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URGING THE ESTABLISHMENT OF KOREATOWN AND DEVELOPMENT OF A 
MASTER PLAN FOR THE DEVELOPMENT OF A KOREATOWN. 

Chairs Dela Cruz, Kim, and English, Vice Chairs Solomon, Kouchi, and Espero, and 

Members of the Senate Committee on Water, Land and Housing; Tourism; and 

Transportation and International Affairs. 

The Office of Planning (OP) is excited by the concept of establishing a Koreatown 

and a master plan for the development of a Koreatown. However, we must oppose thi s 

resolution, which (as of April 9, 2012, 4:00 p.m.) is similarto HCRI69, HDI Proposed; 

HR61, HOI Proposed; and HCRS?, HOI Proposed. 

First, in order for the legislature to ensure successful completion of the tasks assigned 

to OP in the subject resolution, the legislature must provide adequate staff and/or funding. 

To begin preparing an adequate plan, OP would need approximately $250,000 to $400,000 to 



( 
hire a consultant. Even if adequate staff and funding were provided, the time for deliverables 

is not practicable. At least two years would be required to complete the recommended 

deliverables. 

Second, the City and County of Honolulu (City) would be the proper entity for 

carrying out such a task. They engaged a consultant for similar work, which resulted in the 

attached report entitled, "Rediscovering Chinatown Honolulu." In addition, most of the area 

slated for Koreatown is within a half-mile of the planned Ala Moana Center rail transit 

station. This is prime area for transportation oriented development (TOD). The City is 

currently engaged in establishing Neighborhood Transit-Oriented Development Plans, which 

is part of the City's TOD planning process. The planning proposed in the subject resolution 

is premature, if not duplicative, of the City's efforts. 

Third, OP's limited resources are currently fully employed. Although the Office of 

Planning's resources have diminished, OP has leveraged its resources to conduct 

comprehensive, long-range and strategic planning. As an example, OP sought federal funds 

to help offset the 30% general fund budget reductions in 2009. However, federal funds have 

constraints. These funds must be used for purposes of the grant and usually have matching 

requirements. About 50% ofOP's staff is federally funded and the remaining staff provides 

a portion of the one to one match requirement for these funds. 

In addition to the projects and programs discussed in our recent Fiscal Year 2010 -

2011 Office Of Planning Report to the Twenty-Sixth Legislature Regular Session of 2012 

(available at http://hawaii.gov/dbedt/main/about/annual), I would like to highlight the 

( following projects. 



c 

c 

( 

Climate Change Adaptation Policy 

.oP worked with numerous stakeholders to develop a climate change 
policy to be included as a Priority Guideline in Part III of the Hawaii State 
Planning Act, HRS ch. 226. (SB 2745 and HB 2483 Relating to Environment) 
A Frameworkfor Climate Change Adaptation in Hawaii, was prepared in 
November 2009. This was a collaborative effort of the .ocean Resources 
Management Plan Working Group with the assistance of the University of 
Hawaii, Center for Islands Climate Adaptation and Policy . .oP is working 
with the .ocean Resources Management Plan Policy and Working Groups, 
University of Hawaii Center for Island Climate Adaptation and Policy, U.S. 
Army Corps of Engineers, and other stakeholders on issues pertaining to 
climate change adaption. This work is made possible through federal Coastal 
Zone Management Act grant funds and matching .oP services-in-kind. 

National .ocean Policy 

Governor Abercrombie designated the Director of.oP as his 
representative for initiatives of the National .ocean Council (NOC) and the 
designated US Pacific Islands region (American Samoa, Guam, CNMI, and 
Hawaii) . .op throughits Coastal Zone Management Program received a 
$250,000 competitive grant award from the National .oceanic and 
Atmospheric Administration (N.oAA) to strengthen the .ocean Resources 
Management Plan and implement the National .ocean Policy . 

.ocean Resources Mauagement PIau (.oRMP) Update 

An update of the .oRMP is underway. The .oRMP sets forth guiding 
principles and recommendations for the State to achieve comprehensive and 
integrated ocean and coastal resources management. HRS §205A-62 charges 
the Coastal Zone Management (CZM) Program with the review and periodic 
update of the .oRMP, as well as coordination of the overall implementation of 
the plan. The .oRMP is an integrated, place-based approach to management 
of ocean resources in the islands, based on recognition of the ecological 
connections between the land and sea, the link between human activities and . 
its impacts on the environment, and the need for improved collaboration and 
stewardship in natural resources governance. 

Charged with coordinating meaningful interagency and multi -sectoral 
engagement for plan implementation, the CZM Program established an 
.oRMP Policy Group and an .oRMP Working Group. These groups have been 
meeting consistently since they originated in 2007, and have continuously 
reached out to new partners and grown stronger as it becomes more evident 
that collaborative governance is essential for effective natural and cultural 
resource management. (CZM Federal funds; matched by .op services-in-kind) 
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Sustain ability 2050 

OP worked with the UH Public Policy Center for the passage of Act 
181 (2011), which made the Hawaii 2050 Sustainability Plan a Priority 
Guideline under the Hawaii State Planning Act. OP coordinated and 
facilitated the two-day workshop by the Governors' Institute on Community 
Design to allow Administration decision-makers to consider how to 
implement sustainability under the New Day agenda, Hawaii 2050 
Sustainability Plan, and State Planning Act. 

OP, in coordination with the Governor's office and the Chief 
Information Officer, are working on an interagency, statewide strategic plan to 
further these objectives and make that information available online. OP is 
also working on securing potential funding to support the Administration's 
planning efforts in the urban core. 

2010 Hawaii Statewide Comprehensive Economic Development Strategy 
(CEDS) 

Accepted in March 2011 by the United States Economic Development 
Administration (EDA), the 2010 CEDS (Report) is an economic development 
strategy document for the State of Hawaii to increase Hawaii's economic 
competitiveness. The Report supports key industry clusters through proposed 
strategies and projects for implementation. Completion and acceptance of the­
Report demonstrates that the State of Hawaii has gone through a deliberative 
and thorough planning process to provide a framework for recommending 
projects for EDA funding. A CEDS is a precondition to obtain funding under 
most EDA grant programs. 

The 2010 CEDS was a collaborative effort with OP, the State 
Department of Business and Economic Development and Tourism (DBEDT); 
the Economic Development Alliance of Hawaii (EDAH); Enterprise 
Honolulu; Economic Development Boards; County Economic Development 
Agencies; community, business, non-profit and other organizations; and the 
public. ($133,360 EDA Federal Funds; match provided by services-in-kind 
by OP and economic development agencies and organizations). 

Planning for Rural Economic Development 

Planning for Rural Economic Development (Rural Report), 2010, 
examines rural economic development in Hawaii. Prepared by SMS 
Marketing and Research Services, Inc., the Rural Report defined "rural", 
identified rural communities statewide, and developed a baseline of socio­
economic conditions of rural communities. Best practices were then 
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identified through a nationwide and statewide review of rural communities 
who have successfully integrated economic development while maintaining 
rural character. Lastly, recommendations to support rural economic 
development in Hawaii were provided ($100,000 EDA Federal Funds; 
matched by OP services-in-kind). 

Master Plan for Agricultural Resources at Hoea 

Master Plan for Agricultural Resources at Hoea (Master Plan), July 
2011, is comprised of an environmental assessment and a site plan for the 
development of an agricultural resource center and processing facility in 
North Kohala, Island of Hawaii. The Master Plan provides the basis for 
moving forward with land acquisition, design, and construction of this facility. 
It will help the residents of North Kohala move closer to their goal of 
strengthening this rural area's local economy. 

The resource center envisioned in the plan will support small farmers 
and ranchers to ensure the future of agriculture and ranching in the region. 
Kahua Paa Mua, Inc. and the Hawaii Future Farmers of America Foundation 
prepared the plan for OP and County of Hawaii ($20,000 EDA Federal Funds; 
matched by in-kind services from OP, Department of Research and 
Development, County of Hawaii, Hawaii Future Farmers of America 
Foundation and Kahua Paa Mua, Inc.). 

Food Self-Sufficiency Strategy 

OP was awarded a federal grant of$100,000 from EDA to develop a 
strategic plan to increase food security and self-sufficiency in Hawaii. The 
Special Plans Program has begun work on the development of this plan in 
cooperation with the State Department of Agriculture. 

Natural Disaster Economic Recovery Strategy 

The goal of this grant is to improve economic recovery after natural 
disasters. OP will prepare a Natural disaster economic recovery strategy as a 
supplement to the CEDS to address pre-disaster continuity planning and post­
disaster recovery actions for both public and private sectors. OP will work 
closely with State Civil Defense on this project ($150,000 EDA Federal 
Funds; matched by OP services-in-kind). 

Economic Development Strategy for Native Hawaiian Communities 

The goal of this grant is to prepare an economic development strategy 
for native Hawaiian communities in cooperation with the Department of 
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Hawaiian Home Lands ($150,000 EDA Federal Funds; matched by OP 
services-in-kind). 

Coastal Nonpoint Source Pollution Control Program (CNPCP) 

OP through the Coastal Zone Management Program is working to 
reduce polluted runoff into our ocean and streams. Hawaii Watershed 
Planning Guidance 2011 was created to help local community organizations 
understand and prepare watershed plans in compliance with EPA guidelines 
for funding through Section319 of the Federal Clean Water Act and serve as a 
means to reintroduce all CNPCP management measures. The Guidance 
presents a user friendly, step by step guide to ensure that as watershed plans 
are developed and updated in Hawaii, appropriate CNPCP management 
measures will be considered to achieve water quality improvements. The 
program is conducting training to government and other organizations on 
reducing coastal nonpoint source pollution. This work is made possible 
through federal Coastal Zone Management grant funds and matching OP 
services-in-kind. 

In addition to the above specified projects, which leverage general funds for 

additional federal funding support, OP has updated its Web site to provide agencies and the 

public with better access to information about our programs and services. We provide 

planning expertise and support to various state agencies and programs and coordinate with 

county and federal agencies on initiatives of statewide concern. For example, these activities 

include, but are not limited to, membership on the Oahu Metropolitan Planning Organization 

(OMPO) Advisory Committee, the City's Transit Oriented Development (TOO) Advisory 

Committee, the Pacific Regional Ocean Partnership, and interactions with military planning 

officials. 

Thank you for the opportunity to provide testimony on these measures. 
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April 12, 2012 

The Honorable Donovan M. Dela Cruz, Chair 
and Members of the Committee on Water, 
Land, and Housing 

The Honorable Donna Mercado Kim, Chair 
and Members of the Committee on Tourism 

The Honorable J. Kalani English, Chair 
and Members of the Committee on Transportation 
and International Affairs 

State Senate 
State Capitol 
Honolulu, Hawaii 96813 

Dear Chairs Dela Cruz, Kim, English and Committe.e Members: 

Subject: SCR 174 and SR 104, Proposed SDl 
Establ ishment of Koreatown 

DAVID K. TANO UE 
DIRECTOR 

JIAO A. SUMADA 
DEPUTY DIReCTOR 

The Department of Planning and Permitting opposes the Proposed SDl for SCR 174 and 
SR 104, based on home rule and the City and County of Honolulu's role in the development of 
community-based plans. This resolution would direct the Office of Planning to develop a master 
plan for "Koreatown", in coordination with our department, for the area generally defined by Census 
Tracts 36.01 and 36.02. 

The City and County of Honolulu has prepared many neighborhood plans. We have found 
that one of the prerequisites for a successful plan - one that moves beyond 'the planning phase 
and into implementation - is community support. While we are aware of the label Koreatown, we 
are not aware of a strong desire to introduce Korean archjtecture and urban design to the 
Keeaumoku Street area. 

Further, "specialized design plans" would imply special design regulations. We are not 
aware that residents and businesses in the proposed area, whether connected to Korean culture or 
not, desire Korean designs. More importantly, additional permits and reviews will be required to 
develop such a character. 

We also note to be done well, with good community participation, neighborhood plans need 
significant planning support. Given our limited staffing, our planning efforts will depend on 
consultant services. We would recommend funding this effort with about $400,000. 
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The Honorable Donovan M. Dela Cruz, Chair 
and Members of the Committee on Water, 
Land, and Housing 

The Honorable Donna Mercado Kim, Chair 
and Members of the Committee on Tourism 

The Honorable J. Kalani English, Chair 
and Members of the Committee on Transportation 
and International Affairs 

State Senate 
Re: SCR 174 and SR 104, Proposed SD1 
April 12, 2012 
Page 2 

In 2007, we prepared a needs assessment and conceptual design study for a Korean 
Cultural and Community Center, working with an advisory committee made up of Korean-American 
leaders and others. We completed the task and the community leaders were able to proceed with 
fundraising for the project, including land acquisition. 

Lastly, we are beginning the planning process for the area around the Ala Moana rail transit 
station. It will include the area referenced in these resolutions. We expect to hold the first 
community meeting this summer. If the residential and business communities raise the desire of 
developing a Koreatown character to the area, we are will ing to consider it as part of our transit­
oriented development plan. 

In short, this resolution is not justified given the limited resources at both the state and city 
levels of planning. Rather than encouraging inter-governmental coordination and maximizing use 
of scarce government resources, it is redundant with ongoing city work and infringes on home rule. 
Thank you for this opportunity to testify. 

V:J1b.u~~~_ 
-taVidKTanoue, DireCtor . ' -~ 

Department of Planning and Permitting 

DKT:jmf 
scr174SR104ProposedSD1-Koreatown-ks.doc 
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TESTIMONY IN SUPPORT OF S.C.R. No.174 (The Establishment of Koreatown and Master Plan 
for the development of such) 

Honorable Chair Dela Cruz and members ofthe Senate Committee (Water, land and Housing): 

My testimony has four parts: The origin of Koreans to Hawaii, the effect of Hallyu (Korean 
wave) on other ethnic groups in the isles, the significance of a Koreatown situated in Honolulu, 
and the importance of promoting a win-win situation for our State. 

Resolution SCR 174 aptly describes the arrival of Koreans to Hawaii in 1903, primarily as 
prospective sugar plantation workers. Hence reiteration of known details is unnecessary. 
However, the not as well-known information is that, unlike the Japanese and Chinese workers 
who remained faithful to the sugar industry, many of the Koreans left the plantations within 
two decades. Many Koreans who left their homeland came from urban settings rather than 
farm lands. They found physical labor in the sugar fields demanding and strenuous. Those who 
left worked for companies and retailers, or set up small businesses (e.g. neighborhood stores, 
tailor shops, laundry). Their children, the second generation, bettered themselves in the 
academics and entered the professional fields or became white-collared workers. 

(I am a product of two Korean immigrants whose purposes for coming to Hawaii were different. 
Mother came as a single (unmarried) young teen-ager during World War 1,1917, for an 
American education. This was a rarity for those times! Father arrived a year earlier to assist a 
business friend who sponsored him. My parents were married a few years after arriving in 
Hawaii. 

(I was with the Department of Education for over 30 years as a teacher, Intern Teacher 
Supervisor, State Speech Program Specialist. Upon the demise of my bedridden mother, I went 
to Stanford University and obtained a Master's Degree in Educational Administration. My last 
position with the D.O.E. was Administrator, Communication Arts Section, State Office.) 

My mother laid a very positive foundation in me ... that with a solid education, good character 
traits, and enough "get-up-and-go," I or anyone else can become successful. But with success, 
she admonished, also comes a sense of responsibility to oneself, to others, including the 
environment in which I live. 

Hawaii is my total environment. More Koreans have entered Hawaii as contrasted to my 
growing up years. Korean culture, history and traditions were once least known as contrasted 
to that of the Japanese and Chinese. The Korean War made more of the world cognizant that 
such a country existed. In recent years, Hallyu (the Korean Wave) sent ripples around the 
globe. Hawaii's people were into things Korean. 

As for other ethnic groups, fortunately on Oahu there is the Japanese Cultural Center, the 
Okinawan Center, Chinatown, and the Waipahu Filipino Community Center as examples. To 
establish a Koreatown would add color and vibrancy to our environment for islanders and 
visitors, and would positively impact the economy of our State. 



c Lastly, to promote a win-win situation for Koreatown and the State, we in the Korean 
community need to alert and educate Korean businesses and all others among us that the 
establishment of Koreatown brings with it responsibility. The idea of give-and-take must be an 
inherent part of Koreatown. Businesses need to make money. But, as an integral part of the 
Hawaii community, giving and helping for the betterment of community causes and projects 
should be par for the course. Positive behavior and action by Koreans and all other ethnic 
groups can continue to make Hawaii a viable State, an exemplar melting pot of races. 

Thankyou! 

f;,lt~ 1(Uw'~~ 
Barbara Kim-Yamashita 
1296 Kapiolani Blvd. #4108 Honolulu, Hawaii 96814 
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Rediscovering Chinatown Honolulu B~ore you read on .•. 

"How can we improve our p~,e1 There are so many restriction:; ~nd 

conrtruction <om are increasing." 

"I am just trying to make a better life 
for myself and my famiiy. " 

"There's no parking." 

"I like doing all of my grocery shopping there." 

Here: you will find some Of the: many commenrs ahollt 
Honolulu's Chinatown. Some of them rdlect rea\ condi­
tions based Oil real ~perienccs. Others refleer pcrtep-

. riom based on individual preIuence's or biases. or third­
party comments. Interestingly enough. not much has 
changed sino: the inception of Chinatown in the mid-to­
larc 1800s. Many of the pLobl= of the past continue 
to plague oui Chinatow.n today and other Chinatowns 
across the country. . 

Whatcvet' the views m3Y be. positive or lleg:ltiVe, real' 
or perceived. they have helped to shape Chinatown into 
what it is today. And dIad; where we'd like to begin .•• 
because this book is about Iedisooy~. 
Rediuoverillg ChinatoW1J. 

"Why can't they do something about the homeless? 
They make the place look and feel bad." 

"I go there for knicldmacks .. .i love it 
down there." "It's so dirty and it smells. n 

"It's wherE; all of the Chinese people hang out .•• that's 
what attracts the locals to Chinatown." 

"It's not safe. especiaUy at night." 

/~ 

To rediscover is to sec something as if.for the first rime. 
Many of as visit or Chinatown oIeen. Bot many times we 
come with preconceiVed iaeas and wpresswnii·co(Jectea 
from our own and others' paS[ apcric~ccS:'To nlIiscouer . 
Chioatmvn means for us to see with Dew eyes, rcmoying 

the blindm and see'ing all that is in the peciphery. If we 
are open to considcriug lIew points of view .f.rolD. diffe.c­
ent customer groups, we can roliscovu the uuiqneness of 
Chinatown and ensure its survivaL 

The "customer" is our broad term for any person who 
comes into contact with Chiruttown. Customcn: can 
be thGSc who come to visit, to mop, [0 dine, and to be 
cntcrmintd here. They can be visitors from abroad, local 

residents, or even residents of Chillatown. .Customers G'lU 

also he merchants, landowna:~> organizations, employees, 
or members of the arts C:ODUDunity. Ali ·we walk in·their 
ilioes, we begin to understand them in a hoUstic way­
what they see, what they feel, what they smell, what they 
e.ru::oontu ••• whattbey experience.. . 

This hook has been formed aDd informed by looking 
througb the customers' eyes. Prom the first chapter, you 

will not Ollly see the people of Chinatown, Qur also catch 
a glimpse ofthdr lives. You will see beyond rhe-ev.eryday 
transactions, and uru:over the gems as you follow the ~s-­
tomer on iheir journey rhrongh Chinatown. 

Through the eyes of the customer, you will see new op­
portunitics-opportnnlties mat will c:anse you to rn:Jiscov-
uChinatown and see it. as if for the first time. . 

Enjoy your jonrneyl 

"I can.'t afford to live in a house or apartment. Plus, there isn't 
enough available affordable housing and the waiting list is 50 long." 

JlVegetables are fresher. I feel they are 
organically grown." 

Bvdrock shaping: customer experiences 
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Rediscovering Chinatown Honc:1u1u 

"phflli;q1 • " r- Pha$tl'2 

Our Process 

.o-'''''''''''_'''SUIfI!II&I)'. 
.eompa .. on<I~o!l 
prcyIo\U ..... Ith ... d~1o 
·~.".....uYl ..... ·I_ 

pn>j ........ lol, ... -n.' 
'UO'~d>oulpOC<ntloJKtlOhI 
farn><l'llngf_r-I 

·Edu .... '_rrd..,...!odM""'" 
oIsol"""p"'Jort! ...... .,... .. d 
~ •• ,..,......., ... 'Ih 
WJ>II .. m_.rm'" .... 

'1 

Our intent in developing this book is to: 

• Uridc:rstaod the current situation holistic:dly 
• l!ncoutagc Open communication among stakeholders 
• Define a process for prioritizing issues 
• Outline a plan for the creation and implementation of 

solutions 

By establishing a common platform for all Stllkcholder.s 
where perceptions can be mllonged through a 
eolJa.botlltion process, we can view the Chiruuown 
situation holisric:1Uy and from the customer's vantage 
point, and_seek viable solutions in an informed manner. 

OUI recommendations came out of a rigorous process 
that ensured one understanding of [he people of 
Chinawwn.. In additiou, we delved into the history and 
the current sinwtion, and uudied other Chinatowns: 
Only through this holistic vitW and strong uud=mndiog 
of the: pe:ople of Chinatown were we able to bring forth 
new information. 10 the left is an abbrc:via.ted view of the 
timdim and process. 

Bedroek jhaplng customer experience1 
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Rediscovering Chinatown Honolulu 
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Executive Summa~ A Different Approach 

lbe Chinese characters 'lhng Y4n GtuIi for "Chinatown" 
have h~n chosenIor the cover of this book. Tong Yan 
Gaai lI)C!IW "China/Chinese," "people," and "street." 
The added element in this version of "Chinatown" is the 

Chinese wracter for "people." 

So, why focus on people? There have been rnauy studies 
done of Chinatown, with the empbasis nnd effort pbced 
on pt~ng the aesthetic and historical features of tae 
buildings .. This litndy is different. It is taken £rom the 
perspective and context of the "people." At the heart of 
Chinatown are the people. Who ace they? Why do they go 
there? 'What do they do? What would matt them come 

bade? 

10 :mswer these questions, we conducted formal rcse:rrch 
focused. on customer perceprions, including mens 
groups, Intl:t'Views, snrveys. a review of existing studies, 
and research on other Chinatowns. Additionally, to 
understand Chinatown's true potcntia!T we not only 
analyzed Chinatown's strengths and weaJ::oesses but also 
analyz.c:d its oppartll)l..ities for growth and the threats that 
conld cause disruption. This is where our process began. 
Our project focused on uncovering, identifying and 
assessing the perceptions people have of Cb1natown. Our 
goal for this ptojea was 

"to crude a uni{kd foundation and f'rDcess plan (vr 
Cbinatqwn and adjaant districts by enhancing the 
olleroll custom til' t!Xp~ittJce. mcre4sing pedtlstiian 
traffic. boosting consumer spetlding, and etUXJUl'agilll; 
pl'i~ investment. .. 

. We envision Honolulu's Chinatown to be a "one-of-ca­
kind destination" for Hawai'j's residents and visitors-an 
example for other comn\unities here who, together, desire 
to caprore and preserve the quality and distinctive lifestyle 
of their community while envisioning and providing fer 
the futnrc needs of their people. 
OUf study, "Redisccwering Cbinatollm." through the 
customer's eyes. ensm-es that the plaw we make today 

will be m the best interest of Chinatown's people. All 
initiatives will be a delicate balance between preserving 
the distinctive attributes of HouaInlu Chinatown and 
providing the economic and social tools necessnry for a 
prosperous future. As we continue to build on new and 
exciting experiences for Chinatown, we'll ueed to better 
manage the basic ru:r:ds of the community in order for tiIC 
proposed initiatives to ~ successfuL 

Lifo. is a jOfmtay of multipk e:qnritnces alld 45 Wt! plan 
for -incuit4bk chl11lgt:S, we will need to ktep the peopJrl 
heart and minds in the forefront of all discussions. 

~ journey d~'t.end here •.. 

BlI'drock shaping customer experiences 
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Rediscovering Chinatown Honolulu E.xecutive Summary Key Findings 

Our journey begins with a brief description of our Iccy 6ndings. 

The History of Chtnatown 
The Chinatown of today is a rcsnlt of the many events and circ:omstano;:cs that occan:ed in its rocky past. It has 
survived the fire in 1900, racial discrimination and regnlatioos, gentrification :;md re-ciassiJication, and the constant 
threat of extinction. The people of Chinatown. especially those who h:tVC lived througb this, remember the bru:dships 
and rw:moil as they go through their daily lives and rontines. More imponandy, it is through these lenses that they 
respond to current ideas for improvement. 11> dismiss this unden;rao.ding of Chinatown could be viewed a."i a lack of 
respect, which could cause a defensive posrure, cause miscommunication, 2nd annoy those with that memory. 

The People of ClWlatown 
The people of Chinatown have been the lifeblood of Chinatowns :ill over America. As the nat generation is borD. 
as AmeJ:icao citizens, mer assimilate intO societY and move out of Chinatown. Although it is widely recognized chat" 
Chinatown's people. arc of Asian descent, most don't nnderstand the reasons for which they immigrated to tbe United 
States: freedom,. opportunity, and diversity. Oncc in America, hom:vcr, many face the pressures from social and iegnl 
obstacles matm:re not a part of their ondc:nmnding of the" "Americ;m dream." 

Destimuion Drivers and Deterrents 
Many of the issnes and dlalJengcs that face Chinatown are well-known and Mve existed for qnite some time. 
Unfortunately, there has continued to be a strngglc: to ptovide cnongh insight into the issues to provide solntions. What 
has differcotiated our process is the understanding of what drives customers to Chinatown and wMt deterrena-both 
rcaland perceived would canse them not to rctnm. More importantly; weneed to reco~ that the driven; and 
detc.rn:llts are intetrclated and alf=t one another. 

lDcking the Customer Joarner 
Ooce there is a basic understanding of the drivus and deterrents, it is ahsolntely crucial to consider the £act that 
people do:vclop their perceptions of Chinatown based on their cxperiences. atld not.in a vacuum. That is why it is 
key to examine tbclr jow::ocr.;, 'Undcntanding that the accumruatioll of those individ.ual cxpc:riences which we call 
touchpoints, begins to foonnlate opinions in the minds of the people, In addition, ir is important to realize that people 
view the toucbpoints as a whole, adding one to another like a simple math formula: bad experience + satisfitctory 
expericncc = bad experience, or good aperiencc + grcat experience c; great cxpetience. 

Undc:rstmding Orher Chinalow11lI 
Honolulu Chioatown, the oldest Chinatown in the United States, is still ill the early stages of tb~ planning process 

compared to other, newer Chinatowns Who have alrr::ady begnn the process of rcvltaiuing their cOmmunities. The 
advantage is thac the Honolo.ln Chinatown can 1= from -the other Chinatowns' misra1a:s and snccesses. Somc of the 

issues to be conscioWlof are 
• Prohibitive regulations that don't allow for ptJSitive changes 
.. Gentrilication due to rising propert)' values 
• Gcntrili~tion doe to cbange& in industry and relevance of the indtUtry to the residents 
• The prcsctvation of people, place and culture 
• Considerations about name changes or utilizing dIfferent names 
.. Understanding the impactS of assimihl.tion 
• Undcrsta!lding the organic nature of Chin:J.towns 

Ass~ing the Opportunities 
Before dcvcloping solutions, it is important to stress the opportunities rhat make Chinatown a viable and lively 
communiIy: 

• CI;'Q$$-cultumi interactions that can create a Ul1iqne social and cui~! txp~ence 
• Being the first community to emphasize the cultural nature of the area 
• Using iu heritage to caler to specific cnst:omer gronps 
.. Chinatown rol~ as a major element in O'ahu's destination marKeting 
.. Chinatown conld become a place for· increasing honsing snpplyihusiness incubatio'n . 

Ass~ing the 'Threats 
Ycc, as we: look toward the future, we roll$[ be m.io.dful of the threars which pertain In all customer groups: 
• Misunderstanding or mismanagement .of public pcrspl;Ctives tnreatens the viability of Chinatown's culnue and 
lifestyle. 
• Regulations, while necessary to encourage orderly development and the pr~ervacion ofbistoric ICsontCes, c~ stifle 
culmral resurgence and economic growth. 

• Lad:: of immigration can affect th.cYiahiliry of tbe community and the anthenticiry of tho=. experience. 
• Lack of pride or care of the environment allows the negati~ issues and qualities to c:Xist. 
• Current economic forces increase rhe threat of gentrification •. 

Throngh our wenrdl, interviews, and meetings with stakeholders, a unified direction was formed. it was upon·this 
foundacion that we developed the following process: 

.. Key attrlbutes 

.. Positive qualities 

.. History 
.. other Olinatowns 

+ 
.. Baslcneeds 
.. Recommendations 
• Nextsteps 
• Destlnatlon Drivers 

{benefits} 
• Destrn~t1on Deterrents 

(dlal[enges) 

+ 
.. CUstomer JOtJrney mp,ps 
.. Toudlpolnts 
• Strate91es 
.. Communication 
.. Priorities 
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Rediscovering Chinatown Honolulu Executive Summary Chinatown's Unique Otaracter 

TIlE IMPORTANCE OF A'ITRlBUTES 
Developing a set of attributes to describe Chinatown ns a 
destination ensures the followiug! 

.. Addresses the emotion;.} value and impaaon pcop1e~ 
perception of Cltinatown 

• Maintaius the "essence" ~ uniqueness of Chinatown 

.. Provides a filter £Or futua: actions and decisions 

By uncovering and discovering the. nc<:ds of the stnkehold­
CO' (landowners, employees, retailers, residents) and C1JS... 

.tamers, we hegin defining the character, .desired personal­
ity, qualitic;, and vocabulary that describe the Chinat(1Wll 
experienc~ Of particular importance is the ability to 
define Chinatown's key amibut"ts, or the positive qualities 
that n:commendations"should be "filtered" through. 

One list describes the "sense of place:" lor Chinatown­
whatwe would like to see and experience on a physical 
and visuallcvcL The other list, what we call "emotive 
attributeS," helps U$ to begin describing what we would 
like our custDmCrS to feel and how we would like them to 
behave as they redisco~r Chinatown. 

Phr"ue 

~rosw r= 
RECQMM'NDAll0N t= 

~----

Cultwal 

> 
_ {','_VAP''''''.'' 

DETERMINATION (3 or mote attriblrte$) 

Inappropriate 
(2 gr fewer attributes) 

I Orgill'll' 

HI!'itilg~ -------- ------

Autltcmtic 

f<:l'n(!fat 

example: 

Creating a ~ CuJtjp;.l) > 
,I,,,", ~t" " ~ Ap"."""" e"t<lgo. ~ .. 

• !!!"""". . 'TWIT 

USIl:'lG THEFIL"I:ER: 

Step 1: Identify the proposed n:commendation. 
Stt;p 2: Determine which attributes, if auy. are ~presented 

by the: reoommendation. 
Step 3: Dased on that assessment. d.etc:nnine if the 

re<:ommc:ndation is appropriate or-inappropriate. 

Assessment Ranking Syncm: 
3 or more attributes = appropriawrdr;vaut 
2 or fewer anrihutes :: inappropriate 

Please review the exa1llplt: (belowlleft), it puts the pro­
posal of creating a visiror-center through the: filter. Since 
it fulfills 3 of the 6 nttriburcs, the action is deemed ap­
propriate-a"eating a visitor center will support c:ultural 
aspects through exhibits and displays, as well as reinfon:e 
heritage. It will also provide a familiar pIaCt that will 
blend with Chinatown' landscape. -

Blldrock shapfng customer experiences 
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Rediscovering Chinatown Honolulu Executive Summary A Winning Fonnu.la 

As issues come forth, we h. ... ve determined thm mere arc 
three prioritks that create a. winning formula for Chi· 
natown: address basic needs, emphasize and entourage 
sw:tainability, and improve comm1lIlic!.tion. Theresultis 
an impmved cllStomer experience with increased pedes­

trian traffic, increased consumer spending, and increased 
private inveslIllcnt. 

• Priority #1: Address basic needs. These bask needs 
come from our findings, which reveal the negative percep­
tions or dcteuent$-the minimum required fur improving 
the CU!'ltomer experience ill Chinatown. 

.fj 

• Priori[f #2: Emphasize and encourage susrainability. 
These positive qualities, or destination driven, become 
opportunities for emphasizing Chinatown's historica1, cul­
tural, and distinctive w.lues, to be Iev<:ra.ged audF1'C~ 
for economic: d~e1opment. 
• Priority #3: Improving cOtIl.lll,lmicarion.. This is the 
bridge that supports the fim twa priorities asboth inter· 
oal and external communicatioL'l become crncial in unify­
ing all stakeholder and custo~er groups. 

1------------ i~-ciit~t-_'0""~;;~~lff,vt,~:! . ~-----------------------------, 
I 
I 
• ".. 

[~-~II--~ (~} ~~~~jr,G~!J1: + ® .l""1l).1!(tt: o.w.,~r, " 
-at'f£'r)i'l.ti»!r.~. "~., - + 

, , , , , 
; 0 f~W~rm.:W." .. = 
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Rediscovering Chinatown Honolulu 

Recommendations: 

Cultur~ . 

Executive Summary 

Mainti'unlng an Inviting 
Destination 

n 

Frc-e Entt'rprl~ 

o 

c-

Priority #2: Emphasize and EncQurage Sustainability 

UvetWork Lifestyle Role of th~ Strcat 

- Pcl'jjatu~to AUthenticity 

) , ~phllma;,md 
.a1ccurOlse aiv(!r~ty Ellt~raget)l$tjn<titln 
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Rediscovering Chinatown Honolulu Executive Summary Priority #3: Improving 'Communlcatlon 

RC!lcomrl"umdations: 

1~1emJl( Comm~nicatiQI1 . t E\(tCf'nal COlYlmuI'I1COltiQn • t.e~aJ$ Toul"ins 

Bedrock 1haplng CU$tomer experiences 
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Rediscovering Chinatown Honolulu 

n0 

Executive Summary The Customer Journey 

Legend 

Gts: City Pl'Clperties 

@ Multlpla Owmmhlp 

. @§ City I'J.rlu 

. ~ Prlm.r)'~"~ 

~ Padl$tf\an MaQ 

_ Tra.uportaUol\ OlrHtlon 

o BusStclp 

• • Walking ~tb 

The Customer Experience; Enhancing the customer experience lcqnires a baUstic: view, 
and our lindinp: and auc$SItlent culminate in a Str.ltcs}' for economic growth from an 
all-encompassing cultural, social, environmmtal and =ta.inablc perspective. In addi­
tion to addressing the issues, we bave mapped the existing customer journey-both the: 
positive and. negative "touchpoint" cxpericnces.-by car, by bus, and bywatking.,1bese 
"touchpoints" affect the senses: wl1at people see, feel. smeJ~ and touch. As we begin 
to overlay the morning, noon and evening journeys .. through the Ol$«lmer's eyes," we 
develop a strategy tnat addresses the basic needs, the sD~'tainabilir,. of Clrinatown and a 
method for improving both internal and external communication. For more detailed 
information and customer journey mnps, please review the 5eCtion called "'Iracking the 
Customer Joutney," .. 

POTENTIAL ACTIONS: 

ToudJpoint 1: Discourage "r.Igrnnts, encol1t":l.gc landlordlteoant improvtrnentS and opening of 
new busincsses, increase canopy lighting. 

'lillll:hpoint2: Reduce vagrancy, especially when it is linked to iUega! activity. C~c.aning and 
maintenance is necessary in this general arc:l. 

'lOuchpoint 3: lmprove the sense ofarriv:r.L Maunma is the main street for Chinatown and 
needs to look that Wlly. WOrk with landlordslten.ul1:S to seek improvements 
(better lighting, IlSC of color, bann~, etc.). 

1Ouchpoint.4: Find tenants for va.canr spaces. Improve fa~des. 

loucbpoint 5: Improve wayfinding:. and. signage, 

'lOuchpoint 6: Building condition is of utmost i'wportano:e. EnCOLl.rn8c and support landJonIJ 
tenant repair. Choose building color schemes carefult)t 

'Thuc:hpnint 71 Reduce \'abrranq, especially in relation to drug uafIiclc.trIi. Encour~ge new 
tenant mbc:: wooghlandlordfCity partnershiP'> IlSc for nreetscape fixtures: 
(benches, trash receptacles, ett.). 

TOllchpo.iD.t B: Heighten sense oE elltry on Nu'U3nu Avenue. Improve wayflnding.to nnd 
parking. Improve lighting, especia1ly around mid-block. Redoce .... agrancy. 

'Thuchpoint 9: Fu Dogs signify arrival, but don't snggest 11 festive environmCllt. Usc mOlt 

color, clean up bird and tree droppings, and improve lighting to help enhance 
the Chllllltnwn experience . 

8edrock shaping customer experiences 
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Rediscovering Chinatown Honolulu 

"How can we improve our place? There are so many restrictions: .md 
(on:rtruction {osts. are- increaSing.'" 

"B am just tfl"ying to make a better life 
for myself and my family." 

"There's no parking." 

"I like doing ell! of my grocery shopping there." 

Before you read on .•• 

Here you will find SODle Of the many commt:IIlS abont 
Honolulu's Chinatown. Some of th~ reflect real condi~ 
rions Ilased on real experiences. Ochers reflect percep-

. rions based on individual preferences or biases, or third­
PilrtY comments, Interestingly enongh., not much bas 
changed sioc.e tbe inception of Chinatown in the mid-to­
late 1800s. Many of the problems of the past continue 
to plague our Chinatown today and other ChinatOwns 
across the country. . 

Whatever the viewS" may be, positive or negative, real· 
or perceived, they have hclped to shape Chinatown into 
what it is today. And that's where we'd like to begin ... 
bCCluse this book is about redi:;covay. 
RediJcoverilJg Chinatvum. 

"Why can't they do something about the homeless? 
They make the place look and feel bad." 

"I go there forr knickknacks •. J love it 
down there." Ult's so dirty and it smells." 

"It's when:, aU of the Chinese people hang out ... that's 
what attracts the locals to Chinatown." 

"It's not safe, especiaUy at night.¥f 

To rediscover is to see something as it for the first rime. 
Many of ns visit or Chinatown often. Bnt many times we 
come with preconceiVed i(kas arul.1mptessionS.collectcd 
from our own and others' past c:xpa"i~ceS:·To adiuover . 
Chinatown means for us to sec: with new eyes, removing 
the blind~s and see'ing all that.is in the periphery. If we 
arc open to considcring: DCW points of vi~ from d.iffcr~ 
ent customer groups, we can ralisoouer thc uuiqneness of 
Chinatown and ensure its survivaL 

The Ucustomcr" is our broad term for any person who 
comes into contact. with Chinatown. Customer.; can 
be those who come to visit, to shop, to dim; and to be 
enrcrmined here. They can be visitors from abroad, local 
residents. ox even residents of Chinatown. .Customers c;lU 

also be mexcli:mts, hmdowners. organizations, employees, 
or nu:mbas of the arts COIDlllUnlty. As we walk in ·their 
shol:$', we begin [0 IUlderstand cl=n in a holistic way­
what they see, what.they feci, what they smell, whatth"cy 
cnconntcr ... what they ~erience. . 

This book Ius bcen formed and informed by looking 
through the customers' eyl:$', Prom the first chapter, you 
will not only sec the people of Chinatown, hut also catl:b. 
a glimpse of their lives. You will see beyood tb.e-everyday 
tn1ttSacrlons. and uru:O'itr the gems as you follow the ~s· 
tomer on their journey throngh Chinatown. 

Through the eyes of the customer, you will sec new op­
portunitics-opportnnitics thatwiU canse you to ruliscou-
erChinatown and see it, ali if for the first time.. . 

Enjoy your journeyl 

1'1 can.'t afford to live in a house or apartment. r>lus, there isn't 
enough available affordable housing and the waiting list is 50 long_ n 

"Vegetables are fresher. I feel they are 
organically grown." 
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Rediscovering Chinatown Hon~luJu 
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Our Process 
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~....,­
·ll><>Upolot_,ionco ---­.h."";.... ........ 'l' 

Ollr int~nt in devdoping this book is to: 

• Urrderstllnd the current situation holistic:a.lly 
.. E:nooung~ open communication among smkeholders 
• Define a process for prioritizing issues 
• Outline a plan for the creation and implementation of 

solutions 

By establishing a c;ommon platfonnfor all stalcchold= 
where perceptions can be maoaged through a 
collaholiltion process, we can view the Chin:u:owr. 
situation holistically and from th~ customers vantage 
point, and seek viahle solutions in an inform~d manner. 

Our recom.mendlltions came out of a rigorous process 
that ensured ant understanding of me people of 
Chinatown. In additiou, we delved into the history and 
me current sitirotion, and stUdied other Chinatowns: 
Only through this holistic view and strong undr:m:anding 
of the people of Chinatown were we able to bring forth 
new information. 1C the left is an abbreviated view of the 
timdine and process. 
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Rediscovering Chinatown Honolu!u Executive Summa!'Y 

\......../ 

A Different Approach 

lbe Chinese characters '1img)'.m GaJJi for "Chinatown" 
bve been chosen for the cover of this book. Thng Yan 
Gaai meoru; "China/Chinese," "people,." and "street." 
The added element in this version of "ChinatoWn" is the 

Cbinese clta.ractcr for "people." 

So, why focus on people? There have bun mauy studies 
done of Chinatown, with. the emphasil: and effort placed 
on preserving the aesthetic and historical features of the 
huildings .. This study is different. It is [liken from the 
pttSpectivc and context of the "people.» At the heart of 

Chinatown arc the people. Who are they? Why do they go 
there? What do they do? What would mala: them come 

back? 

10 llnswet these questions, we conducted formal research 
focused an custo1l1J:t perceprions, including mens 
groups, interviews., snrvqs, a review of existing studies, 
and researclJ on other Chinatowns. Additionally, to 
understand Chinatown's true potential, we nor only 
analyzed Chinatown's so-engtlu and ~ses but also 
analyzed its opportu+ili:ies for growrh and the threats that 

eonld cause disruption. Thi.> is where our proc:css began. 
Our project focused all uncoveriug, identifyint; and 
assessing the perceptions people have of Chinatown. Our 
goal forthis project was 

"to crutte a unq,(d {ou'ndtJtion and procm plan for 
Cbint1tqwn tmd adjaam di5trias by 81Shtmcing the 
overaH C1l$lomu experient;e. inaeasing pedenrialt 
traffoc, boosting t:On5U1nU spending. tJnd fflt:Ouragittg 
prillt1k itwestment. .. 

. We envision Honolulu~ Chinatown to be a "one-of-a­
kind destination" for Hawai'i's residents and visitor&-an 

example for other communities h~e who, together, desire 
to t:3pnm= and preserve till: quality and distinctive lifestyle 

of their community while envisioning and providing for 

the future needs of their people. 
Our stady, "R.edisqwaiHg CTrntatolun" through the 
customer's eyes, CIl$1ll'CS that the plam we make today 

u 

will be in the best interest of Chinatown's people. AIl 
initiatives will be a ddicare balanl:c betWeen preserving­
the distinl:tive anribntes ofHolJolnlu Cbin:atOWit and 
providing the economic. and social tools necessary for a 
prospuous future. As we continue to build on new and 
occiting experiences for Chinatown, we'll ueed to better 
manage the basic needs of the community in om for the: 
proposed initiativt:s to be successful 

Ufo. is II journo/ of multipk ~eriences and as ~ pIon 
fM inevittlbk cha:nK"~ we will nud to ke4J the peopJrl 
hum- and mindS in the forefront of all di5cumonS. 

11k! jOlmJl!)I doesn't end here ... 

Blldrpek shaping customer experiences 

\J 

5 



Rediscovering Chinatown Honolulu Executive S urn mary 

OUf jOUl"ney hegins with a brief description of our key 6ndings. 

The History of Chin:Hown 
The Chinatown of today is a resnlt of the many events and cirmmstances that occurred in its rocky past.. It has 
s~ived the fire in 1900, racial discrimination and regulations. gentrification and rc:-classification, and the constant 
threat of extinction. The people of Chinarown,. especially those who hn: livrd through this, remember the hardships 
and turmoil as they go wough their daily lives and mn~. More importantly, n: is through these lenses that they 
respOnd to current ideas for improvement. 1b dismiss this understanding of Chinatown could he viewa:las a lack of 
respect, which couId cause a defensive posrure, cause miscommunication, and annoy those with that memory. 

The People or Chinatown 
The peopil:: of Chinatown have been the lifeblood of ChinatoWIlS::ill over America. As the nat generation is born 

as American citizens, mey assimilate. into society and move out of Chinatown. Although it is widely recogniu:d that 
Chinatown's people. ate of Asian descent,. most don't onderstand the reasons for which they jmtnigratcd to the United 
States: freedom,. opportunity, and diversity. Once in America, however, many face the pressures from sodal and legnl 
ohstades that were not a part of their nndcntanding of the· "American dre:un," 

Destination Drivus and Deterrenu 
Many of the issncs and challenges that face Chinatown ;are well-known and have existed for qnite some time. 
Unforrunatcly, there bas continued to be a stmggie to provide enongh insight intO the issues to provide. solntions. What 
has differentiated our process is the nndem:anding of what drives customers to Chinatown and what derm:en"ts-both 

real amI perceived would canse them not to rclnm. Mare .imporuntly, we need to recogniie that me driven; and 
dett::trl:Dts are. interrc.la.ted and aflect one another. 

'n:3cking the Customct Journer 
Ooce there is a basic understanding of the drivers and deterrenu, it is absolntely crucial to co!l$"idcr the faet: that 

people devdop their perceptions of Chinatown based on their expedcneC$, and not in a vacuum. That is why it is 

Key Finding:ll 

AsSCS5ing the Opponunitics 
Before developing solutions. it is hnponant to stress the opponunitics that make Chinatown a viable and lively 
community: . 
.. Cross-cultural interactions that ean creatl: a uniqne social and culMI experience 
.. Being the rust community to emphasize the cultural oatu.\"e of the men. 
.. Using its heritage to cater to specific cnstomct gronps 
.. Chinato"WU role as a major element in O'ahu's destination macliierilJ.g 
• Chinatown conld become a place for·increasing honslng sopplylbusine.s.s incubation. 

Asscs.sing the 'Threats 

)'ct, as we look toward the furnre, we must he mindful of me thrcau which pertain co all customc::r groups: 
.. Misundersta.nding or mismanagement pf public persp~ives thrcatens the viability of Chinatown's culture and 
lifestyle • 
.. Regula.tions, while necessary to enCOUI"llge ordcrly development and rh.e pq:servation ofhlstoric rc.sontces, cail. stifle 
cultural resurgenCe and economic growrh. . 

• Lack of immigration ean affect the viubiliry of the community and the anthenticiry of the. experience. 
• Lade of pride or care of me environment allows the nega.tivt; issues and qualities to exist • 
.. Corrent economIc forces incrC2se the threat of gcntrllieation .. 

Throngh our research, int~rviews. and meetings with stalceholders, a un.ified direction was formed. It was upon this 
foundacian that we dcvcloped the foIlowIni process: 

key to examine their journeys, understanding that the accumuh.cion of those individ.ual experiences which we call 
touchpoints, begins to formulate opinions in the minds of the people. In addition, it is important to rcali:te thac people 
view the toucbpoints 8.$ a whole, adding one to another like a simple math formula: had experience + satisfactory 
experience = bad experience, or good experience + great experience '" great cxpcriencr:.. 

• 
,: ~. 

Understanding Other Chinatowns 
Honolulu Chinatown, the oldest Chinatown in the United States, is still in the early stages of the planning process 

compan:d to other. newer Chinatowns who fuM: alrCll.dy begun the process of rcvitaliring their communities. The 
advanhge is that the Honolnlu Chinatown can learn from the other Chinatowns' miStakes and snccesses. Some of the 

issues to be conseiollSoi are 
.. Prohibitive regulations that don't allow for positive chan.ges 
• Gentrification due to rising property values 
• Gentrifieation due to changes in industry and rdevance of the indu$try to me residents 
.. The prescrva.ticn of proplt:, place and culture 
.. Considero.tiollS about name changes or utilizWg different naw.es 
.. Understanding the: impactS 01 assimilation 
.. Understanding the orgtmic nature of CbiruttO\VDS 

\..J 
I ' 

"-) 

~ Key attributes 
e Paslt\ve qua.llties 
4 Hbtory 
• other Chinatowns 

+ 
• Basic needs 
• Re~nmmendatjons 
• NI!I)(t:rteps 
• Destination DriVQrs 

(benefits) 
• DestinatIon Deterrents 

(c:hallenges) 

+ 
• Customer Journey maps 
• Touchpolnts 
• Strategies 
• Communicatinn 
• Priar}tlvi 

Bedrock shaping customer experIences 
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Rediscovering Chinatown Honolulu Executive Summary Chinatown's Unique Otaracter 

THE lMPORTANCE OF ATlllIBUTES 
Developing a set of attributes to describe Chinatown:1s a 
destination ensures the followiug: 

• Addresses the fttIotiofUll value and itnpact on people's 
perception of ClJinllltown 

.. Maintains the "essence'" ~ umqUCIlC$$ of Chinatown 

• Provides a liltcrfor future actions and decisions 

By uncovering and discovering the needs of the stnkchold­
en (landowners, employees. retailcrs. residents) and cuSP 

.tomers, we begin defining the character,.desired personal­
ity. qualities,. and vocabulary that describe the Chinatown 
experience. Of particular importance is the ability to 
define Chinatown's key anribures, or me positive qualities 
that recommendationnhould be "filtered" through. 

One list describes the "sense of place" for Chinatown­
what we would likc to see and experience on a physical 
and visl1l1llcvcI. The other !itt, what we call "cmotive: 
attributeS." helps us to begin describing what we would 
like our customers to feel and how we would like them to 
behave as they rediscover Chinatown. 

PROPOSED l= 
RECDMMENDA"TION t 

Ct.<tM~1 

Organlc 

He'itag~ 

Autlt~l\t1c 

f(ll"flmar > {"'~VApP"prl'" 
DETERMINATION (3 or mlll"e attributes) 

mappropriate 
{2 orfewer attributes} 

example: 

Creatlng.!l ApproprIate ~ 
c,I«,,.1 => 

\llsltDl'" center Herlta£IG . . 

'''-.../ u 

USIN"G mE FILTER: 

Step 1: Identify the proposed recommendation. 
Step 2: Determine which attributes, if auy. nre r~prescnted 

by the recommendation. 
Step 3: Dased on that assessment, determine ii the 

.rc:<:ommendation is appropriat'e or.jnappropriate • 

Assessment Ranking Sptcm: 
3 OJ more attribun:s = appropriattlrclcvaut 
2 or fewer attributes .. inappropriate 

Please review the ClGlIII.ple (belowllel1:). it puts the pro­
posal of creating a visiror-crntCl" mwugh the filter. Since 
it fulfills 3 of [he 6 nttribures, the action is deemed ap­
"propriare-creating a visitor cenrer will support cu1runl 
aspects through exhibits and displays, as wcll as reinforce 
heritage. It will also provide a familiar place dm will 
blend with Chinatown' landscape. . 

Blldroek shaping customer experiences 

\ j 
'---" 

7 



c 

..... 

c s-g.g ·]g.~~etc; > 
()g~;r.~·~§·Sf8g1.ii' 

~ ~o O"~~~'.~= ... ::rtJ,S' ~fTP.O.1l • !3~~~< ;:::"'1" 5' ~gS' -.Q. '0 co.......... P. Q.. -a g "§5'g"'" ! Ul 
." oS S ~~B @ gi~e-J 0 9 ~ g,. ... r" e: a _, III .... 

3 + g' ~. ~ z. ~ .6 *. ~ 
~. ~.:!' ~ 8.2 ~ ~ ~ ~ E. 
= !l. ~ 0" I ~ s fr ~ ! • 

§ .... J:I _. :i! ... 
!t..~R dlBlil' gE~e- .. n "0.;; 
"-'~.~[-HI'..01 g SO ,~,S'§, 
. z::;g.~ ~-'O, ., ... It ... aq::l 01> i3 0. 

,~ - i"o=~ g'~e; ~ ~P; 
_.~Fi· c.. ;1=8'g. 
~fi'~ 5':-ng"~ 
-",~ .'°-2· ------ ~~ .. ~!ts::tc: .. ~ S' !l n;:;- to ;:: 

ON .,. Po ' to' 

~ ~.~[.;g'[;g ~~ • 
Eh§~~'2~ ~ ~~. El-

~~" ." ~ ~~~' 
• 

~e-qoQ. ,g i:-
f}'~ ~ ?:l ~. ~ ~. :1: p. .f o 'OS'c..-,."..,ii

W ii: e.,.." ... ~ g 'il ~ 

II ~8~r~~~'e~]-g 
6. § So g,] ~ 'go ff·~. 
ner>lNg-"'~ I> 

g 

~~fg'8r¥N~:~l 
3 • FP 8~ ~ R 
~ 

.. ~'Q§' ~~~'o 
V • 

,'1ln,,2 .g.,~ 
0, 

~ 
S::OOQ'. ~t:lCW 

'<:I B ::1.0 il ~ a 
i"ol:!.p OQ II> 

8~r.···<'. II> IJ,. IT ~ 
IJ'" . ~ t;;' ¥a ~. 
~d"t;. Il-go-g ( d·g.~'B~, 
§Ei'" ~:"a.;;! 
~ii ~nn 
" ~ I' co 



( ., ~ 
. . g . " 

, . . , I 
" . ~ 

. f 
, ,'" ' 

c 

( 
... 



c f . , '" , !! 
• 
" 

( 

( 



Rediscovering Chinatown Honolulu Executive Summary Priority #3: Improving 'Communlcation 

Recommendations: 

It)t~rnill Comml,tnit:a,tiou " - . L Extc.mal ComMunIcation 

_L,.t!"t!.l·_ .. .. • •.. [ .... I ... l.l_ • ""'w
O

' ...... • l.~taI$ TOUN~ 

Bedrock shaping customer experiences 
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Rediscovering Chinatown Honolulu Executive Summary 

1"-../ 

The Customer Journey 

Legend 

~~Il Oty Properties 

~ MuWp~Own~~p 

. '2 dtyl'irks 

. ~ Primary Parklng 

~ Pttd.suian MaR 

_ Transpor1:lt.tion Dire:llcn 

o BusSt<lp 

•• Walking hth 

~) 

The Customer Experience: Enhancing the customer experieoce (cqniI~ a holistie view,. 
and our lindings and a&Sessmcnt culminate in a strlltcgy for economic growth from an 
a11-encompa&Sing culroral, social, environmental and sw;tainablc perspective. In addi­
tion to addressing the issues, we have mapp~ the existing customer jOll[ncy-hoth the 

positive and. negative "touchpointn experiences-by car, by bus,. and by walking.. These 
"touchpoints" affect the senses: wh:tt people see, feel. smeI1, and touch. As we hegin 

to oveday the morning, noon and evening jouIlleys '"through the CIlStomers eyes," we 
develop a SQ"aIeg)' that addresses the basic; needs, the sllstainability of Otinatown and a 

method fllr improvwg both internal and cxternal communication. For more detailed 

information and customer journey mops, plcas~ review the section called "Tracking the 
Customer Journey." ... 

POTENTIAL ACTIONS: 

Toqoinr 1: Disconrage YoIgr;mrs, encourage Ilindiordltalant improvements and opening of 
ncw bnsines.ses, increase canopy lighting. 

'lbuchpoint 2: Rcduee vagrancy, especiaUy when it is linked to mega! activity. Cleaning and 
ll12intenancc is nccesSIlfT in this general arct. 

1Ouchpoint 3: lmprovc the sense of arrival Maunakca is the main street for Chinatown and 
needs to look that way. Work with land!ordsltecums to seck improvements 
(better ligbting, ose of color, banners, etc.). 

lOuchpoint 4: Find tenants for vacant spaces. Imp!OVI! fa~des. 

1imcbpoint 5: Improve wo.yfinding~ and signll.ge. 

Thuchpoint 6: Building condition is of utmost llnportllnce. Encournge and support landlord! 
tenant repair. Choose building color $chemcs c;:ate£u1ly. 

'lbuehpoint 7: Reduce VlIb""Ulq. cspedally in relation to drug rraffickers. Encollmge new 
tenant mix. mrollgb.landlcrdlCiiy parmcrsbipt., use for streetscapc fu(tures 
(benches, traSh receptacles, etc.). 

'Iil1xhpoM 8: Heighten sense of entry onNu'uanu Avenue. hn[lrovc wayfinding.to ntld 
parking. Improve lighting, especiaUy around mid-block. Rednce vagranq. 

1buchpoint 9: Pu DOgI signify :ttcival, but den't soggcst:!. festive cnvironmClll:. Usc: more 
colot. clean up bird and tree droppings. and improve lighting to help enhance 
the Cbinntown experiencc . 

Bedrock shapIng alSmmer experiences 
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