
Concept

Scenario Buying and selling idle items Seeking help from apartment community through the platform which provide by apartment service office Neighborhood Support

Publish Help RequestTrading Help Response and CoordinationPost-Trade Support Problem Resolution and Rewards

Organize items, identify idle items to 
sell

Photograph and describe the item & 
Set price and terms for sale.

Upload item details to the platform. waiting someone reply Monitor item inquiries and offers, 
monitor item & similar items inquiries

Schedule an on-site inspection if 
required.

Prepare the on-site inspection. Answer any questions the buyer may 
have.

Offer additional assistance if required. Identify the issue (e.g., sewer 
blockage).

Take pictures of the problem area and 
describe the issue and the kind of help 
needed.

Post the help request on the 
apartment community platform.

Respond to inquiries or offers of help. Coordinate a convenient time for the 
helper to come and resolve the issue.

Accompany and help resolve the 
issue.

The user finds that a wrench is 
needed, but there is none at home.

The user waits for a response from the 
community.

The user uses the wrench returns it within the agreed upon time.the user contacts that user and 
agrees on a pickup location and time, 
as well as a return appointment.

The user posts a borrowing request through 
the platform, including the type of wrench, 
expected borrowing time, possible other 
relevant information, etc.

Confirm transaction completion.

Browse items on the platform. Pick the desired items and inquire. Then 
send message “I want?”

Request an on-site inspection before 
confirming the trade.

Visit the seller's home to inspect the 
item.

Confirm the trade upon satisfactory 
inspection.

Resolve any post-trade issues or 
disputes.

Regularly check the platform for help 
requests.

Reach out and offer assistance. Coordinate a time to visit and resolve 
the issue.

Visit and resolve the issue. Earn redeemable points. Access the profile and views available 
points and redemption options.

Select their preferred redemption 
option, typically in the form of rent 
discounts.

Redeem successfully
The user receives the wrench back 
within the agreed upon time.

The user responds to the request, 
offering to lend the wrench and 
providing a possible pickup location and 
time.

The user waits for a response from the 
borrower and then gives the wrench to 
the borrower.

The community user sees the 
borrowing request and confirms 
that they have the appropriate tool.

Prepare the tools or materials.Identify the request that match their 
skills or resources.

Provide an easy-to-use interface for 
publishing items.

Display the published item on the 
platform.

Confirm the item's authenticity and 
content review.

Unregulated keyword filtering system & 
Training and guidelines for algorithms to 
review item listings.

Regular maintenance and updates of 
the server and database systems to 
handle uploads and data storage.

Technical support for handling and 
resolving any user or system issues 
during the item listing process.

Regular updates and maintenance of 
the database to accurately track and 
record transactions.

Implement cybersecurity measures to 
ensure privacy and secure transactions.

Upload and store the item listing data in 
the database.

Maintain a record of transactions for 
future references and potential disputes.

Document the on-site inspection and 
push the notification.

Facilitate secure payments through the 
platform.

Manage the platform's inventory 
database as items are sold.

Regular updates and maintenance of 
the database.

Handle dispute resolution, involving 
intermediaries if necessary.

Validate the authenticity of the request 
and content review.

Technical support structure for handling 
and resolving any user or system issues.

Information validation Regular maintenance and upgrading of 
server and database systems.

Updates and checks of privacy and 
security measures.

Data tracking and analytics systems to 
collect and analyze user interaction 
data.


Guidelines or automated systems for 
verification.


Database maintains all transaction 
histories and point allocations.


Regular updates and checks of the 
points system.


Tenant account management system
 Interface Interaction
 Platform offers chat system Verification and testing system

Operate the server and database 
systems to store help requests.

Document the communication between 
tenants & Ensure privacy and security 
protocols in user-to-user 
communication.

Provide user support for any 
coordination or scheduling issues.

Monitor and validate the verification 
process.

Process the redemption, and update the 
tenant's point balance.

The platform receives requests, stores 
this information, and distributes it in the 
community.

The platform tracks and stores records 
of communication between users

Based on users' activities and 
encourage users to share items, provide 
points.

Verify if they have enough points.Keep an up-to-date record of available 
redemption options and their 
corresponding point costs.

Track successful help interaction and 
automatically allocates points 
according to predefined rules (e.g., the 
complexity of the issue resolved).

Maintain a user-friendly and secure 
platform, implementing updates 
and improvements as necessary.

Facilitate secure transaction and 
communication between buyers and 
sellers.

Facilitate the communication channel 
between buyer and seller. Display user 
needs/inquiry information

On-site inspection scheduling and 
notification.

Offer a secure, transparent trading 
system.

Continue to push and display idle items Provide a user-friendly interface for 
posting help requests.

Facilitate communication channel 
between tenants.

Provide tools for scheduling and 
coordination.

Verify and check the resolution of the 
issue.


Allocates points to the helper's account, 
visible in their user profile.

Present the redeemable options. Show a confirmation message and 
update the points balance.

Apply the discount ticket and save in the 
account.

Provide a clean and simple interface for 
users to post and find requests

The platform gives points to who share 
wrench.

The platform displays information about 
loan requests posted by users on the 
platform to other users in the 
community.

 The platform provides communication 
functions to facilitate communication 
and consultation among users.

Display the help request on the platform, 
making it visible to other tenants.

Provide a system for feedback and 
facilitating resolution of any post-trade 
issues or disputes.user can see 
feedback....


Look for future trading opportunities. Confirm the resolution of the issue on 
the platform.

Get pointes 

& Redeem successfully

Negotiate and confirm delivery methods 
and prices.

Two options: already at seller‘s home,

so can jut pick.

if too hard to take, may confirm next pick 
up time&method.

Buyer

Seller

Tenants Providing Help 
Actions

Tenants Seeking Help 
Actions

Tenants 

who are shared

Tenants share tools

/goods Actions

Sharing tools and household goods between tenants

Line of interaction

Line of interaction

Line of visibility

Customer 

Actions

Frontage 

Actions

Backstage 

Actions

Support 

Processes

Customer does 
this at each step 

of a customer 
journey map.

Which are 
visible to the 

customer.

Which are not 
visible to the 

customer.

Rest of the 
organization 
or external 
partners


