority location, 
while other options may be rnore removed from main activity areas. 
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Utilities 
All utilities would be included in the rent 

Parking 
Previous statements do not include a cost for parking, since it was included with the building. 

To obtain separate parking stalls at the Bromley Building there would be a cost of $100 per stall 
plus GST. To accommodate visitors at least 6 parking stalls would be needed. 

Staffing (see Chart 3) 
Staffing requirements are based on the hours a centre is open and the number of visitors that they 
can expect in one year. 

In the best practices chart, previous NFVC hours per year are ranked as high, with decreases in the 
number of hours open for average and low. We have also adjusted the potential nun1ber of visitors 
to the centre. Based on number of visitors and hours open, following are the suggested staff 
requirements, 

High Average Low 

Anticipated Visitors: 55,000 40,000 30,000 

Hours of Operation: 3,400 2,800 2.450 

Avg visitors per hr: 16 14 12 

Full time staff: 5 4 4 

Part time hours: 1315 1315 132 

Hours open for each option: 

High; 10 hours µer day for all weekdays, 8 hours per day for all weekends. Less 4 stat holidays 

Average; 8 hours per day, seven days a week year round. Less 10 stat holidays 

Low; Open seven days a week for B months per year, open 5 days per week, April, May, October, 
November, Closed for 10 stat holidays. Open 7.5 hours per day. Total hours per week open in 
high season 52.5, in low season 37.5 
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Chart 2 
VIC Operationg Costs based on 
Achieving best practices variables 

Actual 2016 
EXPENSES Without Mcrchandlso 

Aclvortlslng ancl promotion $12,416 

Bookkeeping $3g,864 

Communications $16,572 

Equipment Rental $7,820 

Freight, Po stago and courier $4,092 

Insurance $27,785 

Interest and bank charges $30,067 

Meals and Entertanment $20,438 

Miscellaneous $11,846 

Office $17,709 

Janitorial $0 

Professional Fees $7,500 

Property Taxes $36,252 

Rent Airport $19,077 

Repairs and Maintenance $54,705 

Supplles $12,475 

Rent, Including utllltlos $0 

Parking $0 

Utllltlos $41,227 

Sub Total $359,845 

GST at 5% $17,992 

TOTAL All NON WAGE EXPENSES $377,837 

Wages and benefits (See Chart 3) $488,755 

$966,592 

High 
Mcctng most 
Best Pra ctice s 

$12,000 

$30,000 

$16,500 

$7,200 

$4,000 

$24,000 

$18,000 

$15,000 

$10,000 

$18,000 

$12,000 

$7,500 

$0 

$0 

$8,000 

$15,000 

$120,000 

$0 

$0 

$317,000 

$15,290 

$333,090 

$406,800 

$73g,290 
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low 
Meeting rcw 

Best Practices 

$ 12,000 $12,000 

$24,000 $0 

$16,500 $16,500 

$7,200 $7,200 

$4,000 $4,000 

$18,000 $12,000 

$12,000 $8,000 

$12,000 $10,000 

$0,000 $6,000 

$14,000 $10,000 

$12,000 $12,000 

$7,500 $0 

$0 $0 

$0 $0 

$6,000 $4,000 

$12,000 $10,000 

$90,000 $60,000 

$7,200 $7,200 

$0 $0 

$255,800 $179,800 

$12,190 $0 

$267,990 $179,000 

$350,400 $359,200 

$624,990 $539,100 



Chart 3 
Visitor Services Staffing Costs 

! Current .. 
Current' Type O/T Hrs/Yr Annual High Average Below 

lnr 

Executive Director/General 
$85,000 Salary No 1950 $85,000 $90,000 $88,000 $98,000 

Manager 

Assistant Mgr/ $32 Hourly Yes 1950 $62,400 $66,000 $66,000 $72,150 
Senior Counsellor 

Comms Mgr/ $31 Hourly Yes 1950 $60,450 $63,000 $63,000 $68,250 
Senllor Counsellor 

Travellor Counsellor $25 Hourly Yes 1950 $48,750 $50,000 $50,000 $58,500 
(Intermediate) 

Travel Counsellor $22 Hourly Yes 1950 $'12,900 $'15,000 $0 $0 

Part time counsellors - $19 Hourly Yes 2000 $38,000 $25,000 $25,000 $25,000 
4 at 500 hrs per yr 

On call part time staff 
$18 Hourly Yes 400 $7,200 $0 $0 $0 

(3 at 10 hrs/month) 

Sub total Visitor Info staff $3'14,700 $339,000 $292,000 $299,400 

Benefits and overtime at 20% $68,796 $67,800 $58,'100 $59,880 

TOTAL VISITOR INFO STAFF $413,496 $406,800 $350,400 $359,280 

Airport Manager $25 Hourly Yes 1950 $48,750 $0 $0 $0 

Airport part time Hourly Yes 832 $18,304 $0 $0 $0 
(2 at 1 day each per week) 

Sub Total - Airport Staff $67,054 $0 $0 $0 

Commission at 2% 9,000 $0 $0 $0 

TOTAL AIRPORT STAFF $76,054 $0 $0 $0 
-

TOTAL PAYROLL $489,550 $406,800 $406,800 $259,280 
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N. 
Schedule of Reporting 

Requirements 
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BETWEEN1 

Sclledllle of Reportla1 R.eqalremtal1 

Tho Reelpk,.11 Rqlllnd to IUbml! tho bllowing nportl li>r o«q>!loO< ..cl •pp<0vol hy 
Cl.DNor, on or befo11 tbodltN indlcttod. 

fllc:aJ Yttr 101 '-2117 
Rtoarf Period u .. 
I. hlt~ll 1111...i~ R!tlOrt llccWJ« 1, 201619 M&yJl,2017 

Ml.otaime.;bedvlo or me~ atld Mt.teb JI, 2011 

""'oditum. 

2. Fhlol/.etlvlty I EY&hoUoa R'l'Orl Deieember J,2016to May)l,2017 
Tho Rec~kol will pto\'ldo 1 F""I Activity Mmb31,2017 
Report whlch wlll loolude: 

a. Dmikd report of I ho projc.;1 activitict •od 
how thopto)c<I ochkvcd tho objo<liv<(•) 
kbiti&d la tho Pro.fed Dc:aaipOon.., well 
as assessmeat of OOw ii contrilutcd to lbc 
~.S-ofthoprojc<I. Attbo 
minimum, the repoct wUI answu tho 
illlowlng q\lOllloOI: 

L Wm Ibo ICCM!n dtWkd ln lbe project 
wort plan~ ill tho CODt:riblJUon 
...,,...,.ol canlodout u spo;lflOd? Ir tho 
project work plan wu mxtified. lben 
°'Pillo tho inodif'..i~ .. Uld Ibo 
181~Wt r.r mUJns thorn. 

a Wtt0 tll tM projcd objotlhw aehlOYed 
and .. wbol dep<o ..... u..y ocblc»<!? 
tfloim orlho ol>Jc<tl"' wm oot 
o<hkvod li>M Oiq>~io wby'I 

lil Whlt ate or will be tht dlrciat beaefih 
ard'or oucwmot tbat blvo rmihcd &om 
tboproje<t? 

iv. S&limaloof jobt mteed II• R$UlC or the 
proje<I (eiq><m<d Ut f.111-tlmo 
cquivalcoll). 

b. TbeReclpienl wlll•lso colk-;t, and iocbki 
lo tho fioal rtpOll, pcrilnnanu ...--
d•IUl!O<iottd W~h tJ11J p<Oje<t, looilldinf 

> A oopy oflho study u.t wu 
'°"Idol; 

)> Tho pllMcd investn:lcot u • rtsUll of 
this tllldy, and, 

) The wlot and u 11 offwxllng 
lc\'Ul&Od iomolbet oipnizalioos or 

"'"""" 
ll••U<tfted Schtd11le orReve11Ht ind Dciotmber 1, 2016 to J\lly29, 2017 
E>ptadltunt Mudlll, 2017 

I ...- APPBNDO( A to llm tcbedulo. 
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Schedule of Reporting Requirements 

Final Activity/Evaluation Report 

a. Detailed report of the project activities and how the project achieved the objective(s) 
identified in the Project Description as well as assessment of how it contributed to the 
expected results of the project. At the minimum the report will answer the following: 

i) Were the activities detailed in this work plan found in the Contribution Agreement 
carried out as specified? If the project work plan was modified, then explain the 
modifications and the rationale for making them. 

The activities were carried out as far as possible. The engineering report on the 
structural state of the centre, which was expected in late December, did not arrive 
until late February. This report outlined needed structural repairs which were 
beyond the financial capacity of NFVA. Further to that the visitor centre was 
advised that it could be closed momentarily for safety issues. At this point, all of 
the perameters of the study changed. The sustainability of the visitor centre was 
no longer the issue. Rather, at the direction of the board, we concentrated on the 
sustainability of visitor services in Yellowknife, developing multiple cost estimates 
for potential funders. 

ii) Were all the project objective achieved and to what degree were they achieved? If 
some of the objectives were not achieved then explain why? 
Due to the reported state of the building, and the lack of appetite by governments 
to fund even a temporary relocation, it was impossible to do a sustainability plan for 
a non-existent centre. 

iii) What are, or will be the direct benefits and/or outcomes that have resulted from 
the project? 
The major outcome was identifying an ongoing need for visitor services in 
Yellowknife, the cost for these services, and the benefit visitor services brings to the 
city and region. 

iv) Estimate of jobs created as a result of the project(expressed in full time equivalents) 
No jobs were created at this time. In fact some jobs were lost when NFVA was 
unable to get financial support for a new location, and for 
providing visitor services without the benefit of additional income from 
merchandise sales. 
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b. The Recipient will also collect and include in the final report, performance 
measurement data associated with this project including: 

A copy of the study that was completed 
A copy of interim work completed is attached. It was not possible to complete a final 
report due to circumstances beyond our control 
The planned investment as a result of this study 
The various reports showed potential capital investment required for a new centre, 
and funds required for ongoing operation. 
The value and as % of funding leveraged from other organization or sources. 
This report did not investigate other funding sources, although we volunteered to 
look at possibilities. 

Unaudited schedule of Revenues and Expenditures 

See appendix xx 
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0. 
Monthly Expenditures 

to date re this Assignment 
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Budget $71,429 $3,571 $75,000 

December $6,025.00 $301.25 $6,326.25 

January $6,697.50 $334.88 $7,032.38 

February $6,630.00 $331.50 $6,961.50 

March $20,383.75 $1,019.19 $21,402.94 

April $6,977.50 $348.88 $7,326.38 

May $1,197.50 $59.88 $1,257.38 

June $3,137.25 $156.86 $3,294.11 

July $440.00 $22.00 $462.00 

Aug ProJ . $3,000.00 $150.00 $3,150.00 

TOTAL $54,488.50 $2,724.44 $57,212.94 

BALANCE $16,948.50 $1,175.89 $17,787.06 
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Status Report 
In December, 2016 Outcrop Communications was selected to complete a business case 
for the sustainability of the Northern Frontier Visitors Centre. The work plan included six 
sections as follows: 

1. Context 
2. Operational Analysis 
3. Future Considerations 
4. Branding Options 
5. Future Considerations 
6. Sustainability Plan and Proforma statements 

Each section was divided into a number of subsections and the entire plan was dependent 
on the recommendations of an engineering report which was scheduled for completion 
at the end of December. The report was not received until late February, and the 
recommendations outlined in that report indicated that the Centre could only continue to 
operate if substantial, immediate repairs were made the building. 

The cost of the repairs was beyond the financial capacity of NFVA and the NFVA board 
concluded that continuing to pour money into a damaged building was futile. They decided 
that a new building, or a new location for the centre should be considered, and they also 
recognized that current GNWT and City contracts to provide visitor services, would not 
cover the costs of servicing the increasing number of visitors to Yellowknife. They also 
recognized that as a not for profit organization with a volunteer board, they should not 
attempt to own a new building. 

Since visitor centres in other NWT locations are either owned or leased by the GNWT or 
a municipality, the board presented their case for a new visitors centre or a temporary 
location to these two levels of government - GNWT and City of Yellowknife. The 
governments came back with a temporary solution for visitor services. The NFVA would 
be given a rent free space at the Prince of Wales Heritage Centre from June until the end 
of September. When this temporary arrangement expires, NFVA will cease offering visitor 
services, and in fact may dissolve the association. Also, NFVA was directed to discontinue 
merchandise sales, an activity that had sustained the visitor centre operations as rental 
income declined when parts of the Centre had to be vacated, eliminating tenant income. 

Without a visitor centre and possibly without an association, we deemed it impossible to 
develop a sustainability plan for the centre. We requested and attended a meeting with the 
NFVA executive and the funders to determine any further requirements from us. We offered 
the following options: 
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1. Investigate financing options for a new building based on one of the models 
suggested. This could be a public/private partnership with a Visitor Centre a tenant in a 
new building. A few people have casually inquired about this possibility. 

2. Investigate new models for providing visitor services, either with or without NFVA 
involvement. 

3. Prepare a plan for providing visitor services after the arrangement with the museum 
terminates. 

4. Stop all activity now, and return any unused monies to the funders. 
No decisions were reached at this meeting. Instead, we were asked to develop another 
outline of costs to provide only visitor services, in line with best practices presented in 
an earlier stage of our work. This report was completed in June. We have not received 
any feedback on that report. 

GENERAL CONCLUSIONS 

1. If the Northern Frontier Visitor Centre continued to operate from the same location, it 
would never be sustainable. Building deterioration resulted in the Joss of all VC tenants, 
retailers complained that NFVA was disrupting the local market with merchandise 
sales, and the estimated repair costs to fix the building were unaffordable for a not for 
profit organization stripped of its income streams. 

2. NFVA should not attempt to own a new visitor centre 

3. Visitor services in Yellowknife should be a government responsibility (GNWT and/or 
City). Government should own or lease the premises and enter into a contract for the 
supply of visitor services. 

4. With the increasing importance and number of visitors to Yellowknife, a new centre 
should be operational asap. The contract for services should be adequate to ensure 
the centre is open seven days a week, and has the facilities to both service visitors and 
support local tourism operators/facilities/events. 

5. The GNWT/City should investigate the potential for a public private partnership to 
build a new "tourism" building, with the Visitors Centre as the core tenant. 

6. All efforts should be made to locate the centre in a prime area that can service visitors 
who arrive on foot, via buses and RVs. Engineering drawings show potential for 
building a new centre on the site of the existing centre. 

7. The existing centre should be removed from the property as soon as possible. Initial 
estimates to temporarily fix the structure, complete repairs caused by the sinking, and 
fix itemized safety hazards will far exceed $1 million. The NFVA concluded that this 
expense, even if funds were available, would be a temporary fix at best. 

8. Both the GNWT and the City should be encouraged to act quickly re the 
establishment of a new visitor centre, to ensure the increasing number of visitors to 
Yellowknife are well received. 

Note: In the course of our work, we have prepared estimates of required funding to sustain 
different levels of operation. These are included in the listing of documents. 
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Work completed to date: 
CONTEXT 
Requirement: For both the NFVC and other national and international centres, examine and 
compare principal requirements of visitor centres. To examine facilities, services, governance 
models, markets served, funding arrangements, own-fund generation, partner involvement, 
socio-economic contributions, data collection and metrics and financial viability. 

This information was presented to the board in a phase 1 report in January 2017. See 
Document A. We also prepared and included a chart to show the Northern Frontier Visitors 
Centre alignment with overall visitor centre best practices at different locations. Document 8 

OPERATIONAL ANALYSIS 
Requirement: This section examined and analyzed operating and financing components. We 
examined cost of current services, analyzed the funding model, determined requirements for 
own-income generation See Documents C, D and E 

We also surveyed both visitors and stakeholders to determine the effectiveness of NFVA 
visitor services. Visitors were asked to fill in a small survey card and return it to NFVA. Since 
the card distribution was in the height of Aurora season, cards were available in English, 
Chinese, Japanese and Korean, See Documents Fl and F2 

Via e-mail stakeholders were invited to fill in a survey and we also conducted telephone 
interviews with some Yellowknife Operators. Documents Gl and G2 and H 

The research showed that the visitor centre offers an important service for both visitors and 
stakeholders. With a properly functioning building and the revenue it generated, and with 
merchandise sales, the centre could have survived. However, with a deteriorating building 
the NFVA could not afford the ongoing building repair costs. See Documents I and J 

FUTURE CONSIDERATIONS 
Requirements: Determine the number of visitors to be serviced in the future, the facility 
required to meet the needs, operating models and financial models. 

Visitor numbers were based on the five-year projection of the GNWT. These projections 
anticipate a 25% increase in visitors by 2020-21. Based on current visitor numbers, this could 
increase the number of visitors to the centre from 50,000 in 2016 to 62,500 in 2021. This 
increase would mean more staff would be needed to service the growing number of VC 
visitors, and could mean a larger centre to house additional visitors. 

Part of our work involved working with an engineering company to determine if a new centre 
could be build on the same property (different location on property) and at what cost. The 
report of the engineers is included in Appendix x. Since the current location was deemed to 
be the best location for a visitor centre (with a few access changes) outline plans were drawn 
up to position and cost three Visitor Centre sizes: smaller than current centre; same size as 
current centre; larger than current centre. See Document K 
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The information gathered for this phase of the work was first presented to the NFVA 
board who determined that the building had to be vacated. An expanded presentation 
was then made to a special meeting with the Minister of Industry, Tourism and Investment 
and the Mayor of Yellowknife to determine their appetite for a new centre. And finally the 
information was presented to stakeholders at the annual general meeting of the Northern 
Frontier Visitors Association. See Document L. At that meeting the board also advised 
members that they had set a tentative closure date for the existing centre. 

Since there appeared to be little interest in funding a location for a new centre, or increasing 
the amount of the service contracts (GNWT and City) the NFVA officially announced its 
closing. At this point the GNWT offered a temporary solution by providing NFVA with a 
small visitor service space at the Museum, open 10 to four daily. This space is available only 
until Oct. 1 

At this writing, plans, if any, for continuing visitor services have not been made public, and 
the Northern Frontier Visitors Association is considering closing the organization. 

This could leave a large gap in the local tourism market. At this point it is not certain who will 
assume the responsibility for visitor services, who will fund visitor services, and who will own 
or lease premises for a visitor centre. 

VISITOR CENTRE OPERATING MODELS 
In the course of our work we planned to examine the following models: 

Independent Organization led by the Tourism Industry 
It is very difficult for a not-for-profit organization, with limited income potential, to own a 
visitor facility. At NFVA executive and board meetings, the directors strongly indicated that 
the association should not consider the purchase of a new building 

As part of proposed DMO for the City 
Some DMOs (Destination Marketing Organizations) also provide visitor services. Since the 
establishment of a Yellowknife DMO relies on the implementation of an accommodation 
levy to fund the organization, and that levy is still in the "proposed" stage, it was difficult to 
outline a role for the DMO in the provision of visitor services. It should be noted, though, that 
most accommodation levies are used to market a city or region and not to provide visitor 
services. If the city decided that the DMO should also provide visitor services, then it would 
likely have to fund this activity apart from the accommodation levy. 

Public Private Partnership 
If a level of government was willing to enter into a long term lease for visitor centre space, 
it could be possible to develop a public private partnership. We have received a couple of 
casual inquiries about this (one via a lawyer, one from a foreign investor) so there is interest. 
However, at this point, neither the city or the GNWT has decided their future responsibility or 
input into visitor services. 
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For Profit Venture 
In our research, we have not seen a visitor centre as a "for profit venture" but this is an 
option that could be investigated with developers. Years ago, a Yellowknife organization, 
called the Yellowknife Exhibition Association earned operating funds by staging a major 
lottery based on the annual dog derby - modelled after the Irish Sweepstakes. 

Financial Models 
Various financial models were developed and tested. All require government support or 
transitioning NFVA into a "for-profit" organization. The level of support depends on how 
closely the VC wants to align with best practices, as well as the growth in the number of 
visitors to Yellowknife in the short and long term, days/hours a visitor centre is open, etc. 

BRANDING OPTIONS 
Due to the complete change in visitor services in Yellowknife, we did not do any work 
on branding. The main consideration was to determine if the NFVA visitor centre should 
continue to be mainly a Yellowknife centre, or if it should be changed to a territorial visitor 
centre, servicing both Yellowknife and the entire territory. This decision will depend on future 
funders, if indeed visitors services continue in Yellowknife. 

REPORTING AND FINAL OPTIONS 
Our various findings (see various documents) were summarized in a presentation to 
stakeholdear at the NFVA AGM followed by discussion. No decision items came from this 
meeting, although there was a motion requesting government support. 

FINAL REPORT 
Without a visitor centre and possibly without an association, we deemed it impossible to 
develop a sustainability plan for the centre. We requested and attended a meeting with the 
NFVA executive and the funders to determine any further requirements from us. We offered 
the following options: 

1. Investigate financing options for a new building based on one of the models 
suggested. This could be a public/private partnership with a Visitor Centre a tenant in a 
new building. A few people have casually asked about this possibility. 

2. Investigate new models for providing visitor services, either with or without NFVA 
involvement. 

3. Prepare a plan for providing visitor services after the arrangement with the museum 
terminates. 

4. Stop all activity now, and return any unused monies to the funders. (Currently this is 
approximately $18,000) 

Document M. N, 0 

At this final meeting with NFVA in June, we were asked to prepare a document outlining the 
cost to provide visitor services only. This document was completed in late June, and there 
has been no response from NFVA. 
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Interim Reports, 
Presentations, etc 
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BUSINESS CASE STUDY 
FOR THE SUSTAINABILITY 

OF THE NORTHERN FRONTIER VISITORS CENTRE (NFVC) 

2017 

PHASE 1.0 REPORT 
• Review of Visitor Centre Best and Promising Prac tices, Services and Fac ilities 

• Promising Pract ices Compari sons and Ra tings of NFVC Services and Fac ilities 
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Review of Visitor Centre Best and Promising 
Practices, Services and Facilities 

Worldwide there is considerable consistency in the roles, services and practices 
associated with successful Visitor Information Centres (VICs). Where variances occur 
they are primarily attributable to geographic focus, seasonal activity opportunities and 
individual centre budgets. 

Visitor Information Centres are physical locations where travelers go to get 
information about a destination and about the local tourism opportunities, 
accommodation, shopping, businesses and services that are available. This portion 
of our report will examine ways that VICs and associated tourism organization are 
addressing the expectations of both visitors and sponsoring organizations. 

VIC locations are primarily driven by the mode of travel of their primary target audience. 
In large urban areas VICs are often located in leased space in the city centre. These VICs 
cater to an audience that is usually travelling by air, train or bus and staying in centrally 
located hotels. Visitor centres located on the periphery of large urban centres cater 
primarily to independent travelers who reach their destination by car or recreational 
vehicle. 

VICs that are operated by provincial, territorial or state governments are often located 
outside larger city boundaries, on major highways, at points of entry by road and 
sometimes in transportation hubs like airports. 

In mid-sized to smaller cities and towns VICs may be located at the point where a major 
travel route enters the city or in the heart of the downtown. In either case, adequate and 
easily accessible short term parking for cars, RVs and tour buses is essential. 

Depending on budget, staff and interior building space the activities associated with 
a VIC may range from counseling, printed information and essential services like 
washrooms to a full range of amenities including video theatres, interactive displays, a 
gift store, picnic areas, pet walking areas and opportunities to purchase local arts and 
crafts, snacks and beverages. 
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The Defined Purpose and Role of 
Visitor Centres 

The purpose and role of community/regional visitor centres has been examined from 
the perspective of both the users of the visitors and the operators/sponsors of the 
centres. 

From the perspective of most visitors, a centre's primary role is simply to "provide 
visitors with insights into the region and distribute information about tourist products.'" 

The three top things that visitors look for in a visitor centre are: 

1. Knowledgeable, professional staff, skilled in customer service; 
2. Unbiased and authoritative information; and 
3. Regional displays and stories. 

Tour and accommodation bookings may be features that visitors look for but most 
studies report are not as important as the top three'. 

From the tourism industry perspective, the purpose of a visitor centre is to be "a 
destination information center in a physical location where travelers can go to acquire 
information about the destination.'' In past, destination information centers played the 
key role as the middleman linking tourists and suppliers to one another, However, with 
advances in technology and consumer/local demands, destination information centers 
have evolved. Today, not only do they provide information, they also generate revenue, 
collect data on travelers, market the destination, and engage the local community. This 
evolved approach to destination information centers makes them more sustainable and 
valuable to both the local community and the incoming tourists.'" 

But there is a variance in the priority that each stakeholder group (visitors and 
centre operators) assigns to specific roles. From a visitor information centre operato'r 
perspective (at least in Western Australia) information services (100%) and bookings 
(51%) are the primary visitor centre roles. From the visitor perspective knowledgeable 
staff (100%) and regional displays and stories (69%) were the top expectations. Booking 
services (31%) and public internet (29%) rated lower•. 

VICs can have major impacts on the benefits the local area gains from visitors. 
In another study researchers found that visitor centres are a financially impactful 
engagement channel with travelers. For example, the average spending by Australian 
travelers who used visitor centres was Au$1, 766 compared with Au$774 spent by non­
visitor centre users'. 

1Tourism Research Australia, Destination Visitor Survey - South Australia, July 2012 
2Haeberlln Consulting, The Future of Visitor Centres in Western Australia. Final Report. 2014 
3Solinar International. 5 Roles of a Good Destination Information Centre. 2014 
•1Haeberlin Consulting, The Future of Visitor Centres in Western AustraHa. Final Report. 2014 
5Tourism Research Australia, National Visitor Surveys, Jtine 2012 and June 2013 
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Visitor Centre Services and Usage 

Here are some of the expectations that visitors are likely to have of essential 
VIC services. 

• Personal welcome and showcasing of the community/area 
• Sourcing of and provision of up-to-date accommodation, community and tourism 

information 
• Assistance in identification of activities that align with the visitor's personal and 

tourism interests 
• Provision of a local city and area guide, maps including parks and playgrounds, 

information on local attractions and directions to specific tourist attractions. 
• Provision of information on public toilets locations, local transport, ATMs/banks, 

local Wi-Fi opportunities, currency exchanges, shopping and dining information 
• Online presence with a competitive website and strong social media presence 

Studies of actual usage of services are helpful in prioritizing which services are most 
needed in specific situations. Use of specific services will vary depending on location of 
the VIC in relation to tourism attractions and most common visitor demographics. 

A study of users of South Carolina VICs provides an example of the framework for 
collecting usage data.' It divides its research into the appeal of VICs based on two 
segments - Information Segment and an Amenities Segment. This has particular 
relevance when one is looking at the possibility of promoting services or amenities. 

Those that see VI Cs as "information providers" listed their top five reasons as: 
Use of restroom (98%) 

• Maps, brochures and printed information (79%) 
• Discount coupon books (hotels/attractions) (44%) 
• Directions and travel advice (19%) 
• Vending machines (15%) 

Those that see VI Cs as "providers of amenities" listed their top five reasons as: 

• Use restroom (89%) 
• Vending machines (32%) 
• Take pet for a walk (2S%) 
• Maps, brochures and printed information (23%) 
• Wi-Fi to check email (17%) 

Those who use welcome centres frequently in South Carolina report that their top five 
reasons are: 

• Restrooms (93%) 
• Maps, brochure, printed information (52%) 
• To collect coupon or discount booklets (29%) 
• Use vending machines (24%) 
• Take pet for a walk (18%) 

Since information development and dissemination is near the top of everyone's list 
of expectations of visitor centres, the development of an information dissemination 
plan is important, even at the VIC level. For the "big picture" view of best practices 
in information dissemination local VI Cs will benefit from a review of the Australian 
Cooperative Research Centre's sustainable tourism studies.' 
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Common Visitor Centre Facilities 
and Services 

• At a minimum, studies report that VICs should have trained visitor advisors, 
maps and information on local attractions, washrooms and parking for cars and 
recreational vehicles. 

• Facilities should be accessible to those with physical mobility issues. 
• Depending on typical visitor profiles, the centre may provide access to translators 

for non-English speaking visitors. 
• Depending on space and budget, facilities may also include gift shop space, exhibits, 

orientation videos, free Wi-Fi, children's play area, picnic areas and dog walking 
area. 

• Loaner bicycles, fishing rods and other tools to make greater use of local 
opportunities may be featured. 

• Dissemination of information about emergency services can be valuable 

In the last few years there has been an increasing move away from counter-based approaches 
to engaging visitors and providing information. Greater use of kiosk-style information 
modules is increasing. Modules are often combined with displays, hand held tablets for 
staff and touch screen kiosks for self-service. Increases in natural and artificial light, large 
monitors that live stream weather and information on current attractions and events are more 
common. 

There is also increased attention paid to the demographics of typical local VIC visitors. A 
study by the State of Missouri• reported on VIC impacts during current trip, impacts on future 
trips and identification of dominant VIC niche demographics. In Missouri's case the users of 
visitor centers tended to be significantly older than the average Missouri visitor who is not 
a visitor centre user. More than 76% of Missouri adult welcome centre visitors are 55+ years 
old. And they are travelling primarily as adult couples. Welcome centre visitors in Missouri 
also report higher education levels and higher incomes than the average Missouri traveler. 
The study also emphasizes the importance of VIC staff. Friendliness and knowledge of VIC 
staff were rated as 4.g and 4.85 out of a possible 5.0. Visitors also reported that center staff 
was the biggest source of inspiration on new places to visit. All of these factors have helped 
Missouri to tailor its VIC services to make sure it does a great job of meeting the expectations 
of its larger visitors' category. 
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Partner/Industry Involvement/Support 

Social media is also changing how VIC partners and the tourism industry already 
engage with many travelers. Since the launch of Facebook on February 4, 2014, Twitter 
on July 15, 2006 and lnstagram October 6, 2010, there have been significant shifts in 
how tourism is marketed. 

This is particularly true when it comes to visitors who "self-direct" their own travel 
and vacation planning. Even those that use travel agents for their basic travel and 
accommodation arrangements often have narrowed their tourism activity choices 
before they arrive at a regional visitor information centre. 

Studies suggest that the most impactful VI Cs integrate their efforts to align with a 
broader visitor information plan that reflects the aims and objectives of the destination's 
visitor services strategy and increase their use of digital technology.' 
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Visitor Centre Location, Branding 
and Long Term Planning 

A study by "My Travel Research" recently (2016) identified five building blocks for overall 
VIC success.'° The study reviewed 1,200+ pages qualitative and quantitative research 
reports and consulted with experts from retail, aviation, government and financial services 
sectors in developing their report. The five critical factors identified were: 

• Location 
• Stakeholder Mix 
• Experience 

Branding 
• Integration 

Location is probably the number one factor to be sure to get right. To do this the VIC needs 
to be featured as a destination in its own right. The location should consider the expectations 
of visitors and their mode of travel. Rather than trying to attract visitors to a location that 
doesn't make sense to the visitor, it should allow the VIC to "fish where the fish are." 

VIC branding also deserves serious attention. A VIC needs to be clear about developing and 
promoting a strong brand that becomes the focus of all VIC activity. The brand needs to be 
warm and welcoming and go beyond jurisdictions, focusing on the needs and expectations of 
the visitor. The brand expressions need to go beyond expectations and make the VIC itself a 
key part of the visitor's experience. The visitor needs to come first. 

Brand development will produce even greater rewards if the VI Cs online presence uses an 
imaginative mix of online information resources and encouragement of the online visitor to 
make the VIC one of their first stops on visiting the area. 

The study (noted above) also identified the need to promote services that would attract 
specific demographics that are being drawn to the area in which the VIC is located. The 
promotion of services like rentals and trail maps for younger visitors and VIP vouchers for 
local produce, coffee, gifts, attractions and restaurants for all visitors can help to reinforce a 
brand message. 

Long term planning is also a critical factor in creating sustainable success for an individual 
visitor centre or a network of visitor centres. For example, the Northern Ireland Tourist Board 
created a three year action pan in 2010 which has lessons that can be applied to a single 
VIC or a network of VICs." In the case studied, the local VIC plays are part of the larger 
Tourism strategy for Northern Ireland to 2020 (led by the Department of Enterprise, Tracie 
and Investment). Their vision is simple and highly focused. "Create the new Northern Ireland 
experience and get it on everyone's destination wish list." 

10Best Practice in Visitor Information Centres (VICs). Carolyn Childs of My Travel Research. 2016 
11 Northern Ireland Visitor lnfonnation Plan 2010-2013. Developed by TEAM Tourisrn Consulting for 
the Northern Ireland Tourist Board. 2012 
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Contributions/Impact on Tourism Sector 

Here are some of the tourism sector's highest priorities for a successful VIC. 
• Promotion/marketing of local individual and group tours and activities (grow the 

yield). 
• Information for operators on types of visitor information requests and activity queries. 
• Booking of individual and group tours and activities. 
• Rack space for promotional information cards for accommodation, tours and local 

activities. 
• Training programs. 
• Online (website and social media) advertising and promotional opportunities. 

The tourism industry and VIC funders want to know if VICs have an impact on the 
behavior and choices of visitors. The results of a study by Tourism Research Australia (a 
division of the Australian Government's Department of Resources, Energy and Tourism) 
published in September 2011 suggests there can be significant positive benefits." The 
study was to establish a benchmark so no comparisons are available at this time. 

Key findings of the South Australia VIC impact study were the following: 
• Half of the VIC patrons were from other states in Australia or overseas. Half were local 

- from Adelaide and the surrounding region. 
• 71% were looking for general information and things to see and do. 
• 25% were looking for potentially bookable products. 
• Of those that enquired about a booking, 5% booked a product at the VIC for an 

average value of Au$65. 
• The most booked product was transport (e.g. bus tickets - 41%). Next was 

accommodation (24%) 
• 88% sourced some information at the VIC. Maps 80%; regional guides 40%; product 

brochures 33%; and event flyers 31%. 
• Impact of the VICs - 5g% stated that their visit to the VIC had added to their time in 

the area and increased their expenditures in the area. Unplanned expenditures after 
the VIC visit was AU$181 per adult. 

VIC impacts over a two week period in April 2011 were primarily in additional nights of 
accommodation and value of planned activities. Based on 5,540 persons surveyed during 
the in two week period, the study reported an additional AU$597,800 of value could be 
attributed to the information provided by the VICs. A significant portion of the bookings 
were for product located in the local area. 

12 Destination Visitor Survey: Strategic Regional Research w South Australia. Conducted by Tourism 
Research Australia, April 2011. Report completed September 2011 
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The research also included questions about the use of touch screens to get information 
compared with speaking to VIC staff. In almost all instances respondents reported that 
they would prefer to a staff member rather than use a touch screen information portal. 

Earlier studies in other Australian States are similar to the findings of the South Australia 
studies. In the State of Victoria (Victoria) 76% of visitors surveyed indicated that their 
plans had been influenced by visiting a VIC and 90% of those surveyed indicated they 
would be more likely to return to Victoria as a result of their visit ta VIC." 

Jn the U.J<., studies with a similar focus confirm the positive impact of VJ Cs on the tourism 
sector." l<ey findings include: 

• The provision of V/Cs resulted in a 20% increase on offsite expenditures by visitors to 
the V/Cs 

• As a consequence of visiting one of the region's VJ Cs and additional 
2.3 million 

• British Pounds worth of visitor expenditures was generated within 
the community. 

VJ Cs are also the "window on" or the "face" of the local tourism industry. VJ Cs play a 
vital role in connecting the visitor to local attractions, businesses/organizations, services, 
accommodations and events. 

n·rhe Value of Visitor Information Centres to the Victorian Tourism Industry and the Local Economy". Study 
sponsored by the State-Wide Visitor Information Centre Reference Group. August 2010 
14 "A Regional Study of the lrnpact of Tourist Information Centres", study conducted in for Tourisn1 South 
West, UK by TSE Research Services. 2007 
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Contributions to Local Economy 

VI Cs can make significant contributions to local economies. The results of a benchmark VIC 
study in South Australia in 2011 suggest that VI Cs were responsible for 9,500 additional 
nights and an additional expenditure of Au$597,800 by visitors." 

To quantify impacts, respondents to a follow-up on line survey of visitors to a South Australia 
VIC were asked whether their visit to the VIC had/or would result in them participating in 
additional activities, or spending additional time in the local area or elsewhere in South 
Australia than would have occurred otherwise. 

Their responses report that: 
• 83% had participated in additional activities 
• 72% had increased the duration of their stay 
• 22% spent additional nights in the local area (visitors who extended their stay 

overnight stayed an additional 2.9 nights in the local area and 6.1 nights elsewhere in 
South Australia 

• 59% of respondents stated that the additional activities and time resulted from their 
visit to the VIC." 

Visitor Information Centres are also an important community resource. While the VICs are 
there primarily to serve visitors to the community they are also used by local residents who 
may be looking for new activities. They may also need maps, and community information to 
share with their own visitors or to provide to attendees at conferences and conventions being 
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Revenue Generation/Financial Viability 

To offset operating costs a visitor centre may generate revenue in a number of ways. 

• Booking commissions 
• Sale of maps, posters, guidebooks and other publications 

Sale of local arts and crafts 
• Sale of visitor survey data 
• Provision of local guiding services 
• Ticketing 
• Event Management 
• Advertising 
• Sale of beverages and foods 

Senior levels of government are playing an increasing role in assisting visitor centres to 
generate more revenue to pay for the costs of professional staff and visitor centre operations. 
To assist visitor information centres in generating additional funds the Province of Alberta 
has a retail products and sales support program that offers pins, posters and maps to visitor 
centres at discounted prices. 

In the United Kingdom (UK) the National Tourism Board commissioned the consulting 
firm Tourism Engineers to research best practices and write a self-help guide to income 
generation for visitor centres. As a follow up, Tourism Engineers was asked to develop an 
income generation "toolkit" which is available at 
www.tourismengineers.com." 

In some Canadian provinces, the provincial government operates the VI Cs in collaboration 
with private sector-led tourism organizations. In Nova Scotia the province takes responsibility 
for funding six large information centres strategically located across the province." 

Most VICs, in Canada and elsewhere, have to generate some of their operating revenue. 
Because VICs deliver free information services and programs to visitors they don't have the 
option of charging for their core services. 

However there may be opportunities for individual VICs to provide survey data that is 
collected at the VIC and sold to governments and large providers of tourism services. 

17 TIC Income Generation Toolkit. Pdf of toolkit available at http://tourismengineers.com/topic. 
asp?pid=2 
la" Province decides to maintain information centres." News story in the Amherst News Citizen­
Record, February 25, 2016 
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Visitor Metrics/Data Collection 

• A visitor information centre can collect, analyze and provide tourism data to 
Destination Marketing Organizations (DMOs), tourism operators and governments. 

• Information collected can include reason for visiting, length of stay; mode of travel, 
places and attractions the tourists plan to visit; activities they want to include in their 
visit; anticipated local expenditures during visit. 

The VI Cs we studied used a combination of staff gathered information as well as 
independently collected data that helped to validate and confirm staff reporting. 

Governance Models 

Governance models reflect the funding sources and breadth of focus of each VIC. So far 
as we can determine VICs funded exclusively by senior levels of government had very little 
flexibility in planning which was a function of sponsoring department activity. 

Centres which we sponsored by a municipality also had some of the same limitations. They 
were directed by a department within the city government and aligned their work and 
planning with that of the city government. 

In some cases Chambers of Commerce took the lead in planning and directing the activities 
of the VIC and raised funds from municipal and senior government levels. 

Finally broad based tourism organizations sometimes took the lead in directing and fund 
raising for a regional VIC. 

There is very little that is publicly available about governance models for VICs and the relative 
effectiveness of one model over another. 
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Promising Practices Comparisons 
and NFVC Ratings 

NFVC "Comparison Ratings" are based on subjective and qualitative judgments with 
a rating of "I" being poor and a rating of "5" being excellent 

Subject/Category Promising/Best Practices NFVC Rating 

• In central or on urban Centrally located to 
perimeter accommodate group air 

• Visitor friendly - can travelers; well located 
Visitor Centre Location accommodate variety on YK entrance route 

of visitor travel modes for road travelers; close 
• Free parking for cars, to prime attractions; 

SUVs and RVs adequate free parking 

• Variety of sources Not primarily direct 

Visitor Centre Funding 
- primarily different government funding; 
government levels mainly self-generated 

• Professionally trained Ongoing local training. 
Visitor Centre Staffing and credentialed No credentialed programs 

available locally. 

• Provide visitors with Knowledgeable staff is 
local/regional insights, aligned with management 
local directions, goals and promote local 
tourism information attractions. 
and access to booking No current electronic 

Centre - Defined Purpose 
and/or reservation bookings capacity. 
opportunities. Provide referrals 

• Encourage longer stays for attraction and 
and increase tourism accommodations. 
spending in local Liaise with seasonal tour 
economy. operators. 

• Tourism related exhibits Excellent exhibits (when 
• Promotional and/or safe to access) some 

orientation videos updating desirable. 
• Gift Shop Large selection of locally 
• Food Services area produced books, CDs 

Centre - Attractions and crafts. Commercially 
manufactured souvenirs 
and cards also available. 
No food and beverage 
services available. 

4 
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• Open area with kiosks Limited space for large 
• Low key, friendly, no groups of visitors groups. 

Centre - Service Model 
pressure Counter barrier between 

counsellors and guests. 
Friendly, welcoming staff. 

• Maps and brochures Full range of most desired 
• Directions and travel visitor services except 

Visitor Services advice discount coupons or 
4 Expectations • Activity suggestions coupon books. 

• Discount coupons 

• Public washrooms and Meets most facility visitor 
drinking water expectations; no beverage 

Visitor Facility 
• Easy parking or food vending machines. 
• Vending machines Pet walking area could be 4 Expectations 
• Pet walking areas specifically designated. 
• Free Wi-Fi 

• Primarily dependent Additional public signage 
on public signage and should be considered on 
community and tourism major highway City limit 
sector awareness of access. 

Centre Usage by Visitors the Centre its location, Community awareness 4 
services, facilities and has grown in recent years 
attractions and is believed to have 

increased NFVC traffic. 

This varies depending A comprehensive annual 
primarily on what plan to increase operator 

Industry Involvement/ organizations are the lead involvement should be 
Support sponsors of the centre. considered. Significant 

initiatives are already in 
place. 

A strong brand helps both Brand assessment and 
the tourism sector and awareness evaluation 
the community to have should be considered. 
confidence in the value "Northern Frontier" 

Visitor Centre Branding of the tourism centre branding in name may 2 
to both visitors and the not be ideal in relation to 
community and support target markets. 
the role of the centre in 
the community 

Long term planning will Capacity to do long term 
help the centre to engage planning and add new 

Centre Long Term 
the public in ways that technologies is limited by 

Planning 
best meet expectations - facility considerations and 2 
particularly in ways that funding that also limits 
make effective use of new available staff time. 
technologies. 
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Can vary considerably Centre has excellent 
depending on scale potential to increase 
of operations, scope tourism spending through 

Tourism Economy Impact 
of activities, seasonal encouraging adding 

4 considerations and extent days in market area and 
of cooperation n between increasing demand for 
the centre and the tourism popular our and activity 
industry. packages. 

Can vary considerably Centre has excellent 
depending on scale potential to increase 
of operations, scope tourism spending through 
of activities, seasonal encouraging additional 

Local Economy Impact considerations and extent days in market area and 
of cooperation between increasing demand for 
the Centre and the local popular tour and activity 
community's civic and packages. 
business sectors. 

Centres generate most Centre is not sufficiently 
of their operating funds financially supported 
from local, provincial/ by civic and senior 
state and national/federal government levels. 
governments. 

Serious building structural 
Capital programs require issues threaten ongoing 
special campaigns and building use and viability 
are largely funded by of in-building exhibits 
governments. and group activities and 

orientations. 
Many centres operate 

Centre Revenue gift shops which serve Gift shop net value to 
Generation the dual purpose of operating revenues needs 

being revenue generators a further study. 
and promoters of local 
and regional artists and Economic benefit of food 
artisans. ·and beverage services 

needs to be studied. 
A few centres have food Food/beverage should be 
services areas or food initiated only if economic 
and beverage machine benefit is significant 
vending services. and does not negatively 1 

impact primary centre 
purpose. 
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8. 
Comparison of NFVC and 

Best Practices at 
two Yellowknife locations 
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LOCATION 

Featured as its own destination. Not as lil<ely to be a featured 

Considered a main requirement of Wi ll continue to be a featured destination, since missing 

a visitor centre destination In the city the outside attrac tions of the 
current site 

Ample room. Examples are fish 
Suitable for local events fry, noon hour concert s, picnic Nol suitable for staging events 

luncheons 

Would have to arrange bus and 

Can accommodate variety of visl- Space for buses, RVs, guest RV parking Possib ly easement so 

tor travel modes parking they could park on the street Or 
find a p lace with bus turnaround 
space 

Free parking for cars, RVs, SUVs Ample space for visitor parking, Limited parking. Likely some 
including RVs distance from centre 

New access road from highway 
Accessible on foot. Not so when Access needed so visitors don't have to 
driving circle behind YI< motors 

Close to local attractions Main attractions at doorstep No attractions In downtown area 

FACILITIES 

Open areas with kiosks. Low key, Could be designed Into new Could be designed into storefront 
friendly building building 

Ample space for larger groups To be worked Into new building. To be considered when selected 
rental space 

Public Washrooms Available Would be a condition of space 
rental 

Free Wi-Fi Ava ilable Would be a condition of space 
rental 

Dog walking area Available Not likely in downtown core 

MARl<ETING 

Can see visitor centre and sig- Would not have Immediate 
Strong brand, readily evident nage when driving Introduction to the 

In to Yellowknife visi tor centre 
Vending 

Liaise with operators to promote 
machines for Will continue In a new centre Will continue In a new centre 
soft drinks 

their products 

Actually booking some trips with 
operators to encourage longer Will continue In a new centre Will continue In a new centre 
stays 
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SERVICES 

Informed, trained staff to provide 
informat ion and insights re the 
destination 

Rack space for brochures, etc. 

Webster 

Interpretive displays, orientation 
videos 

Bicycle rentals 

REVENUE GENERATION 

Sales of local arts and crafts, 
books, maps 

Food, drink vending machines 

DATA COLLECTION 

ECONOMY 

GOVERNANCE 

COMMUNITY 

Collected and provided to various 
levels of government 

Since nearly three quarters of ail 
visitors use the centre, there is 
ample opportunity to advise on 
other products or services they 
might buy while they are here. 

Government run or not-for profit. 

Helps develop pride in community 

Available 

Available 

Available 

Ava ilable 

Available, including evening 
lockup 

Available 

Available 

Ongoing 

Would continue to attract majori­
ty of visitors 

If new building, likely GNWT as main 
owner since It is on their property. 
NFVA should not own a building. 
Government could contract NFVA 
to operate the visitor centre 

The building, loca tion and 
reputation help inst ill pride in 
Yellowknifers. More residents 
visiting Centre. A meeting place 

Available 

Available 

Available 

Depends on size of space 

Not available 

Depends on size of rental space 

Available 

Ongoing 

May not attract as many visitors, 
since people wont know it is there 

Could continue to be an.NFVA 
operation, if local government 
agrees to pick up lease and O&M 
costs. 

More difficult to use as a way to 
instill pride in community, but 
possible 
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C. 
NFVA Salary/Wages Chart 
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Executive Director salaried 1950 $85,000 

Asst. Mgr $32 1950 $62,400 

Comms Dir. $31 1950 $60,450 

Counsellerl $25 1950 $48,750 

Counsellor 2 $22 1950 $42,900 

Counsellers 
Regular part timers 4 $19 2080 $39,520 
(avg 10 hours per week) 

On call part timers 
3 $18 360 $6,480 Avg of 10 hours per month 

$12190 $345,500 

Airport Store Manager $25 1950 $48,750 

Airport - part time 2 $22 780 $17,160 2 at 1 day per week each 

2730 $75,910 

TOTAL BASE PAYROLL $421,410 
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D. 
Financial Viability of Four 

Different Options 
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NFVA INCOME/ EXPENSE OPTIONS 
Option 1: assumes a perfectly functional building, and no merchandise sa les 

Option 2: assumes a functional building, plus airport only merchandise sales 

Option 3: assumes a functional building plus cenre and airport merchandise sales 

Option 4: assumes a functional building, plus two sales centres, plus 20% visitor Increase 

Merchandise Sales $906,019 0 453,000 

Government Contributions $192,452 192,452 192,452 

Resident and touri sm $83,388 83,388 83,388 
service fees 

Rentals $79,728 79,728 79,728 

Membership and other Fees $58,244 58,244 58,244 

Donations and other $25,936 25,936 25,936 

$1,345,767 $439,748 $892,748 

Expenses 
Advertising and promotion $8,663 $8,663 $8,663 

Bad debts $0 $0 $0 

Bookkeeping $41,822 $41,822 $41,822 

Communications $17,437 $17,437 $17,437 

Cost of Merchandise Sold $533,982 $0 $271,800 

Equipment Rental $8,853 $8,853 $8,853 

Freight, Postage and courier $2,282 $2,282 $2,282 

Fund raising $14,131 $14,131 $14,131 

Insurance $29,034 $29,034 $29,034 

Interest and bank charges $22,984 $22,984 $22,984 

Meals and Entertanment $18,749 $18,749 $18,749 

Miscellaneous $8,010 $8,010 $8,010 

Office $31,554 $31,554 $31,554 

Professional Fees $7,500 $7,500 $7,500 

Property Taxes $36,265 $36,265 $36,265 

Rent $19,077 $0 $19,077 

Repairs and Maintenance $48,666 $8,666 $8,666 

Supplies $21,854 $21,854 $21,854 

Utilities $38,204 $38,204 $38,204 

Wages and benefits $445,464 $330,464 $400,000 

$1,354,531 $646,472 $1,006,885 

Excess of Revenue over 
($8,764) ($206,724) ($114,137) 

expenses 

New Initiatives, updates, etc. -$40,000 -$40,000 -$40,000 

Probable Status ($48,764) ($246,724) ($154,137) 

Conclusion: At current level of Income, cannot operate without two sales centres. 

Problem: Since funds are tied up In Inventory, lots of cash flow pr6blems 

906,019 

192,452 

83,388 

79,728 

58,244 

25,936 

$1,345,767 

$8,663 

$0 

$41,822 

$17,437 

$533,982 

$8,853 

$2,282 

$14,131 

$29,034 

$22,984 

$18,749 

$8,010 

$31,554 

$7,500 

$36,265 

$19,077 

$8,666 

$21,854 

$38,204 

$445,464 

$1,314,531 

$31,236 

-$40,000 

($8,764) 

As long as they are dependent on merchandlze sales, wlff have cash flow problems, even when profitable. 
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Optlon4 

906,019 

192,452 

83,388 

79,728 

58,244 

25,936 

$1,345,767 

$8,663 

$0 

$41,822 

$17,437 

$533,982 

$8,853 

$2,282 

$14,131 

$29,034 

$22,984 

$18,749 

$8,010 

$31,554 

$7,500 

$36,265 

$19,077 

$8,666 

$21,854 

$38,204 

$535,000 

$1,404,067 

($58,300) 

-$40,000 

($98,300) 



E. 
Tourism Visitor Centre 

Locations and Service Models 
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Tourism Visitor Centre locations and 
Services Models 

Worldwide there is considerable consistency in the roles, services and practices 
associated with successful Visitor Information Centres (VJCs). Where variances occur 
they are primarily attributable to geographic focus, seasonal activity opportunities and 
individual centre budgets. 

Visitor Information Centres are physical locations where travelers go to get information 
about a destination and about the local tourism opportunities, accommodation, 
shopping, businesses and services that are available. This portion of our report will 
examine ways that VICs and associated tourism organization are addressing the 
expectations of both visitors and sponsoring organizations. 

VIC locations are primarily driven by the mode of travel of their primary target 
audience. In large urban areas VICs are often located in leased space in the city 
centre. These VICs cater to an audience that is usually travelling by air, train or bus and 
staying in centrally located hotels. Visitor centres located on the periphery of large 
urban centres cater primarily to independent travelers who reach their destination by 
car or recreational vehicle. 

VICs that are operated by provincial, territorial or state governments are often located 
outside larger city boundaries, on major highways, at points of entry by road and 
sometimes in transportation hubs like airports. 

In mid-sized to smaller cities and towns VICs may be located at the point where a major 
travel route enters the city or in the heart of the downtown. In either case, adequate and 
easily accessible short term parking for cars, RVs and tour buses is essential. 

Depending on budget, staff and interior building space the activities associated with 
a VIC may range from counseling, printed information and essential services like 
washrooms to a full range of amenities including video theatres, interactive displays, a 
gift store, picnic areas, pet walking areas and opportunities to purchase local arts and 
crafts, snacks and beverages. 
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The Defined Purpose and Role of Visitor 
Centres 

The purpose and role of community/regional visitor centres has been examined from the 
perspective of both the users of the visitors and the operators/sponsors of the centres. 
From the perspective of most visitors, a centre's primary role is simply to "provide 
visitors with insights into the region and distribute information about tourist products."' 

The three top things that visitors look for in a visitor centre are: 

1. Knowledgeable, professional staff, skilled in customer service; 
2. Unbiased and authoritative information; and 
3. Regional displays and stories. 

Tour and accommodation bookings may be features that visitors look for but most 
studies report are not as important as the top three. 2 

From the tourism industry perspective, the purpose of a visitor centre is to be "a 
destination information center in a physical location where travelers can go to acquire 
information about the destination." In past, destination information centers played the 
key role as the middleman linking tourists and suppliers to one another. However, with 
advances in technology and consumer/local demands, destination information centers 
have evolved. Today, not only do they provide information, they also generate revenue, 
collect data on travelers, market the destination, and engage the local community. This 
evolved approach to destination information centers makes them more sustainable and 
valuable to both the local community and the incoming tourists."' 

But there is a variance in the priority that each stakeholder group (visitors and 
centre operators) assigns to specific roles. From a visitor information centre operator 
perspective (at least in Western Australia) information services (100%) and bookings 
(51%) are the primary visitor centre roles. From the visitor perspective knowledgeable 
staff (100%) and regional displays and stories (69%) were the top expectations. Bookihg 
services (31%) and public internet (29%) rated lower.' 

VICs can have major impacts on the benefits the local area gains from visitors. 
Jn another study researchers found that visitor centres are a financially impactful 
engagement channel with travelers. 

For example, the average spending by Australian travelers who used visitor centres was 
Au$1,766 compared with Au$774 spent by non-visitor centre users.5 

1Tourism Research Australia, Destination Visitor Survey - South Australia, July 2012 
2Haeberlin Consulting, The Future of Visitor Centres Jn Western Australia. Final Report. 2014 
3 Solinar International. 5 Roles of a Good Destination lnfornu1tion Centre. 2014 
4Haeberlin Consulting, The Future of Visitor Centres in Western Australia. Final Report. 2014 
srourism Research Australia, National Visitor Surveys, June 2012 and June 2013 
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Visitor Centre Services and Usage 

Here are some of the expectations that visitors are likely to have of essential VIC services. 

• Personal welcome and showcasing of the community/area 
• Sourcing of and provision of up-to-date accommodation, community and tourism 

information 
• Assistance in identification of activities that align with t11e visitor's personal and 

tourism interests 
• Provision of a local city and area guide, maps including parks and playgrounds, 

information on local attractions and directions to specific tourist attractions. 
• Provision of information on public toilets locations, local transport, ATMs/banks, 

local Wi-Fi opportunities, currency exchanges, shopping and dining information 
• Online presence with a competitive website and strong social media presence 

Studies of actual usage of services are helpful in prioritizing which services are most 
needed in specific situations. Use of specific services will vary depending on location of 
the VIC in relation to tourism attractions and most common visitor demographics. 

A study of users of South Carolina VICs provides an example of the framework for 
collecting usage data.' It divides its research into the appeal of VICs based on two 
segments - Information Segment and an Amenities Segment. This has particular 
relevance when one is looking at the possibility of promoting services or amenities. 

Those that see VICs as "information providers" listed their top five reasons as: 
• Use of restroom (98%) 
• Maps, brochures and printed information (79%) 
• Discount coupon books (hotels/attractions) (44%) 
• Directions and travel advice (19%) 
• Vending machines (15%) 

Those that see VICs as "providers of amenities" listed their top five reasons as: 
• Use restroom (89%) 
• Vending machines (32%) 
• Take pet for a walk (25%) 
• Maps, brochures and printed information (23%) 
• Wi-Fi to check email (17%) 

Those who use welcome centres frequently in South Carolina report that their top five 
reasons are: 

• Restrooms (93%) 
• Maps, brochure, printed information (52%) 
• To collect coupon or discount booklets (29%) 
• Use vending machines (24%) 
• Take pet for a walk (18%) 

Since information development and dissemination is near the top of everyone's list 
of expectations of visitor centres, the development of an information dissemination 
plan is important, even at the VIC level. For the "big picture" view of best practices 
in information dissemination local VI Cs will benefit from a review of the Australian 
Cooperative Research Centre's sustainable tourism studies.' 

6 Research on the Mission of South Carolina Research Centres. 2012 
7"Visitor information centres: best practices in information dissemination", Research and report by CRC for 
Sustainable Tourism. 2007. 
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Common Visitor Centre Facilities 
and Services 

• At a minimum, studies report that VICs should have trained visitor advisors, 
maps and information on loca l attractions, washrooms and parking for cars and 
recreational vehicles. 

• Facilities should be accessible to those with physical mobility issues. 
• Depending on typical visitor profiles, the centre may provide access to translators 

for non-English speaking visitors. 
• Depending on space and budget, facilities may also include gift shop space, exhibits, 

orientation videos, free Wi-Fi, children's play area, picnic areas and dog wa lking area. 
• Loaner bicycles, fi shing rod s and other tools to make greater use of loca l 

opportunities may be featured. 
• Dissemination of informati on about emergency services can be valuable 

In the last few years there has been an increas ing move away from counter-based 
approaches to engaging visitors and providing information. Greater use of kiosk-style 
information modules is increasing. Modules are often combined with displays, hand 
held tablets for staff and touch screen kiosks for self-service. Increases in natural and 
artifi cial light. large monitors that live stream weather and info rmat ion on current 
attractions and events are more common. 

There is also increased attention paid to the demographics of typica l loca l VIC vi sitors. 
A study by the State of Missouri 6 reported on VIC impacts during current trip, impacts 
on future trips and identification of dominant VIC niche demographics. In Missouri's case 
the users of visitor centers tended to be significant ly older than the average Missouri 
visito r who is not a visito r centre user. More than 76% of Missouri adult welcome centre 
visitors are 55+ years old. And they are travelling primarily as adult couples. Welcome 
centre visitors in Missouri also report higher education levels and higher incomes than 
the average Missouri traveler. The study also emphasizes the importance of VIC staff. 
Friendliness and knowledge of VI C staff w ere rated as 4.9 and 4 .85 out of a poss ible 5.0 . 
Visitors also reported that center staff were the biggest source of inspiration on new 
places to visit. All of these factors have helped Missouri to tailor its VIC services to make 
sure it does a great job of meeting the expectations of its larger 

6"Missouri Tourism : The Impac t of Welcom e Centers" Study and report by Dee Ann Mc l<inney, Research 
Director, MO Division of To urism in association with the Missouri Travel and Tourism Association. June 2016 
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Partner/Industry Involvement/Support 

Social media is also changing how VIC partners and the tourism industry already 
engage with many travelers. Since the launch of Facebook on February 4, 2014, Twitter 
on July 15, 2006 and lnstagram October 6, 2010, there have been significant shifts in 
how tourism is marketed. 

This is particularly true when it comes to visitors who "self-direct" their own travel 
and vacation planning. Even those that use travel agents for their basic travel and 
accommodation arrangements often have narrowed their tourism activity choices 
before they arrive at a regional visitor information centre. 

Studies suggest that the most impactful VI Cs integrate their efforts to align with a 
broader visitor information plan that reflects the aims and objectives of the destination's 
visitor services strategy and increase their use of digital technology. 9 

9Manolls Psarros. Tourist Information Centres as a vital component for providing quality visitor services. The Cases 
of Manchester (UI<), Cape Town (SA) and Athens (GR). 
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Visitor Centre Location, Branding and Long 
Term Planning 

A study by "My Travel Research" recently (2016) identified five building blocks for overall 
VIC success. 10 The study reviewed 1,200+ pages qualitative and quantitative research 
reports and consulted with experts from retail, aviation, government and financial services 
sectors in developing their report. The five critical factors identified were: 

• Location 
Stakeholder Mix 

• Experience 
• Branding 
• Integration 

Location is probably the number one factor to be sure to get right. To do this the VIC 
needs to be featured as a destination in its own right. The location should consider the 
expectations of visitors and their mode of travel. Rather than trying to attract visitors to 
a location that doesn't make sense to the visitor, it should allow the VIC to "fish where 
the fish are." 

VIC branding also deserves serious attention. A VIC needs to be clear about 
developing and promoting a strong brand that becomes the focus of all VIC activity. 
The brand needs to be warm and welcoming and go beyond jurisdictions, focusing on 
the needs and expectations of the visitor. The brand expressions need to go beyond 
expectations and make the VIC itself a key part of the visitor's experience. The visitor 
needs to come first. 

Brand development will produce even greater rewards if the VICs online presence uses 
an imaginative mix of online information resources and encouragement of the online 
visitor to make the VIC one of their first stops on visiting the area. 

The study (noted above) also identified the need to promote services that would attract 
specific demographics that are being drawn to the area in which the VIC is located. The 
promotion of services like rentals and trail maps for younger visitors and VIP vouchers 
for local produce, coffee, gifts, attractions and restaurants for all visitors can help to 
reinforce a brand message. 

Long term planning is also a critical factor in creating sustainable success for an 
individual visitor centre or a network of visitor centres. For example, the Northern Ireland 
Tourist Board created a three year action pan in 2010 which has lessons that can be 
applied to a single VIC or a network of VI Cs. 11 In the case studied, the local VIC plays are 
part of the larger Tourism strategy for Northern Ireland to 2020 (led by the Department 
of Enterprise, Trade and Investment). Their vision is simple and highly focused. "Create 
the new Northern Ireland experience and get it on everyone's destination wish list." 

wsest Practice in Visitor lnfonnation Centres (VICs). Carolyn Childs of My Travel Research. 2016 
11 Northern Ireland Visitor lnfonnation Plan 2010-2013. Developed by TEAM Tourism Consulting for the 
Northern Ireland Tourist Board. 2012 

BUSINESS CASE FOR THE SUS TAINABllll Y OF THE NORTHERN FRON I IER VISITORS CENTRE I 43 



Contributions/Impact on Tourism Sector 

Here are some of the tourism sector's highest priorities for a successful VIC. 

• Promotion/marketing of local individual and group tours and activities (grow the yield). 
• Information for operators on types of visitor information requests and activity queries. 
• Booking of individual and group tours and activities. 
• Rack space for promotional information cards for accommodation, tours and 

local activities. 
• Training programs. 
• Online (website and social media) advertising and promotional opportunities. 

The tourism industry and VIC funders want to know if VICs have an impact on the 
behavior and choices of visitors. The results of a study by Tourism Research Australia (a 
division of the Australian Government's Department of Resources, Energy and Tourism) 
published in September 2011 suggests there can be significant positive benefits. 12 The 
study was to establish a benchmark so no comparisons are available at this time. 

Key findings of the South Australia VIC impact study were the following: 

Half of the VIC patrons were from other states in Australia or overseas. Half were 
local - from Adelaide and the surrounding region. 
71% were looking for general information and things to see and do. 
25% were looking for potentially bookable products. 
Of those that enquired about a booking, 5% booked a product at the VIC for an 
average value of Au$65. 
The most booked product was transport (e.g. bus tickets - 41%). Next was 
accommodation (24%) 
88% sourced some information at the VIC. Maps 80%; regional guides 40%; product 
brochures 33%; and event flyers 31%. 
Impact of the VICs - 59% stated that their visit to the VIC had added to their time in 
the area and increased their expenditures in the area. Unplanned expenditures after 
the VIC visit was AU$181 per adult. 

12 Destination Visitor Survey: Strategic Regional Research - South Australia. Conducted by Tourism Research 
Australia, April 2011. Report completed September 2011 

BUSINESS CASE FOR THE SUSTAINABJUTY OF THE NORTHERN FRONTIER VISITORS CENTRE j 44 



VIC impacts over a two week period in April 2011 were primarily in additional nights 
of accommodation and value of planned activities. Based on 5,540 persons surveyed 
during the in two week period, the study reported an additional AU$597,800 of value 
could be attributed to the information provided by the VICs. A significant portion of the 
bookings were for product located in the local area. 

The research also included questions about the use of touch screens to get information 
compared with speaking to VIC staff. In almost all instances respondents reported that 
they would prefer to a staff member rather than use a touch screen information portal. 

Earlier studies in other Australian States are similar to the findings of the South Australia 
studies. In the State of Victoria (Victoria) 76% of visitors surveyed indicated that their 
plans had been influenced by visiting a VIC and 90% of those surveyed indicated they 
would be more likely to return to Victoria as a result of their visit ta VIC. 13 

In the U.K., studies with a similar focus confirm the positive impact of VICs on the 
tourism sector.14 Key findings include: 

• The provision of VI Cs resulted in a 20% increase on offsite expenditures by visitors 
to the VICs 
As a consequence of visiting one of the region's VICs and additional 2.3 million 
British Pounds worth of visitor expenditures was generated within the community. 

VICs are also the "window on" or the "face" of the local tourism industry. VICs play 
a vital role in connecting the visitor to local attractions, businesses/organizations, 
services, accommodations and events. 

H"The Value of Visitor Information Centres to the Victorian Tourism Industry and the Local Economy". 
Study sponsored by the State-Wide Visitor lnfonnation Centre Reference Group. August 2010 

14 "A Regional Study of the ln1pact of Tourist Information Centres", study conducted in for Tourisrn South 
West, UK by TSE Research Services. 2007 
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Contributions to Local Economy 

VICs can make significant contributions to local economies. The results of a benchmark 
VIC study in South Australia in 2011 suggest that VICs were responsible for 9,500 
additional nights and an additional expenditure of Au$597,800 by visitors.15 

To quantify impacts, respondents to a follow-up online survey of visitors to a South 
Australia VIC were asked whether their visit to the VIC had/or would result in them 
participating in additional activities, or spending additional time in the local area or 
elsewhere in South Australia than would have occurred otherwise. 

Their responses report that: 

83% had participated in additional activities 
72% had increased the duration of their stay 
22% spent additional nights in the local area (visitors who extended their stay 
overnight stayed an additional 2.9 nights in the local area and 6.1 nights elsewhere in 
South Australia 
59% of respondents stated that the additional activities and time resulted from their 
visit to the VIC.16 

Visitor Information Centres are also an important community resource. While the 
VICs are there primarily to serve visitors to the community they are also used by 
local residents who may be looking for new activities. They may also need maps, and 
community information to share with their own visitors or to provide to attendees at 
conferences and conventions being held in the community. 

15 Destination Visitor Survey - South Australia. Tourism Research Australia. 2011 
161bid 
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Revenue Generation/Financial Viability 

To offset operating costs a visitor centre may generate revenue in a number of ways. 

Booking commissions 
Sale of maps, posters, guidebooks and other publications 
Sale of local arts and crafts 
Sale of visitor survey data 
Provision of local guiding services 
Ticketing 
Event Management 
Advertising 

• Sale of beverages and foods 

Senior levels of government are playing an increasing role in assisting visitor centres 
to generate more revenue to pay for the costs of professional staff and visitor centre 
operations. To assist visitor information centres in generating additional funds the 
Province of Alberta has a retail products and sales support program that offers pins, 
posters and maps to visitor centres at discounted prices. 

In the United Kingdom (UK) the National Tourism Board commissioned the consulting 
firm Tourism Engineers to research best practices and write a self-help guide to income 
generation for visitor centres. As a follow up, Tourism Engineers was asked to develop 
an income generation "toolkit" which is available at www.tourlsmenglneers.com 11• 

In some Canadian provinces, the provincial government operates the VICs in 
collaboration with private sector-led tourism organizations. In Nova Scotia the province 
takes responsibility for funding six large information centres strategically located across 
the province."' 

Most VICs, in Canada and elsewhere, have to generate some of their operating revenue. 
Because VI Cs deliver free information services and programs to visitors they don't have 
the option of charging for their core services. 

However there may be opportunities for individual VICs to provide survey data that is 
collected at the VIC and sold to governments and large providers of tourism services. 

17 TIC lncorne Generation Toolkit. Pdf of toolkit available at http://tourismengineers.com/topic.asp?pid=2 
16"Province decides to maintain infonnation centres." News story in the Arnherst News Citizen-Record, 
February 25, 2016 
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Visitor Metrics/Data Collection 

• A visitor information centre can collect, analyze and provide tourism data to 
Destination Marketing Organizations (DMOs), tourism operators and governments. 

• Information collected can include reason for visiting, length of stay; mode of travel, 
places and attractions the tourists plan to visit; activities they want to include in their 
visit; anticipated local expenditures during visit. 

The VICs we studied used a combination of staff gathered information as well as 
independently collected data that helped to validate and confirm staff reporting. 

Governance Models 

Governance models reflect the funding sources and breadth of focus of each VIC. 
So far as we can determine VICs funded exclusively by senior levels of government had 
very little flexibility in planning which was a function of sponsoring department activity. 

Centres which are sponsored by a municipality also had some of the same limitations. 
They were directed by a department within the city government and aligned their work 
and planning with that of the city government. 

In some cases Chambers of Commerce took the lead in planning and directing the 
activities of the VIC and raised funds from municipal and senior government levels. 

Finally broad based tourism organizations sometimes took the lead in directing and 
fund raising for a regional VIC. 

There is very little that is publicly available about governance models for VICs and the 
relative effectiveness of one model over another. 
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F. 
Visitor Survey Card 

And Tabulations 
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THANKS FOR VISITING THE NORTHERN FRONTIER VISITORS 
CENTRE. YOU ARE THE REASON WE'RE HERE. 

1. What is your own home province or country? 

2. Did our Northern Frontier Visitors Centre staff make you 
feel welcome to Yellowknife? 
Yes No 

3. Did our visitor's centre staff give you information that was 
useful to you during your visit to Yellowknife? 
Yes No Not Sure 

4. Did you get to do more things during your visit because of 
information you got at our Northern Frontier Visitors Centre? 
Yes No Not Sure 

5. Would you like to visit Yellowknife again? 
Yes No Not Sure 

Comments (Use back of card for more comments): 

If you are leaving Yellowknife from the Yellowknife Airport please drop this card off at 
our gift shop in the airport and we'll give you a special post card. Or, you can leave the 

card with your hotel or B&B when you check out. Thanks very much. 
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N FVC Visitor Survey Card Tabulations 
Between February 1 and February 23 survey cards were given to visitors to the NFVC 
and respondents were asked to complete the cards and leave them with the centre or 
return them to the NFVC collection box at the airport. Cards were available in English 
and four other languages that are common among Aurora visitors - Japanese, Standard 
Chinese, Traditional Chinese and Korean. The opportunity to return cards closed on 
February 24, 2017. The geographic distribution below in the "English" section applies 
only to survey cards that were completed in English. A total of 259 cards werereturned. 

ENGLISH LANGUAGE 

QI What is your home province or country? 

China 10 
Hong Kong 9 
Taiwan 3 
l<orea 1 
Japan 1 
Philippines 4 
Newfoundland 1 
PEI 1 
NWT 10 
Quebec 2 
Ontario 13 
Manitoba 3 
Alberta 14 
British Columbia 17 
USA 5 (TX, NY, IL, GA, OH) 
Australia 5 
France 1 
Italy 1 
Canada 1 (Province not specified) 
Country unmarked 1 
Total 103 

Q2 Did our Northern Frontier Visitors Centre staff make you feel welcome in 
Yellowknife? 

Yes - 101 No - 1 (Didn't talk with staff - 1) 

Q3 Did our visitor's centre staff give you information that was useful during your visit to 
Yellowknife? 

Yes - 96 No - 2 Not Sure - 5 

Q4 Did you get to do more things during your visit because of information you got at 
our Northern Frontier Visitors Centre? 

Yes - 91 No - 10 Not Sure - 2 

QS Would you like to visit Yellowknife again? 

Yes - 98 No - 3 Not Sure - 2 
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ENGLISH LANGUAGE "ADDITIONAL RESPONSES" 

• Helpful staff 
• Jessica was very helpful and gave us some useful tips. 
• Jessica was super helpful and we learned a lot from her. 
• Great customer service! 
• Great service. 
• Very Informative, Thanks. 
• Great staff at your visitor's centre! Thank you. 
• Would be nice to have newer building 
• Wonderful place. Hospital (sic) staff 
• Great! 
• Great information and service by the staff. Worked at a visitor centre myself & 

thought experience was great. 
• Very friendly and helpful staff 
• Very welcoming - impressed at the many languages staff speak. Thank you for the info! 
• Awesome. Love it. 
• Amazing trip. We were lucky to see the aurora, Definitely coming back. 
• Very expensive. There's not enough info online (i.e. Aurora). 
• Great little exhibits, building needs improvement 
• Nice city to visit but probably best to come here during summer! 
• Beautiful city. Wonderful center. 
• It was very nice and pretty 
• Parking Pass 
• Great staff 
• Great introduction to industry and arts in tl1e area. 
• Tres bien, Merci !! 
•Awesome! 
• Very nice place, very nice people! 
• It's a great place! 
• Very good staff 
• Love it here. My wife doesn't share that unfortunately. 
• It was a good exp. If you provide more info about tour company, it will be great. 

Thanks. 
• A few years ago you had the wrong tartan displayed for the NWT. 
• The maps you give out with the locations marked area great help. 
• Very cold but beautiful place. 
• We stayed in Centre too short; too rush. 
• Should have been attached to the museum. Visitor parking was at the far encl of the lot. 
• No Auroras 
• Great people in Yellowknife and thanks for let (sic) us store luggeges (sic). 
• http://www.calgaryalliedartsfounclation.ca/sarah-van-sloten/Great community. 

Perhaps more proactive contact? 
• We would have liked more of a museum than a gift shop. We didn't ask any questions. 
• Had an awesome time with you guys! See you soon hopefully! 
• Nice place but cold. 
• Nice place. Nice people. 
• Very special experience. Pretty. 
• I prefer to visit the town in summer. 
• If I have vacation and time is suitable for viewing the Aurora. 
• Out stay was definitely enjoyable. Will definitely come back again. 
• Loving this place so much <3 
• Everything was good 
• Staff in Visitor Centre are very friendly and nice. 
• Continue the warm welcome you are giving to tourists. Kudos and Goel Bless. 
• Awesome place to visit! Great people! Very welcoming <3 <3 <3 
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STANDARD CHINESE 

(37 Completed) 

02 Did our Northern Frontier Visitors Centre staff make you feel welcome in 
Yellowknife? 

Yes - 37 No - 0 

03 Did our visitor's centre staff give you information that was useful during your visit to 
Yellowknife? 

Yes - 35 No - 1 Not Sure - 1 

04 Did you get to do more things during your visit because of information you got at 
our Northern Frontier Visitors Centre? 

Yes - 29 No - 2 Not Sure - 6 

05 Would you like to visit Yellowknife again? 

Yes - 23 No - 1 Not Sure - 13 

• Too cold here 

TRADITIONAL CHINESE 

(36 Completed) Includes S - Toronto and 1 - Vancouver 

02 Did our Northern Frontier Visitors Centre staff make you feel welcome in 
Yellowknife? 

Yes - 36 No - 0 

03 Diel our visitor's centre staff give you information that was useful during your visit to 
Yellowknife? 

Yes - 35 No - 0 Not Sure - 1 

04 Did you get to do more things during your visit because of information you got at 
our Northern Frontier Visitors Centre? 

Yes - 33 No - 0 Not Sure - 3 

05 Would you like to visit Yellowknife again? 

Yes - 25 No - 0 Not Sure - 11 

• Jordon at the visitor centre is amazing. 

KOREAN 

(16 Completed) 

Q2 Did our Northern Frontier Visitors Centre staff make you feel welcome in 
Yellowknife? 

Yes -16 No - 0 
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Q3 Did our visitor's centre staff give you information that was useful during your visit to 
Yellowknife? 

Yes - 16 No - 0 Not Sure - 0 

Q4 Did you get to do more t11ings during your visit because of information you got at 
our Northern Frontier Visitors Centre? 

Yes - 12 No - 2 Not Sure - 2 

QS Would you like to visit Yellowknife again? 

Yes - 14 No - 0 Not Sure - 2 

• Friendly <3 
Especially the ice cave 

• Fishing 

JAPANESE 

(67 Completed) 

Q2 Did our Northern Frontier Visitors Centre staff make you feel welcome in 
Yellowknife? 

Yes - 67 No - 0 

Q3 Did our visitor's centre staff give you information that was useful during your visit to 
Yellowknife? 

Yes - 67 No - 0 Not Sure - 0 

Q4 Did you get to do more things during your visit because of information you got at 
our Northern Frontier Visitors Centre? 

Yes - 60 No - 2 Not Sure - 1 No Answer -- 4 

QS Would you like to visit Yellowknife again? 

Yes - 60 No - 1 Not Sure - 6 

• No Comments 
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G. 
Stakeholder Online Survey 

And Results 
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Northern f'ronticr Visitor Centre Stakeholder Survey 

Answer Choices 

On co 

Two or Uirco limos 

Moro lhan lhrco lhnoJ 

Nono 

Tolal 

Q1 How often have you been in the 
Northern Frontier Visitors building in the 

last 12 months? 

Once 

Two or lhroo 
limos 

Moro lhon 
throo limos 

Nono 

0% 10% 

l\11sworod: 90 SklJl flOrl : 0 

30% 40% 50% 60% 70% 80% 

Responses 

15.56% 

24.44% 

57.78'/, 

2.22% 
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No11hcrn rronticr Visitor Centre Stakeholder Survey 

Q2 Why did you visit the Northern Frontier 
Visitors Centre (NFVC)? Check all that 

apply. 

To reslock 
brochuros 

To advortlso 
locnl cvonls 

To advertise 
tours or ... 

To attonda 
mooltng 

To l alk wllh 
Slaff 

To bring 
visitors l o ... 

To bring glfl 
shop lloms I ... 

To buyglll 
shop lloms 

Olhor(ploaso -
specify) 

I 

0'4 10% 

Answer Choices 

To roslocl< brochures 

To ndverlise local events 

To odvorllso lours or guiding services 

To ollend o meeting 

To talk with stafl 

To bring visilois lo lho cenlre 

To bring girl shop Items lo lho cenlro for sale 

To buy girt shop Items 

Olher (please specify) 

Total Rospondonl s: 90 

Answoro<I: 90 Skl1>pcd: O 

20% 40% 50% 60% 70% 80% 

SurveyMonkey 

00% 100% 

Rosponsos 

35.56% 32 

13.33% 12 

14.44% 13 

33.33% 30 

52.22% 47 

47.78'/. 43 

------
24.44% 22 

---- --
40.00'1. 36 

--- -
14.44'/, 13 
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Northern Frontier Visitor Centre Stakeholder Survey 

Q3 Do you offer tourism products and/or 
services for sale in the Yellowknife area? If 

you don't please skip to Question #5 
A11sworod: 90 Skipped: O 

Yes 

Mo 

SmveyMonkey 

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100% 

Answer Ch oleos Rosponsos 

Yes 
70.00% 63 

30.00'/, 27 
Mo 

Total 90 

IJUSINESS CASE FOfl THE SUSTAINABILITY OF l HE MORTHEflN 1=RON TIER VISITORS CENmE I 50 



Northern Frontier Visitor Centre Stakeholder Survey 

Q4 What tourism products and/or services 
do you offer? 

Answor Chol cos 

I provldo 
ncconunodatlo ... 

I 'm on 
Individual o ..• 

I make and 
sell my ••. 

I oporato a 
restaurant I ... 

I opora to a 
rotall storo ••. 

I soil brandod 
souvonlrslcl ... 

I mako ond 
sell ... 

pinn/orgnnlz ... 

Othor (pica so 
spoclfy) 

I provide accommodalion In Yellowknife 

I'm an lndMdual or group tour operator 

Answorod: 63 Skipped: 27 

~ • 
I 

0% 10% 20% 30% 40% 50% 60% 70% 

I make and soil my palnlinos. my music CDs, my videos, my photography, my books, jewelry, soaps. syrups ate. 

I operate a roslauranl In Ycllowknlfo 

I operate a relail slore In Yollowknlfo 

I sell branded souvonlrslclolhinglslgns olc. 

I rnako and soll lraditional Indigenous a~s and ctafts (l ikes furs. boadwork, carvings, baskets) 

I plan/organlzo conforonces 

Other (please specify) 

Tolal 

60% 

SurvcyMonkcy 

90% 100% 

Responsos 

9.52% 6 

22.22% 14 

20.63% 13 

4.76% 3 

6.35% 

1.59% 

7.94% 5 

7.94'/, 5 

19.05% 12 

63 
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Northern Frontier Visitor Centre Stakeholder Survey 

Q5 How important do you think the 
following are at a visitor centre? Please rate 
each one with 1 being least important and 5 

being most important. 
Answorod: 90 Skipped: 0 

Maps, 
brochures an ... 

Advlco and 

~ 

dlreclfons f... f.:.:_~.;.;;.i;a;i:. 

Rostrooms ond 
drinking wator 

Gift shop 
foaturlng ... ,_ ___ ..._ ______ _. 

Local vldoo 
orlontatlon ... 

Pot frlondly ' 

Bovorago ond 
food vondlng 

Froo holp In 
booking tour ... 

Posting of 
dally ... 

Holplng 
arrange ... 

~------"' 

·-··:::!~'. ~ 
Opportunity to 
moot/lroar Jo •.. 

Advortlslng 
upcoming Joe ... ,_ ___________ _. 

0 3 5 6 6 

3 

9 

5 

Maps, brod1uros ond printed Information 5.62% 

5 
0.00'!. 

0 
4.49% 10.11% 79.78'!. 

4 0 71 
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No1ihe111 Frontier Visitor Centre Stakeholder Survey Survey Monkey 

AdviCil and directions from kno1"1edgeable tourism centre staff 6.74% 1.12% 2.25% 7.87% 82.02% 

I 6 2 7 73 89 4.57 

Restrooms and drinkJng water 3.37% 8.99% 16.85% 16.85% 53.93% 

3 8 15 15 48 89 4.09 

Gift shop featuring northern artists 6.74% 6.74% 12.36% 22.47% 51.69% 

6 6 11 20 " 89 4.00 

LOQl! video orientation presentation 4.44% 13.33% 25.56% 23,33% 33.33% 

12 23 21 30 90 3.66 

Pet friendly 22.73% 19,32% 31.82% 10.23% 15.91% 

20 17 28 9 14 88 2.77 

Free \Ni-Fl, phones and computers 8.99% 10.11% 15.73% 19.10% 46,07% 

8 9 14 17 41 89 3.63 

Beverage and !Ood vending 23.26% 26.74% 24.42% 11.63% 13.95% 

20 23 21 10 12 " 2.66 

Free help In booking tours and guides 6.67% 2.22% 8,89% 24.44% 57.78% 

6 2 8 22 52 90 4.24 

Posting of daily last-minute specials 10.11% 7.87% 15.73% 24.72% 41.57% 

9 7 14 22 37 89 3.00 

He!p'ng arrange personalized group visits 5.62% 6.74% 22.47% 28,09% 37.08% 

5 6 20 25 33 89 3.84 

Hosting overnight road travellers Oil NFVC property 27.59% 9.20% 21.84% 17.24% 24.14% 

24 8 19 15 21 87 3.01 

Opportunity to meiltfhear local artists and musicians In the artists COfnar and 12.22% 17.78% 26.67% 15.56% 27.78% 

stage 11 16 24 14 25 90 3.29 

Advertising upcoming local events 4.49% 2.25% 7.87% 20.22% 65.17% 

4 2 18 58 89 4,39 

BUSINESS CASE FOR THE SUSTAINABlLITY OF THE NORTHER!~ FRONTIER VISITORS CEMTRE j 61 



Northern Frontier Visitor Centre Stakeholder Survey 

Vos 

No 

Answer Choices 

Yes 

No 

Total 

Q6 Do you personally (or does your 
business) have tourism products or 

services that are promoted through the 
NFVC? 

/\nsworod: 90 Skipped: o 

·!''ff"~~·~ 
~'.:;~.· .• 1. ,.,, . .. ' :;; .. ~ 

b~~~·! ,~~E~ ·: ,:·~ ;:~ 

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100% 

Rosponsos 

68.89% 

31.11'/, 
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26 
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Northern Frontier Visitor Centre Stakeholder Survey SurvcyMonkey 

Answer Choices 

50% or more 

25% to 49% 

10% to 24% 

Loss than 10% 

Total 

Q7 If you are a tour operator, what 
percentage of people who purchase your 

services came to you because of 
information or suggestions they got at the 

NFVC? If you are not a tour operator please 
skip this question. 

Answered: 34 Sklp11od : 56 

50'/. or moro 

25'/, to49% 

10% lo 24% 

Loss than 10% 

0% 10% 20% 30% 40% 50% 00% 70% 80% 90% 100% 

Responses 

2.94'!. 

5.88% 

35.29% 

55.88% 

2 

12 

19 

34 
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Northern front ier Visitor Centre Stakeholder Survey 

Answor Ch oleos 

50%ormore 

25% 10 49% 

10% 1024% 

Less U1an 10% 

Totol 

QB If you are an artist, musician, 
craftsperson, photographer, etc (or have 
other gift items sold through the NFVC 

shop), what percentage of your sales come 
from selling your work at the NFVC? If you 
do not have products sold through NFVC 

please do not answer this question. 

50'!. ormoro 

25% to 49% 

10% to 24% 

Loss th on 10'/. 

A11swo1od: 28 Sklp1>od: 62 

0% 10% 20°.4 30% 40.,.4 50% 60% 70% 80'/o 90% 100% 

I 
Rosponsos 

21.43% 

1 21.0% 

35.71% 

21.0% 
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10 
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Northern rront ier Visitor Centre Stakeholder Survey 

Answer Chol cos 

Oclobor to April 

May lo September 

Total Rospondonts: 62 

Q9 During which months of the year are 
your tourism products and services or gifts 

available for sale? Check all that apply. 

Octobor to ~ 
April 

May to 

Answered: 62 Skipped: 28 

Soptornbor J,::.~~~~~lf.41mbf:':lii!ibl:dl:~~!i:ii!riliiililillllllj•lllllllailli~ 

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100% 

Rosponsos 

66.11•;. 

93.55% 

SurvcyMonkcy 

55 

58 
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Northern frontier Visitor Centre Stakeholder Survey 

Answer Choices 

Vos 

No 

Not suro 

Total 

Q10 Do you believe the NFVC has increased 
the time and/or money that visitors spend in 

our community? 
llnsv:orod: 90 Skipped: 0 

L 
Vos 

No 

No1 suro 

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100% 

Responses 

71.11% 

3.33% 

1.25.56% 

BUSINESS C/1SE FOR l HE SUSTAINABILIT Y OF l ll E MORl 1 IERN FROMTIER VISITORS CENTRE J 66 

SurveyMonkey 

64 
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23 
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Northern Frontier Visitor Centre Stakeholder Survey 

0 11 If you answered yes to Question 10, 
what are the most common things visitors 

spend extra money on? 
Answeretl: 67 Skipped: 23 

Gifts 

Food/Rcstourant 

Accommodations 

Answer Choices 

Gills 

Food/Restaurants 

Accommodations 

Group Tours 

Group Tours 

Guldod 
activit ies I ... 

Entertainment 

Olher (pl ease 
speci fy) 

Guidod activities like fi shing 

EntMalnment 

Other (please spocify) 

Total 

0% 10% 20% 30% 40% 50% 60% 70% 80% 

Responses 

26.87% 

10.45% 

10.45% 

7.46% 

26.87% 

1.49% 

16.42% 

SurveyMonkey 

90% 100% 

18 

7 

5 

16 

11 

67 
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Northern Frontier Visitor Centre Stakeholder Survey 

Q12 Do you have suggestions to enhance 
the services that NFVC provides? If so, 

please comment in the box below. 

Vos 

No 

Olhcr (ploaso 
spoclly) 

Answered : 74 Skipped: 16 

Su1veyM011key 

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100% 

Answor Chol cos Rosponsos 

Vos 
1.35% 

No 
40.54% 30 

Other (plcaso specify) 
58.11% 43 

Total 74 
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Northern Front ier Visi tor Centre Stakeholder Survey Survey Monkey 

Answor Ch oleos 

Yellowknlfo ~ 
and lrnrnodlat.. . 

Bohchoko 

Olher North 
Slave ... 

0% 

Ycllowknllc and lrnrnediale area 

Behchoko 

Olher Nor1h Slave Communities 

Tol al 

Q13 My permanent residence is 
Answered: 70 Skipped: 11 

10% 20% 30% 40% 50% 60% 70% 80% 90% !00% 

Rosponses 

97.47% 77 

0.00% 0 

2.53% 2 

79 
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Northern Frontier Visitors Centre Study 
Community-of-Interest Online Survey 

SURVEY METHODOLOGY 
Outcrop used Survey Monkey software and data reporting tools to conduct a survey of 
tourism stakeholders including businesses providing services (accommodation, meals, 
guided tours, rentals), selling tourism related products (arts and crafts, souvenirs, locally 
branded products and gifts). 

Outcrop developed a 13-question survey to gather data on how providers of services 
and products to Yellowknife (and area) visitors assessed the value of the Northern 
Frontier Visitors Centre in relation to the promotion and purchase of services and 
tourism products by visitors to Yellowknife and area. 

We wanted to find out if providers of tourism products and services were making use of 
the NFVC, if they felt the Visitors Centre contributed to their business success and if the 
NFVC had increased the time and money that visitors spend in Yellowknife and area. 

To invite responses to the survey Outcrop emailed 236 email addresses collected 
from NFVC files and lists developed by Outcrop t11at included hotels/motels/B&Bs, 
tour operators, guiding services, gift stores, artists and craftspersons, restaurants and 
other providers of tourism related services. The lists also included persons interested 
in tourism but who did not directly supply services and tourism related products to 
visitors. 

Tl1e first email to invite responses was sent to the full list on January 27, 2017. It included 
a short message and a link to the survey. A follow up email invitation was send to the 
same list on February 7, 2017. A total of 90 respondents (38%) completed the survey 
which would be considered a significant response level for an emailed survey. The 
survey was closed on February 15, 2017. 

SURVEY RESULTS HIGHLIGHTS 
• 71.11% of respondents believe that NFVC has increased the time and/or money that 

visitors spend in Yellowknife and area. Only 3.33% believe that it did not and 25.56% 
weren 1t sure. 

• Of those that believe N FVC increased the time and money visitors spent to the 
Yellowknife area the two most important add-ons mentioned were "guided activities 
like fishing" (28.67%) and "gifts" (28.7%). 

• Survey respondents have high expectations of t11e range of services to be provided by 
a visitors centre. The overwhelming majority of ratings of needed services scored more 
than 60%. 

• Using a range of 5.0 as "most important" and 1.0 "least important" the top five 
services expectations are: 

• Maps, brochures and printed information (4.58) 
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• Advice and directions from knowledgeable staff (4.57) 
• Advertising upcoming local events (4.39) 
• Free help in booking tours and guides (4.24) 
• Restrooms and drinking water (4.09) 

The least important were: 
• Beverage and food vending (2.66), Pet friendly (2.77) and hosting overnight 

travelers on NFVC property (3.01) 
• In the middle were: 
• Gift shop featuring northern artists (4.06) 
• Helping arrange personalized visits (3.84) 
• Free Wi-Fi, phones and computers (3.83) 
• Daily last-minute specials (3.80) 
• Local video orientations (3.68) 
• Artist's corner performances (3.29) 

Most (g7.47%) of respondents identified their permanent address as in Yellowknife 
and the immediate area. 

• 70.0% of respondents reported that they offer tourism products or services in the 
Yellowknife area. The most common services were as a tour operator (22.22%), 
artist, craftsperson etc (20.63%) and other products and services (19.05%). 

• 68.89% of respondents reported that they personally had their tourism products or 
services promoted through the NFVC. 

• 82.22% of respondents reported that they had visited the NFVC two or more times 
in the past year. This supports a high level of confidence about awareness of centre 
services and activities. The three most common reasons for visits were to talk to 
staff (52.22%), to bring visitors to the centre (47.78%) and to buy gift shop items 
(40.00%) 
44.11% of respondents reported that 10-50% of their sales came to them as a result 
of suggestions they got at the NFVC. 

• For those who were artists, craftspersons or suppliers of other gift items, 21.43% 
reported that more than 50% of their sales came through the NFVC. An additional 
21.43% reported that 25% to 49% of their sales came through NFVC. 
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SUGGESTIONS TO ENHANCE OR CHANGE NFVC SERVICES 
43 respondents provided additional comments. The full unedited list of these comments 
is attached. There were many comments praising the NFVC staff and their work 
and positive service attitude. There also suggestions to increase local and regional 
knowledge of staff. 

• Several comment themes emerged. They included: 
• The urgent need for repairs to or replacement of the current NFVC building - most 

mentioned single comment. 
• The need for a larger space for visitors inside the centre 
• Need for more parking space and turnaround space for trailers and larger RVs 
• The suggestion that the GNWT should provide more financial support to the NFVC 
• Need more support from the City of Yellowknife 
• Better/more signage and welcome signage at the city entrance 
• There was disagreement on the gift shop aspect of the NFVC. Some respondents 

suggested that the centre should not include a gift shop and others suggested 
expanding it and/or adding food sales or a cafe. 

COMPLETE SURVEY RESPONSE RECORDS AVAILABLE 
Outcrop has retained the completed individual surveys (without identifying information). 
It is 192 pages long and can provide context for responses if needed. 
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H. 
Stakeholder One-On-One 

Interview Notes 
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NFVA Study Supplementary Interviews 

The goal of the supplementary interviews is to probe views about the value of the 
Northern Frontier V isitors Centre to business sectors that serve visitors to the City 
of Yellowknife. 

These sectors include: 

• Tours and Visitor Activity Operators 
• Restaurants 
• Gift Stores/Retailers 
• Hotel/Motels/B&Bs 

SUPPLEMENTARY RESEARCH GOAL 
Interviews will be conducted by telephone and w ill be brief. The centra l focus of the 
interviews will be to gather information on two themes: 

• Do Yellowknife tourism related business sectors believe they benefit from referrals 
by NFVA to their businesses? If so what is the impac t? 

• Do Yellowknife businesses re fer cl ients/guests to NFVA for information about other 
Yellowknife tourism services? If so how often? 

INTERVIEW SCRIPT 
I my name is_and I'm calling on behalf of the Northern Frontier Visitors Association. We 
are doing a study to assess the va lue of the Visitors Centre to Yellowknife businesses. I 
have five short questions that I'd like to ask you. 

1. Do you think Yellowknife businesses like yours benefit from information that 
visito rs to Yellowknife can get at the Visitors Centre? 

2. Have any of your customers ever mentioned that they found out about you at the 
Visitors Centre? If do, what did they day? 

3. In general, how important would you say that visitors to Yellowknife are to your 
bus iness? 

4. If they are important to your business, what percentage of your business comes 
from visitors to our city? 

5. Do you have promotional "rack cards" or other marketing materials displayed at 
the Visitors Centre? 

Thanks for your help. 

INTERVIEW LIST 

Tours and Visitor Activi t y Operators 
• B. Dene Adventures 444-0451 
• Beck's Kennels 873-5603 
• Bluefish Services 445-8553 
• Aurora Ninja 688-8884 
• Borealis Bike Tours 447-0037 
• Great Slave Lake Safaris 445-3625 
• Great Slave Lake Tours 445-3625 
• My Backyard Tours 920-4654 
• Nanook Aurora Tours 446-6800 
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• Narwal Northern Adventures 873-6443 
• North Star Adventures 446-2900 
• True North Safaris 688-1009 
• Yellowknife Outdoor Adventures 444-8320 
• Yellowknife Tours 973-4600 

RESTAURANTS 

• Bullock's Bistro 
• Museum Cate 
• The Woodyard Brewhouse and Eatery 
• Dancing Moose Cafe 
• Traders Grill 
• Black Night Pub 
• Fat Fox Cafe 
• Thornton's Wife and Tapas Room 
• A Taste of Saigon 
• Elke's Table 
• Coyote's Bistro 
• Sushi Cafe 
• Diamante Restaurant 
• Reel Apple Restaurant 
• Boston Pizza 

GIFT/SPECIALTY SHOPS 

• Old Town Glassworks 
• Gallery of the Midnight Sun 
• Northern Souvenirs and Gifts 
• Noithern Images 
• Ragged Ass Road Shop 
• Erasmus Apparel 
• Weaver and Devore 
• Just Furs 

HOTELS/MOTELS/B&BS 

• Quality Inn 
• Nova Hotel 
• Yellowknife Inn 
• Explorer Hotel 
• Super 8 
• Mo's Houseboat B&B 
• The Arden 
• Embleton House 
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I. 
GNWT Technical Evaluation 

of Visitor Centre 
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1 Introduction 

1.1 General 

The Technical Support Section, Asset Management Division, Public Works and Services were requested 

to carry out a Technical Status Evaluation on the Northern Frontier Visitor's Centre (NFVC), located in 

Yellowknife. The on-site evaluation was performed on September 30th, 2015. 

The evaluation of the building considered a number of issues including remaining service li fe of the 

systems and components, suitability for continued use, compliance with current codes and operating 

and maintenance concerns. 

This report is intended to provide the ITI and NFVC with the general condition and evaluation of the 

Building apparent at the time of the review. Calculations to confirm the adequacy of elements for 

continued use have not been performed unless specifically indicated hereinafter. 

The Evaluation undertaken was generally visual only in nature. Except where noted otherwise, no 

testing or dismantling of any covering was performed. The evaluation was completed with respect to 

the scope indicated herein with no attempt to review or inspect every element or portion of the 

building's systems. The scope of the evaluation did not ascertain in detail aspects of the building's 

systems relative to meeting all current codes, standards and building practices. 

Environmental audits, or the identification or treatment of asbestos, PCB (polychlorinated biphenyl), 

mould, fungus, mildew, radioactive materials, or any other contaminants are excluded from this report. 

1.2 Building Description 

The Northern Frontier Visitor Centre was constructed around 1990 and is a two story wood framed 

structure on a steel pile foundation system. Approximately half of the steel pile foundation is located in 

a body of water where the saturated ground conditions and seasonal freeze thaw cycle has caused pile 

movement and some deformation of the building structure. The other half of the foundation system is a 

combination of steel piles and concrete grade beam which does not appear to have foundation 

movement issues. The floor and roof systems are constructed of I-joists on a glulam and heavy timber 

frame. The roof system is a torch applied granular membrane consists of both flat and pitched portions. 

The building occupancy classification as defined by the 2010 NBC is Group A2 "Assembly Occupancy". 

The building has a footprint of approximately 471 sq.m with the main floor is roughly 440 sq.min area 

with an interconnected second floor mezzanine of about 200 sq.m. 

1.3 Opinion of Probable Costs 

The costing prepared for this report is for budgetary purposes only. Probable costs completed during 

the evaluation have been based on preliminary information that may not include all necessary 

information and may also include factors over which PWS has no control. 
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Unless otherwise noted, costing information does not include GST or engineering and testing fees. Costs 

are based on 2015 Dollars and assume the work is completed in one phase. The es timates do not 

include allowances for loss of revenue, or related "soft costs" to the building Owner or tenants as a 

result of the work. 

The estimates are based upon the present extent of the work deemed recommendable, using unit prices 

obtained during recent construction seasons from other local and national projects of a similar size and 

scope. Budget ranges are provided to reflect potential seasonal variations in pricing due to Contractor's 

workloads and the local econom ic climate at time of bidding. See Appendix D for Cost Estimate. 

1.4 Definitions 

VJ..1 Remaining Service Life 

Remaining service life refers to the remaining cost-effective service life of t he system or component 

being considered. Seven remaining service life ratings are used in th is report: 

.1 Over 15 Years - means that, under normal operating conditions and receiving proper 

maintenance, the system or component is expected to remain economically in service 

exceeding 15 years. Often the system or component is in new or in like new condition . 

. 2 10 to 15 Years - means that, under normal operating conditions and rece iving proper 

maintenance, the system or component is expected to remain in service for 10 to 15 

years . 

. 3 5 to 10 Years - means that, under normal operating conditions and receiving proper 

maintenance, the system or component is expected to remain In service for 5 to 10 

years . 

.4 O to 5 Years - means the end of the effective economic service life of this system or 

component has been reached. Plans to replace or renovate the system or component 

should proceed . 

. 5 Zero Years - means the system or component is still in service; however, the end of its 

effective economic service life has been reached and it could fail at any time . 

. 6 Not Operational - means the system or component is not in service as Int ended. One or 

more systems or components may have failed as a result of reaching the end of Its 

expected service life, or due to maintenance or operational circumstances . 

. 7 Not Determined - means that sufficient information could not be gathered on the 

system or component to assign a remaining service life. 

1.4.2 Recommended Action Priority 

Recommended action priority refers to the urgency of the recommended action. The urgency reflects 

the importance of the recommended action to the safety, cost-efficient operation or the conservation of 

the element's service life. Code-related items are identified in the course of examining building 

technology, but should not be considered an exhaustive analysis of current code compliance. Seven 

levels of action are used in the report: 
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.1 Mandatory - means an action that is a legal obligation arising from the requirement of a 

code, regulation or referenced standard, and involves life safety concerns. This action 

must be addressed immediately . 

. 2 High Priority - means an action that is a legal obligation arising from the requirement of 

a code or regulation, and must be addressed at the first available opportunity. There 

may not be a life safety concern . 

. 3 Code Upgrade - means a building system or component that does not meet current 

code requirements, regulations or standards and is, therefore, a legal obligation. It must 

be addressed as part of any contemplated building additions and/or renovations . 

.4 Desirable - means an action that would improve substantially the safety, cost efficient 

operation or extend the service life of the building system or component. 

.5 Suggestion - means an action that will have some benefit to the operation or longevity 

of the building system or component and are a discretionary item . 

. 6 None - means there is no recommended action. 

1.5 Report Distribution 

This report has been distributed to: 

.1 Regional Superintendent, ITI- North Slave Region 

.2 Regional Superintendent PW&S - North Slave Region 

.3 Technical Support - Asset Management Division 

.4 Library - Asset Management Division 

.5 Northern Frontier Visitor's Centre 

Additional copies of this report may be obtained from the original report, which is filed in the PW&S 

Library, 3rd floor, Stuart M . Hodgson Building, Yellowknife (867) 920-6451. 

1.6 Evaluation Staff 

The following Personnel have been involved in site review and preparation of this report: 

.1 Vince Barter, NWTAA Sr. Technical OHicer - Architectural/Structural 

.2 Randy Jacobs Sr. Technical Officer - Architectural/Structural 

.3 Arnel Vendlola DTS CAD Technician 

.4 Jaehoon Lee, P.Eng Sr. Technical Officer - Electrical 

.5 Mark Peer, P.Eng Sr. Technical Officer -Mechanical 

.6 Geoffrey Bragg Sr. Maintenance Advisor 

.7 Matt Kennelly, P.Eng Energy Management Specialist 
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2 Architectural/Structural 

2.1 Summary 

2.1.l 13uilding Size, Occupancy and Code Summary: 

.1 Occupancy: Group A2 "Assembly Occupancy" 

.2 Two Stories 

.3 Combustible Construction 

.4 Sprinklered c/w Fire Alarm System 

.5 Area: Main Floor: 440 sq.m, Second Floor: 200 sq.m . 

. 6 Building falls within the parameters of 2010 NBC 3.2.2.27 . 

. 7 Egress: Two exits are required from the main floor (NBC 3.4.2.). Present configuration 

does not provide a second means of egress for the main floor due to the closure of the 

exi t door on the south end of the building. The 2 exit doors that are currently provided 

on the main floor do not have sufficient distance between them to be considered as 2 

separate exits as per NBC 3.4.2.3. At the time of the inspection, the door on the main 

floor to the exit stairwell was blocked open. This door is required to remain closed in 

order to provide integrity of the exit for the second floor. 

2.1.2 RoofSystem 

Roof system consists of both pitched and flat portions. Water shedding membrane is torch applied 

granular MBM top sheet over plywood deck. There is a fair amount of granule loss, some blistering and 

a wrinkle was noted on the south facing side of the pitched portion located over the main reception 

area. Ponding water was noted in several locations. Some of the ponding may be due to the differential 

steel pile foundation system movement. At this point in t ime, these items are mainly cosmetic but could 

eventually cause membrane failure. Occupants advise that no leaks have been noted in present roof 

system. Estimated remaining life of roof membrane is 5 to 10 years. Roof membrane should be 

monitored by conducting a visual inspection once a year. 

Flat portions appear to be insulated with two layers of lOOmm thick r igid insulation with z girts. Top 

layer of rigid insulation is sloped 1 to 50 to provide for water shedding to which reduces some of the 

thermal capacity of the top layer. Thermal bridging was evident (presumably from Z-girts) at 1200mm 

oc. Environmental barriers are structurally supported by 64mm deep T & G deck on Glulam joists and 

beams. 

Pitched portions consist of torch applied granular MBM over plywood deck on engineered I-joists. I-joist 

cavity is filled with batt insulation (RSI 7 assumed). Drawings show a 6 mil polyethylene vapour barrier 

on the underside of I-joists with strapping and 12.7 mm GWB. This roof system is unvented and was 

often used in the mid 80s to early 90s. Roofs constructed in this manner sometime suffer early 

degradation due to humidity and condensation which may form and accumulate in roof assembly near 

the peak. Several spots were checked. For the most part no degradation was encountered except for 

one spot near the top of one of the peaks where the underlying decking was soft and showing some 
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signs of possible rot. This should be monitored but is not an immediate concern. It could be investigated 

when it is decided to replace the cap sheet. 

A number of skylights have been insta lled in pitched portions of the roof assembly. The aluminum frame 

skylights appear to be in fair condition but a number (at least three) of the seals are gone. There is a 

crack in one sealed units located over the second floor meeting room located in the north corner of the 

building. 

2.1.3 Exterior Wall Assembly 

Exterior wall system consists of a post and beam structure with 38 x 89 wood stud with strapping infill 

panels Insulated with batt insulation having an estimated thermal barrier of approximately RSI 3.5 (R20) 

(as per original drawings). Thermal resistance of exterior wall is less than desirable but energy modeling 

should be completed on the building prior to proceeding with upgrades to determine feasibility. 

Exterior finish is exposed post and beam structure with vertical standing seam zinc/metal siding on infill 

panels. Zinc siding is holding up well, but post and beam structure requires re-staining. Overall exterior 

finish is good. 

Part of the exterior finish system has been removed on the south end of the building adjacent to south 

exit door (bare plywood on wall). 

2.1.4 Main Floor Assembly and Crawlspace 

Main floor is constructed using I-joists with either plywood on strapping or concrete on plywood deck. In 

floor heating tubes were incorporated to provide space heating. Floor structure is over crawlspace is not 

insulated. Floor system outside of crawlspace perimeter appears to be insulated with batts to a 

speculated thermal resistance of RSI 7 (R40). 

2.1.S Crawlspace 

The concrete perimeter grade beam is only moderately insulated with approximately RSI 1. 7 (RlO) 

extruded polystyrene sheets. Ground settlement has caused gaps under the bottom of the grade beam 

where daylight can be seen. There is no thermal barrier (insulation) at these locations. The interior poly 

vapour/moisture barrier installed on the concrete grade beam has drooped in some locations which 

needs to be repaired. 

2.1.6 Exterior Doors and Windows 

Main doors are metal with metal frame and are still in good condition. Exit door located off of round exit 

stair requires adjustment and a landing. This door currently swings over a ramp which is a tripping 

hazard and does not conform to the NBC. Full arc of the door is required to be over a landing 

conforming to the requirements for exits as detailed in the NBC. Exit door on south side of building is 

blocked off creating an exit hazard. This door is required to be operational in order to provide the exiting 

required for this building. 
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Windows are aluminum frame dual pane sealed units. Windows are 25 years old and are nearing the 

end of their useful lifespan. A large percentage of the windows located in the glazed facades located on 

the south end of the building are broken due to seasonal movement of t he structural foundation 

system. See Appendix B for an Updated Structural Report. 

Conceptual Drawings of the Exterior have been prepared as an option for the building owners to 

consider. The basic concept Is to reduce the amount of glazing facing the water which has been 

problematic due to movement of the foundation system. See Appendix A. 

2.1.7 Inter ior Finishes 

Building movement has caused significant damage to building interior fin ish. Approximately half of the 

interior finishes, particularly on the south end of the building require replacement and/or repair. The 

options are to replace/repair drywall or to encapsulate with a different product- as long as flame 

spread rating requirements are maintained/met. 

2.2 Deficiencies 

Item Issue Image Service Life Action Priority 

Al. lnsulflclent distance between exits on main lloor (NBC Not Appllcable Mandatory 
3.4.2.) South main floor exit Is blocked. 

A2. Provide landing for exit door from stalrwcll A2.1 Not Appllca ble Mandatory 

A3. Provide guards conlormlng t o NBC for south exit landing A3.1 - A3.2 Not Operational Mandatory 
and ramp. 

A4. Apply new top sheet over existing granular roofing A4.1-A4.2 5 to 10 Years Desir able 
membrane. 

AS. Replace 4 sealed units In skyllghts AS.1-AS.3 0 to 5 Years Desirable 

A6. Replace all exterior windows A6.1 - A6.2 Zero Years High 

A7. Provide cladding for lower south wall adjacent to south A7.1 -A7.2 Not Applicable High 
exit 

AS. Stain/paint exterior heavy timber members A8.1 - A8.2 0 to 5 Years Desirable 

/\9. Upgrade crawlspace th ermal barriers to not less than 11SI A9.1 Not Applicable Desirable'. 
3.5 

AlO. Repair/upgrade vapour barrier In crawlspace Al0.1 Zero Years High 

All. Insulate floor above crawlspace All.1 - All.2 Not Applicable Desirable 

A12. Adjust exterior door from exit stairwell A12.1 Not Applicable Moderate 

A13. 11epalr and/or upgrade Interior finishes A13.1 -A13.2 Not Operational High 

A14. Structural Upgrades: supply+ Install of hydraulic jacks Not Applicable High 
Includes Engineering+ Prolect Management Services 

2.3 Probable Costs (Also see Appendix D) 

Item Description Cost 

Al. $ 3,500 

A2. $ 1,750 

A3. $ 3,250 

A4. $ 157,500 

AS. $ 22, 500 

A6. $ 190,000 

A7. $ 32,000 

AS. $ 8,500 

A9. $ 16,000 
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AlO. s 4,000 
All. s 40,000 
A12. s 3,000 

A13. s 25,000 
A14. s 87,500 

Total s 600,500 

3 Mechanical 

3.1 Summary 

The mechanical systems installed in the NFVC includes a hydronic heating system, a small ventilation 

system, fire protection (in the form of fire extinguishers, wet pipe sprinkler system and fire caulking and 

fire dampers), plumbing fixtures (supplied from a combined fire/domestic service main connected to the 

municipal system), and gravity drainage connected the municipal main: 

3.1.1 Heating 

The heating System is a low temperature hydronic system comprising a single cast iron Well Mclain BL-

876WF Producing 141 kW (480 MBH) and a single Wood Master Flex Fuel Biomass Boiler producing 60 

kW (204 MBH). The original Biomass installation had two (2) biomass boilers, but one has been 

removed and the connections capped. The Biomass Boiler installation is an open/atmospheric boiler 

and isolated from the main hydronic system through a storage tank and heat exchanger system. The 

main hydronic system is arranged in a primary circuit configuration, all of the flow is routed through the 

Fuel Oil Boiler. The biomass boiler connects to the main heating system in an injection configuration 

just before the heating water return (HWR) enters the fuel oil boiler. 

The heating distribution in the building is arranged in four separate circuits, two in-floor circuits, one 

perimeter radiation and terminal unit circuit and one circuit feeding the main air handling unit. All of 

the heating circuits with the exception of the AHU are configured with a circulation pump and a 3-way 

valve to reset the circuit supply temperature. The reset temperature for the in-floor and radiation loops 

Is currently set at 60" C (140° F). 

The biomass boiler is situated In its own small building to the side of the NFVC. As mentioned the two 

systems, building and biomass, are separated by a heat exchanger. Within the biomass system there is a 

circulation pump for the heat exchanger and a circulation pump on the biomass boiler. These flows are 

separated/de-coupled by a storage tank. The storage tank acts as a buffer and allows the biomass boiler 

to operate at full load until the storage tank is up to capacity or in a sense charged. The system can now 

draw heat from the storage tank independent of the biomass boiler's output. The biomass boiler side of 

the heat exchanger is configured with a 3-way diverting valve on the inlet to the heat exchanger. In 

discussions with the biomass boiler installer, the 3-way is intended to limit the heat sent to the building 

in response to the HWR temperature and at the same time build up the heat in the storage tank. 

Though this arrangement can work there are better methods in which to accomplish this. Currently 

none of the pumps in the biomass boiler system are equipped with flow balancing stations. Utilizing a 
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flow balancing valve/station enables the system to be in a sense, tuned and match the flows across each 

of the decoupled loops and heat exchanger ensuring the efficient transfer of heat. 

The heating terminal units within the building are a mixture of in-floor heating on the main floor, 

perimeter convection cabinet (architectural wood construction), cabinet unit heaters in the vestibules 

and unit heaters in the service spaces and crawlspace. 

A majority of the wood architectural convector cabinet have damage to the top wood grilles. The top of 

these cabinets should be modified or replaced with a new wood top complete with aluminum linear bar 

gril les to eliminate the possibility of damage and extend the service life of the cabinets. 

The in-floor heat tubing was installed in the concrete pour of the main floor. The tubing utilized was 

Entran II manufactured by Goodyear between 1989 and 1994. The hose, made from nitrile rubber, over 

time and through use, turns a deep brownish red and becomes brittle leading to multiple fa ilures. Ali of 

the exposed tubing at the NFVC exhibit deterioration and failures. Several loops in the in-floor system 

have had to be abandon due to failure. To make up the heat a cabinet unit heater has been installed 

centrally on the main floor. The in-floor system is no longer maintainable and needs to be abandoned 

and replaced with alternate heating terminal units. 

Some of the current steel heating distribution piping feeding the in-floor manifolds could be re-used to 

feed new perimeter cabinet and radiant panels on the main floor, but it may be easier to provide a new 

distribution system designed for the new system. The existing header could also be re-used, but it is 

recommended to reconfigure the boilers into a primary secondary system. This will allow de-coupling 

the boiler's flow from distribution to the terminal units. This will increase system efficiency slightly, but 

will allow better control over the biomass boiler. If the distribution system is configured as a 

primary/secondary system consideration should be given to providing variable flow pumping on the 

secondary circuit. This will provide some energy savings and increase the efficiency of the boiler system. 

The oxygen diffusion barrier characteristics of the Entran tubing used in the in-floor is unknown. 

Without a proper oxygen diffuser barrier as the oxygen in the heating water is depleted oxygen 

permeates into the system through the plastic/rubber tubing. The presence of oxygen in the system 

results in corrosion of the ferrous (steel/iron) parts of the system. This includes the cast Iron boi ler. 

Though with lower fluid temperatures the ingress of oxygen is slowed. As the in-floor system operates 

at a lower temperature than the main heating water system the potential for oxygen migration is lower. 

If there is oxygen permeating into the system this will reduce the service life of the cast iron boiler due 

to corrosion. Currently the existing fuel oil boiler is in the area of 2S years old. The expected median 

service life of a cast iron boiler is in the area of 30 years. The condition of the cast iron boiler should be 

determined though inspection during regular maintenance. One method to monitor the condition of 

the heating system is through regular testing of the heating fluid. Testing can determine the PH level, 

oxygen content and presence of ferrous oxides (an indication of corrosion). 

BUSINESS CASE FOR THE SUSlAINABILITY OF 1 HE i'JORTHEl lN FROM rlER VISITORS CENTRE I 00 



Technical Service Evaluation 

3.1.2 Ventilntion 

The main ventilation system for the building consists of a two fan unit mounted on the roof. This unit 

provides ventilation to the main open areas of the visitor centre's main floor. At the time of the site visit 

this unit was not operational. It was disabled at the main disconnect in the mechanical room and at the 

disconnects at each fan. The original drawings also indicate a heat recovery ventilator (HRV) for the 

second floor board room. The grilles in the board room are visible, as well as the ductwork coming into 

the mechanical room. This duct work is capped and there is no HRV installed as was indicated on the 

drawings. As the air handler is 25 years old it is approaching the end of its service life and consideration 

should be given to refurbishing the existing unit or replacing it with a new one. Any 

replacement/refurbished air handling system should ensure that the entire building is ventilated to the 

requirements of ASH RAE 62 "Ventilation for Acceptable Indoor Air Quality". This may require new 

distribution duct work routed to enclosed offices on the first and second floor. The washrooms all have 

local exhaust though PWS maintenance advisor determined that the main floor male washroom exhaust 

has been installed backwards and not properly exhausting the space. 

3.1.3 Plumbing/Sanitnry 

The water service to the building is a 100mm (4") diameter combined fire water/domestic water service 

and a 25mm (1') diameter domestic water recirculation line. The building service is a 19mm (3/4") 

branch from the 100mm main at the building entrance and routed to the mechanical room. The 

plumbing and sanitation for the building appears to be adequate. There is only one washroom group in 

the corner of the building, one floor mounted mop sink, one stainless steel single bowl sink on the 

second floor and one small washroom on the second floor. The fixtures are mainly vitreous china with 

single lever faucets. The domestic hot water (DHW) is generated through an electric DHWH. The age of 

the DHWH is not known. Due to the aggressively soft water In Yellowknife, glass lined DHWH last 

between 5 and 10 years before failing. If the DHWH is due for replacement consideration should be 

given to a combination electric Indirect stainless steel DHWH. This would allow the use of fuel oil or 

biomass to generate DHW during the heating season and utilize electricity during the summer months. 

3.1.4 Fire Protection 

The building is protected through a wet pipe sprinkler system. The system has been inspected recently 

and a few deficiencies were noted. The report detailed that the sprinkler heads in the crawlspace have 

been painted, which Is contrary to NFPA 13 "installation of sprinkler systems". Also two corroded 

sprinkler heads were noted. It is not known if these have been replaced. The incoming water service to 

the sprinkler tree currently does not have proper back flow prevention which is a code requirement to 

protect the buildings DW system and the municipal system from the standing water in the sprinkler 

system. 

3.1.5 Energy Supply 

The fuel system at the building has recently been upgraded, replacing the existing fuel oil tanks in the 

crawlspace with a secondary contained fuel oil tank at the exterior of the building. The fuel oil is routed 
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from the exterior tanks to each of the fuel fired appliances. Each boiler is equipped with a tiger loop 

(fuel oil de-aerator). 

3.1.6 Control System 

The control system installed in the building is minimal. All space temperature contro l is through wa ll 

mounted local 24V thermostats. Heating water reset ls through individual t emperature controllers, 

currently set at 60° C. The boiler is controlled through a limit controller with the high limi t set at 71 • C 

(160° C) and the low limit set at 60° C (140° F). In addition the boiler has a manual reset high limit 

temperature controller set at 104° C (210° C) and a low water cutoff. The ventilation unit has individual 

temperature controllers to control supply air temperature through a 3-way valve at the unit's heating 

coil. The overall enabling/disabling of the unit was not determined. 

If the existing unit is refurbished it is highly recommended that a programmable time clock be provided 

to enable scheduling of the unit over the course of the day/week. If a new unit is to be provided it 

should be complete with an onboard control system and remote control panel. 

There is a control panel that lists 4 alarms: low temperature for the heating water, low temperature for 

the crawlspace, no flow in the heating systems and low fuel oil level. The low fuel oil level was showing 

an alarm, but the level/floats may not have been relocated to the new exterior tank when the old 

crawlspace tanks were removed/replaced. 

Though a full direct digital control system would be desirable it comes with a price. The use of local 

microprocessor controls are an affordable alternative. A microprocessor controller such as a TEKMAR 

Boiler Controller can provide outside air reset on the heating water, stage boilers/pumps, control the 

production of DHW through an indirect DHWH and provide alarms on heating water temperature. The 

use of a Boiler Control would help Integrate the biomass boiler by provide constant control for the fuel 

oil boiler. Microprocessor reset controllers can be utilized for the reset heating distribution loops if they 

are to be retained. The use of programmable thermostats would give the ability to provide night set 

back on all of the spaces. 

3.2 Deficiencies/Issue 

Item Description Image Service Life Action Priority 

Ml. ln·floor distribution tubing falling. Require entire In-floor Ml.1, Ml.2 Zero Years High Priority 
heating system to be abandon and replaced with 
alternate heating terminal units 

M2. Heating system distribution reconfigured to M 2.1 10 to 15 Years Desirable 
Prlmarv/Secondarv to Increase efllclencv. 

M3. Provide variable flow pumping to secondary circuit M 3.1, M3.2 10 to 15 Years Desirable 

M4. Replace fuel oil heating water boiler. 10 to 15 Years None 

MS. Provide flow balancing stations on Biomass Heating MS.1 5 to 10 Years Desir able 
System 

MG. Remove 3-way Diverting valve on HWS to Biomass Heat M6.1 5 to 10 Years Desirable 
Exchanger 

M7. Refurbish existing architectural convector cabinets with M7.l, M7.2 0 to 5 Years Desirable 
new top and linear bar grilles. 

BUSINESS C/\SE FOR Tl IE SUST/\IN/\BILI TY OF l HE NORl HERN FRONTIER VISITOl~S CENTRE I 90 



0 
Norlhwzst 

fqulforfqs Public Works ond Services Technical Service Evaluation 

MB. Provide annual heating fluid testing Not Determined Desirable 
M9. Replace/refurbish ventilation unit complete with new M9.1, M9.2 Zero Years High Priority 

distribution system 
MlO. Provide ventilation to board room Ml0.1, Ml0.2 Zero Years High Priority 
Mll. Replace pa inted sprinkler head s In crawlspace Mll.1 10 to 15 Years Mandatory 
M12. Replace corroded sprinkler head 10 to 15 Years Mandatory 
M13. Provide proper backllow prevention on sprinkler system M13.1, M13.2 10 to 15 Years High Priority 

M14. Replace existing DHWH with electric/indirect 5 to lOYears Desirable 
combination. 

M15. Provide new microprocessor boiler controller M15.1, M15.2 10 to 15 Years Desirable 
M16. Provide programmable thermostats M16.1 5 to 10 Years Desirable 
M17. Service Lile Priority. 

3.3 Probable Costs (Also see Appendix D) 

Item Description Cost 
Ml. $ 33,750 
M 2. $ 10,625 
M3. $ 3,750 
M4. $ lB,750 
MS. $ B,000 
MG. $ 3,750 
M7. $ 12,000 
M B. $ 2,000 
M9. $ 6B,750 

MlO. $ 12,750 
MU. $ 2,500 
M12. $ 2,500 
M13. $ 12,750 
M14. $ 55,000 
MlS. $ B,125 
Ml6. $ 5,000 
M17. $ 0 . Total $ 260,000 

\ 

4 Electrical 

Generally speaking the YK Northern Frontiers Visitors Centre electrical systems are in fair to poor 

condition, with some repairs required to meet life safety needs and life' cycle renewal. Detailed 

information provided below. 

4.1 Summary 

Electrical Service and Distribut ion : Building power is provided via a three-phase, 120/208 V, 400 amp 

service fed underground from pole mounted transformers. Main service electrical conduits run to the 

boiler room. Panels and disconnect switches are Federal Pioneer and were in good condition. 

Counter receptacles located within 1.5 m from sinks were not protected by GFCI (Ground Fault Circuit 

Interrupter). 
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Lighting: T8 linear fluorescent light fixtures are installed at the administration areas and offices. The 

lighting in the exhibition areas and sale areas are track light with incandescent bulbs. It is recommended 

to be replaced with LED light fixtures that have more efficiency. 

The building has LED exterior light fixtures with a photocell control on the outside wall. 

Exit and Emergency Lighting: An emergency lighting that is strategically located throughout the building 

was a number of wall mounted remote heads fed from a central battery/charger located at storage and 

two stand-alone packages located in two washrooms. 

The central battery/charger was tested and passed 30 minutes operations bu t two stand-alone packages 

were not operated and shall be replaced with proper ones. 

Most remote heads were double-heads but some were single-head that shall be replaced with double­

heads as per CEC (Canadian Electrical Code) Section 46-106. 

Most of exit signs were internally illuminated sign powered by electrical circuit and were located above 

doors or on walls. One was photoluminescent type located on the push bar of a door. 

Most of exit signs powered by electrical circuit were operated only during emergency power and some 

of them were even not operated during normal power. They will be repaired to be illuminated during 

both emergency power and normal power. 

One located on the push bar of a door will be placed above the door. 

Fire alarm system: The building is equipped with a Simplex 4002 traditional fire alarm panel comes with 

annunciator located in the main vestibule. An Arctic Alarm Auto-dialler located in the storage is 

monitoring the condition of fire alarm system and informing alarms/trouble signals to fire department. 

Initiating devices such as detectors and pull stations, and evacuation devices such as bells are located 

throughout the building. 

There are signs above manual pull stations say "Local Alarm Only in case of Fire phone 873-2222". These 

signs will be removed due to an Arct ic Alarm Auto-dialler. 

Communications: Telephone service is fed underground to a telephone box in the storage. It appears 

adequate communications capaci ty is providing to the building. 

Security Systems: DSC securi ty controller located in the main vestibule and connected to Arctic Alarm 

Auto-dialler to monitor intrusion to the building. Occupancy sensors are placed throughout the building 

to detect alarm. 

Mechanical Connections: Mechanical equipment was fed through disconnect switch and some of them 

were controlled by Auto-Starters. Red colored emergency disconnect switches for boilers are located 

next to the boiler room door. 
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4.2 Deficiencies 

Item Issue Image Service Life Action Priority 
El . GFCI receptacles located within 1.5 m from Over lS YeilrS Code Upgrade 

sinks 
E2. Replacing track light fixtures with 10 to lS Years Desirable 

incandescent bulbs with LED in exhibition and 
sale areas 

E3. Replacing two stand-alone emergency lighting S to 10 Years Mandatory 

packages 
E4. Replacing remote single-head with double- Over lS Years Code Upgrade 

heads 
ES. Repairing exit signs to be operated during S to 10 Years Mandatory 

both emergency power and normal power 
EG. Relocating a photo luminescent exit sign Not Determined Mandatory 

above the door 
E7. Removing signs above manual pull stations Not Operational Desirable 

4.3 Probable Costs (Also see Appendix D) 

Item Description Cost 
El. $ 1,000 
E2. $ 10,000 
E3. $ 2,7SO 
E4. $ 6,7SO 
ES. $ 8,7SO 
EG. $ 1,000 
E7. $ soo 

I Total $ 30,750 

5 Maintenance 

5.1 General 

The importance of an effective maintenance program cannot be overlooked because It plays an 

important role in the continuing operation of the Installed building systems. The main purpose of 

regular maintenance is to ensure that all equipment required for the running of the installed systems 

are operating at 100% efficiency at all times. Through short scheduled inspections, cleaning, testing and 

making minor adjustments, minor problems can be detected and corrected before they become major 

problems that can cause the failure of building systems. 

Preventive maintenance is planned maintenance of building systems and equipment that is designed to 

Improve equipment life and avoid any unplanned maintenance activity. The key to a successful 

maintenance program is schedule and execution. A preventive maintenance program contains elements 

of the following: 

.1 Non-destructive testing; 

.2 Periodic inspections; 
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.3 Preplanned maintenance activities; and 

.4 M aintenance to correct deficiencies found through testing and inspections. 

5.2 Deficiencies 

Item Issue Image Service Life Action Priority 

Nl. Puddle In walkway going to front entrance of building. Nl.1, Nl.2 N/A Desirable 
Puddle is not desirable during summer (warmer) 
conditions. However a slipping hazard during winter 
(freezing) conditions. Site Grading/Drainage required. 

N2. Crawl Space Door hatch in mechanical room. When door N2.1 N/A Desirable 
Is opened there Is a potential fall hazard to unknowing 
persons walking into Mechanical room. Warning Signagc 

necessarv. 

N3. Monthly Fire extinguisher checks not being completed as N3.1 N/A Mandatory 
per NFC 2010N/NFPA 10-07 7.2.4.4 Records for manual 
Inspections shall be kept on a tag or label attached to the 

fire extinguisher. 
N4. Exit Slgnage not Illuminated as bulbs are burnt out. N/A N/A Mandatory 

Replace 
NS. Roof Top supply/return air system not In operation. N/A N/A Mandatory 

Service disconnects "off" and main disconnects In 
mechanical room Isolated "off". Air system unit shall be 
working and maintained. Investigate the reason why the 
unit Is off. Repair as necessary. 

NG. Remove all door holdback devices on doors In fire NG.1 N/A Mandatory 
separations. If hold back devices are required, magnetic 
devices can be Insta lled that arc integrated Into the fire 
panel and that will release when the fire alarm Is 
activa ted. 

N7. Various Deck boards rotten around Facility boardwalk. N7.1 N//\ 
All rotten boards should be repaired as soon as possible. 

NB. Storage around heating fuel oil tank should be relocated. NB.1 N/A Desirable 
Falling/slipping stored material Into fuel lines can cause 
system leaking/failure. 

N9. Battery backup lights In downstairs bathrooms not N/A N/A Mandatory 
working. Repair as necessary. 

NlO. Exhaust Fan In Male washroom (1" floor) has air flow In N/A N/A Mandatory 
wrong direction. Fan orientation or motor direction wlll 
need to be checked. Repair as necessary 

5.3 Probable Costs (Also see Appendix D) 

Item Description Cost 
Nl. $ 5,750 

N2. $ 1,800 

N3. $ 1,000 

N4. $ 3,750 

NS. $ 12,200 

NG. $ 16,500 
Total $ 41,000 
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6 Pictures and Images 

A2.1 A3.1 

A4.2 AS.1 
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AS.2 

A6.1 A6.2 

A7.2 

A8.1 

A9.1 Al0.1 
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A11.1 

A12.1 

3-way valve used to reset the fluid temperature 
for the in-floor heating system 

M1.2 

Technical Service Evaluation 

A11.2 

A13.1 

Entran tubing utilized in the In-Floor Heating 

System 
M1.1 
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' I 

' " i . I' I. •-t). . '' ~ . \• - ..ru .. I ·. lili lf' • - ' ' I. , ' ·~~ 
.-. . .. a.•·.1. , ~·< u:.u .. J'I 
• ' l ,'• :, , . " 1 ....... ~~ ' 

. ·~ A.;> ' , . .- ' 

Header for the Primary Heating Circuit 

M2.1 

BUSI MESS Cl\SE FOR 1 HE SUSTl\INl\OILITY O F THE NORTHEHN FRONTIER VISll ORS CENTRE I 97 



~ 
Noilhy;qsf 

T<lltlforles Pub?lc Works ond Sorvlces 

I-feat exchanger on the Biomass Boiler system 
' 

Perimeter convector cabinets 
M7.1 

Technical Service Evaluation 

Injection point for the Biomass Boiler into the 
primary heating circuit prior to the oil fired boilers 

M3.2 

3-Way diverting valve on biomass system prior to 
the heat exchai1ger 

Perimeter convector cabinets 
M7.2 
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Rooftop Air Handling Unit 
M9.1 

'• 
U\ 

Ventilation grilles in the second floor board room 

Painted sprinkler head 
Mll.1 

Water service entrance 

Ml3.2 

Technical Service Evaluation 

Heating coil on the roof top AHU 
M9.2 

l!'J[lll.!lr;:::--r----t 

Capped ductwork from the second floor 
ventilation grilles 

Ml0.2 

Water service ent rance 
M13.1 

High temperature controller and operating 
controller for the oil fired boiuler 

MlS.1 
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Low temperature alarm on the Heating water 

retrun piping 
MlS.2 

Puddle at front entrance 
Nl.1 

Crawls space access hatch 
N2.1 

Door hold back devices 
N6.1 

Technical Service Evaluation 

Local space temperature controller (thermostat) 

Puddle at front entrance 
Nl.2 --...----1 

Fire extinguisher checks 
N3.1 

Rotten deck timbers 
N7.1 
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Storage in and around fuel oil tank 
N8.1 

\ 
\ 

Technical Service Evaluation 
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Appendix A 

Conceptual Views of the Exterior 
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Appendix B 

Updated Structural Report 
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I 
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December 18, 2015 Our File: 2013-9050-0110 

Mr. Vince Barter, Senior Architectural/Structural Technical Officer 
Facility Management Section 
Asset Management Division 
Public Works and Services 
Government of the NWT 
PO Box 1320 
Yellowknife, NT 
XlA 2P1 

Dear Mr. Barter, 

Northern Frontier Visitors Association ( NFVAl Building 
Yellowknife, NT 

The purpose of this report is to summarize a brief history of our involvement in 
this project and outline a recommended course of action for ongoing anticipated 
maintenance. 

We were approached by the Board of the NFVA in October 2013 to provide a 
proposal for an engineering evaluation and report to address concerns of thF? 
building users regarding distortion and movement of the building. 

We were provided with plans from the original construction as well as other 
reports from other consultants (Williams Engineering Canada Inc., Maskwa 
Engineering Ltd.) 

The building was constructed circa 1990. The foundation consists of cast in place 
concrete walls and pilasters anchored to bedrock for the north half of the 
building while the south half (partially within water) is supported on steel pipe 
piles. 

PO Box 1434 
Yellowknife, NT, Canada XlA 2P1 
Phone: 867-669-6793 
Fax: 866-246-1636 
e-mail: info@structureall.com 
Internet: www.structureall.com 
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The problems within the building can be attributed to jacking of the steel pipe 
piles. A mechanical heating loop system was installed as part of the original 
construction. This system looped heating lines in and out of a number of steel 
pipe piles. To our knowledge, this system has been ineffective. There were no 
records available of the pile installation from the original construction. 

Over a course of 23 years of occupancy, forces acting on the surface area of 
embedded steel pipe piles have resulted in considerable damage to the wood 
framing. 

We initiated a site investigation and exposed areas of the wood framing we could 
see have been affected. This was particularly obvious along the ramp leading 
from the main floor to the second floor. We estimated the midpoint of the ramp 
to have jacked 6-8". When we exposed the face of the underlying framing, we 
discovered the glulam beam had failed. 

\ 

Figure 1: Fa/led Glu/am Beam supporting ramp, installation of substitute wide flange steel beam at lower 
elevation. This scheme permitted us to remove sections of the original steel pipe pile. Having removed 

approximately 7" of t/1e Intermediate pile, the gap between the broken g/ulam beam and the steel beam 
was filled In wit/1 a load bearing wall assembly. The surface was sheeted with plywood and covered with 

galvanized cladding consistent with the original design. 
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Some parts of the glulam framing around the elevator shaft were also found to 
have failed. The elevator has been out of service for several years. 

At some time following the original construction, one of the steel pipe piles was 
abandoned and replaced with a twin wide flange steel transfer beam to adjacent 
piles. There were no records of this remedial repair. 

We initiated a series of minor adjustments over a period of time which allowed 
us to sequentially remove portions of the original steel pipe piles. This process 
was repeated around parts of the building. 

Copies of relevant plans and reports are attached to this report for your 
information. 

We installed a steel beam under the broken glulam beam supporting the ramp. 
We added some angle bracing along the elevation facing the water. 

This winter, we plan to be back on site to install an adjustment mechanism for 
the intermediate pile supporting the ramp leading to the second floor. 

Continued monitoring, adjustments and remedial maintenance activity is 
expected. We recommend an annual budget allowance of $15,000 be identified 
for pile level surveys, materials, equipment, labor and project management 
services to permit ongoing adjustments to pile heads. 

Should you have any questions or require clarification on any aspect of this 
report, please call or contact us at your convenience. 

Respectfully submitted, 

Philip D. Nolan, P. Eng . 
Structural Engineer 

Attachments 

13USll•IESS C/\SE FOR THE SUSTAINABILITY OF THE NORTHERN FRONTIER VISITORS CENTRE I 107 



0 
N0<IP:::\l!..tu Public 1'1011.l ond Sorvk:os 

Technical Service Evaluation 

Appendix C 

Recommended Maintenance Program 

~ 
NoilhW(fl 

T~ul or~s Public Works ond Servlcos 
Technical Service Evaluation 

\ 
\, 

Appendix D 

Cost Estimate 

BUSINESS CASE FOR THE SUST/\INAGILITY OF THE MOR rHERN FROl~TIER VISll ORS CENTRE I 100 



Revision: I. 

Date: 03 March 2016 

Prepared by: Keith O'Neill 

NFVC: Northern Frontier Visitor Centre. 

Based on the Technical Service Evaluation, Dated 03 March 2016. 

1.1 Opinion of Probable Costs 

The costing prepared for this repor t Is for budgetary purposes only. Probable costs completed during the evaluation have been based on 

preliminary Information that may not Include all necessary Information and may also Include factors over which PWS has no control. 

Unless otherwise noted, cost ing Info rmation does n ot Include GST, engineering fees, and testi ng & commissioning fees. Costs arc based on 2015 

Dollars and assume all the work elements are completed In one phase while t he NFVC Is closed. The estimates do not Include allowances for 

loss of revenue, or r el ated "soft costs" to t he bull ding Owner or tenants as a result o f the work. 

The estimates arc based upon the present extent of the work deemed recommendable, using unit p rices obtained during recent construction 

seasons from other local and n ational projec ts of a similar size and scope. Budget ranges are provided to re flect potential seasonal variations In 

pricing due to Contrac tor's workloads and the l ocal economic climate at time of bidding. 

NOTF: No allowance for costs associated with llazmat testing or Remediation I 

llHhllctturol Total $600, soo.oo 
Moch anlcal Tot• I $260,000.00 

Electrica l Total $l0,7SO.OO 

Malntenanc~ To ta1 $41,000.00 

IOTl\1 $9l2,2SO.OO 

Architectural/Structural 

1.1 Deficiencies 

Item lnue Image Service Ufo Action Prlorlt·y 

lnwrflclent Jlsl 01nce be tween eAllS on 

111. m1ln floor (llBC 3.4.2.) South ma in Not llpplk ablt Mandalory 
floor nil Is blocktd. 

112. 
P1ovkte ~ndln1 for e•lt door from 

112. l Not Applicablt M•nd11ory stairwell 

A3. 
P1ovkl'e guuds conforming to NOC for 

A3. l - A3.2 Not OpcraUonal Mandatory south exit l1ndlne and ramp. 

M . 
Apply nt w top shtct over ~:..lstlna 

M .l ·M.2 Sto JOYr1n Deilr1ble 
luanular roofint membune. 

A~. Replace 4 se1led unlU In skylights AS.1 - AS.3 OtoS Yun Oeslnb!e 

116. Replace all e•terlor windows AG.I ·116.2 Zero Yean lllgh 

A7. 
Ptovlde cl.adding for lower .south wall 

A7. l - A7.2 Nol Appll<4ble lllgh 
1dJacent to soulh ult 

118. 
St.Jin/paint e).lttJor huvy limber 

118. l -AS.2 OtoSYean Oesft1b!e 
members 

A9. 
Uparlde cr•wlspacc thermal burleu 

119. 1 Nol Applk ab le Otilrab!e to not Ju~ than RSI 3.S 

AIO. 
Repair/upgrade v.1pour bJ rr lN In 

AIO. l Zero Years High crawlspace 

All . lnwlate floor abo·1e uawhpace Al 1.1 -All.2 Not llpplk ablt Oeslrabte 

Al2. Adjust t).letk>r door hom t».it st1lrwell Al2.l Not Applk able Moder11e 

All. Rep.ifr and/or uparade Interior finishes Al l.1 - Al l.2 Not Operat lonal lllgh 

St1 uctur.11I Upzradu: suppfy 1 Install of 
hydraulic Jacks 

Al4. Includes Cnglneerfng 1 Project Not Appliuble ltlgh 
Management ~rvkes 
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1.2 Probable Costs 

Item De~r!plion Cost 

AL $9,SOO.OO 

'°· $1,750.00 

A3. $3,250.00 

A4. $157,SOO.OO 

A5. $22,SOO.OO 

A6. $190,000.00 

A1. $32,000.00 

AS $8,500.00 

"'· $16,000.00 

AlO. $4,000.00 

All. $40,000.00 

Al2. $3,000.00 

AB. $25,000.00 

A14. $87,500.00 

Atchltedura!Tota! sroo.~.oo 
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2 Mechanical 

2.2 Deficiencies/Issue 

Item Description Image Service life Action Priority 

In-floor distribution tubing failing. 

ML 
Require entire in-floor heating system 

Ml.1, Ml.2 Zero Years High Priority 
to be abandon and replaced with 
alternate heating terminal units 

Heating system distribution 

M1. reconfigured to Primary/Secondary to M2.1 10 to 15 Years Desirable 
increase efficiency. 

M3. 
Provide variable flow pumping to 

M3.1, M3.2 10 to 15 Years Desirable 
secondary circuit 

M4. Replace fuel oil heating water boiler. 10 to 15 Years None 

MS. 
Provide flow balancing stations on 

M5.1 5 to 10 Years Desirable 
Biomass Heating System 

M6. 
Remove 3·way Diverting valve on KWS 

MG.1 s to 10 Years Desirable 
to Biomass Heat Exchanger 

Refurbish e~isting architectural 
M7. convector cabinets with new top and M7.1, M7.2 0 to 5 Years Desirable 

linear bar grilles. 

MS. Provide annual heating fluid testing Not Determined Desirable 

M9. 
Replace/refurbish ventilation unit 

M9.1, M9.2 Zero Years High Priority 
complete with new distribution system 

MlO. Provide ventilation to board room Ml0.1, Ml0.2 Zero Years High Priority 

Mll. 
Replace painted sprinkler heads ln 

Mll.1 10 to 15 Years Mandatory 
crawlspace 

M12. Replace corroded sprinkler head 10 to 15 Years Mandatory 

M13. 
Provide proper backflow prevention on 

M13.1, MB.2 10 to 15 Years High Priority 
sprinkler system 

M14. 
Replace existing DHWH with 

5 to 10 Years Desirable 
electric/indirect combination. 

M15. 
Provide new microprocessor boiler 

M15.1, M15.2 10 to 15 Years Desirable 
controller 

MIG. Provide programmable thermostats M16.1 5 to lOYears Desirable 

M17. Service life rrioritv. 

2.3 Probable Costs 

Item Description Cmt 

Ml. $33,750.00 

M1. $10,625.00 

M3. $3,7SO.OO 

M4. $18,750.00 

MS. $8,000.00 

M6, $3,750.00 

M7. l/S $12,000.00 

MS. $2,000.00 

M9. new AHU, 2800 L/S $68,7SO.OO 

MIO. $12,750.00 

Mll. $2,500.00 

M12. $2,500.00 

M13. $12,750.00 

M14. Domestic, 600kw peak $55,000.00 

M15. $8,125.00 

M16. $5,000.00 

M17. N/A $0.00 

Mechanical Total $260,00-0.00 
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3 Electrical 

3.1 Deficiencies 

Item Issue Image Service Life Action Priority 

El. 
GFCI receptacles located within 

Over 15 Years Code Upgrade 
1.S rn from sinks 

Replacing track light fixtures 
E2. with Incandescent bulbs with 10 to ls Years Desir able 

LED In exhibition and sale areas 

E3. 
Replacing two stand-alone 

emernencv li1?htin1? oackanes 
5 to 10 Years Mandatory 

E4. 
Replacing remote single-head 

with double- heads 
Over 15 Years Code Upgrade 

ES. 
Repairing exit signs to be 

operated during 
S to 10 Years Mandatory 

both emergency power and 

normal oower 

E6. 
Relocating a photolumlnescent 

Not Determined Mandatory 
exit sign above the door 

E7. 
Removing signs above manual 

loull stations 
Not Operational Desir able 

3.2 Probable Costs 

Item Oesctlptlon Cost 

El. L/S $1,000.00 

E2. 6 No. fix tures $10,000.00 

E3. 2 No. $2,750.00 

E4. 5 No. $6,750.00 

ES. 4 No. $8,750.00 

E6. 1 No. $1,000.00 

E7. L/S $500.00 

Electr ical Total $30,750.00 
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4 Maintenance 

4.1 Deficiencies 

Item Issue Image Service Life Action Priority 

Puddle in walkway going to front 

entrance of building. Puddle Is not 

Nl. 
desirable during summer (warmer) 

Nl.l, Nl.2 N/A Desirable 
conditions. However a slipping hazard 

during winter (freezing) conditions. 

Site Grading/Drainage required. 

Crawl Space Door hatch In mechanical 

N2. room. When door Is opened there Is a N2.l N/A Desirable 

potential fall hazard to unknowing 

persons walking Into Mechanical room. 

Warnl nP. Slgnaite necessarv. 

Monthly fi re extinguisher checks not 

being completed as per NFC 

N3. 
2010N/NFPA 10-07 7.2.4.4 Records for 

N3.J N/A Mandatory 
manual Inspections shall be kept on a 

tag or label attached to the fire 

extinguisher. 

N4. 
Exit Signage not il luminated as bulbs 

N/A N/A Mandatory 
are burnt out. Reolace 

Roof Top supply/return air system not 

In operation. Servi ce disconnects "off" 

and main disconnects In mechani cal 

NS. room Isolated "off" . Air system unit N/A N/A Mandatory 

shall be working and maintained. 

Investigate the reason why the unit ls 

off. Repair as necessary. 

Remove all door holdback devices on 

doors In fire separations. If hold back 

NG. 
devices are required, magnetic devices 

N6.1 N/A Mandatory 
can be Installed that are Integrated 

Into the f ire panel and that will release 

when the fire alarm Is activated. 

Various Deck boards rotten around 

N7. Facility boardwalk. All rotten boards N7.1 N/A 

should be repaired as soon as possible. 

Storage around heating fuel oil tank 

NS. 
should be relocated. Falllng/sllpplng 

stored material Into fuel \Ines can 
NS.I N/A Desirable 

cause system leaking/failure. 

Battery backup lights In downstai rs 

N9. bathrooms not working. Repai r as N/A N/A Mandatory 

necessary. 

Exhaust Fan In Male washroom (J,, 
floor) has air flow In 

NlO. wrong direction. Fan orientation or N/A N/A Mandatory 

motor direction wi ll need to be 

checked. Repair as necessary 
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