
EXPERIENCE MAP (Micro)

During the Lease Term

Actors

Stage

Tenants TenantsTenants TenantsApt Officer Apt Officer Apt Officer&   Maintenance Staff &   Maintenance Staff &   Maintenance Staff

Emotion

Description 

Pain point

Report the 
issue

Select “urgent”

property 
management 
receives the 

order

repair staff 
arrives on-site

assess whether 
to repair or 

replace

attempt initial 
repair

if replacement 
is needed, 

check stock

if not, place an 
order

revisit the site 
to perform the 

placement

Major Appliance Repair

Report the 
issue

property 
management 
receives the 

order

repair staff 
arrives on-site

assess whether 
to repair or 

replace

attempt initial 
repair

if replacement 
is needed, 

check stock

if not, place an 
order

revisit the site 
to perform the 

placement

find an 
available 

parking spot

drive around to 
find parking 

spot

park the 
vehicle

bag the trash

sort the trash 
for recycling

dispose of it in 
the processor

arrive at the 
park with dog

unleash the 
dog in the 

designated 
area

monitor and 
play with the 

dog

cleanup after 
the dog

leave the park 
and secure the 

dog

enjoy a cup of 
coffee

play board 
games

print 
documents

have 
discussions or 

meetings

check daily 
updates and 
information

check and 
respond to 

emails

send out 
newsletters or 
activity emails

communicate 
with 

departments 

send out 
specific emails 

to tenants

Minor Household Item Repair

Dead End Dead End Dead End Dead End

Parking garbage disposal Dog Park Public Spaces Property Management Office

Data Collection

This map shows the details of a range of experiences as described by the eight 
interviewed tenants and apartment service staff, delving at a micro level into the 
experiences of tenants and apartment service staff during their residential 
experience, their thoughts and feelings during the journey. It also describes the touch 
points and channels of interaction for each moment.

Minor Household 
Item Repair

Major Appliance 
Repair

Observations

Surveys

Case Studies

Field Research

Interviews

Document Analysis

General Overview

Parking
Garbage 
Disposal Dog Park Public Spaces Property Management 

Office

Focus Part Focus PartFocus PartFocus Part

Report any issues 
or malfunctions 

with appliance to 
property manager

Hard to handle & 
prioritize too many 

reports at one 
time

not repair on time 
because of too 
many reports

unsmoothly 
reporting process 
because of delay 

of system 
responding

out-of-stock 
(need time to 

wait)

all residency 
select “urgent” 

causing waitting 
list

Uncertain time of 
arrival of repair 

staff

hard to clarify the 
urgent degree

untransparent fee? 
“worried”

cannot fully track 
the process of 

repairing

Need to wait

Tenants have the 
option to label it 

as “urgent”

receiving the 
repair order, staff 
arrive on-site to 

address the 
appliance issue

Assess the 
appliance to 

determine whether 
repair is 

appropriate

attempts to repair 
the appliance 

using their 
expertise

checks the 
available stock to 
ensure a suitable 

replacement 
appliance

returns to the site 
to install 

replacement 
appliance

tenant report any 
issue on damages, 
providing specific 

details

receive the repair 
order from tenant

arrive on-site to 
assess and 

address the item-
repair

assess the item to 
dtermine whether 

it should be 
repaired

utilize their 
expertise tools and 

any necessary 
replacement

check the 
available stock to 
ensure a suitable 

replacement

install the 
replacement item

locate an available 
parking sot

drive around the 
property premises 

to find an 
available parking 

spot

park their vechicle 
in an available 

parking spot 
following rules

bag the trash 
before disposing of 
it place the waste 

in appropiate trash 
bag

sort the trash, 
separating 

recyclable material 
from general 

waste

dispose of the 
sorted trash in the 
designated waste 

processor

Take the dog to 
the dog park, 

floowing the rules

Unleash the dog 
allow them play 

with friends, 
following the 

guidelines.

Monitor their dog 
and play within the 

dog park.

Clean up after dog 
by picking up the 

waste using 
provided bags

Leave the dog 
park, ensure their 
dog is securely 

leashed or 
controlled

Sever a cup of 
coffee is public 
space, utilizing 

provided facilities

play board game 
in public space 
enioying social 

interaction

utilize available 
printer

engage 
indiscussion or 
hold meeting in 

public space

routinely review 
daily updates and 
information from 
various sources 

regularly check 
and promptly 

respond to email, 
ensuring efficience 

communication

send out regular 
newsletter or 

activiting email to 
keep tenants 

informed

interacts and  
share information 

with various 
department

send personalized 
email to tenants, 

addressing 
specific concerns.

Waste of 
resources

repair tools are 
expensive for 
short-term or 
short-term or 
interactional 

tenants

out-of-stock 
causes long-time 

waiting

cannot fix it on 
time because of 

shortage of master 
staff

not cost-efficient 
enough

need to wait for a 
long time in 
waiting list

Don’t have tools 
for self-repair

hard to diverse 
the minor from 

major

long-duration of 
the repair

untransparents 
price/charge

Next to wait

Lack current 
platform / 
channels

Limited space for 
tenants

unfixed parking 
spot - need find 

every time

sometimes are 
occupied by the 

visitors

car accident
oversized trash 

like furniture hard 
to copy with

Hard to carry 
oversized trash to 

disposer

Sometimes cannot 
control dogs 
because dog 

cannot 
understand human

Don’t want to 
clean up bexause 
of dirty dog shit

fighting between 
dogs causes dog 

injuries

overuse of public 
supplies

limited space for 
teants to use at 

anytime

public supplies not 
replenished on 

time

delay of respond 
because of too 

many emails

delay of sending 
newpaper because 

the limited 
information 

transformation in 
small apartment

can not 
communicate with 
other department 
in time because of 

different time 
schedule

messy mailbox of 
inquires and 
complaints

untimely up dating

lack of 
engagement and 

motivation because 
of messy 

management 
system

high costing of 
proper manager

waste of 
resources

the noise of the 
public space 

causes unsatisfied 
user experience

unknown damage

overcrowding 
tenants because 
of limited space

feel embarrased 
when socializing

cannot sort it 
correctly (cause 

fine)

dirty & smelly

can not put all of 
trash in the proper 

bag

ununiform rule

don’t fully 
understand the 

rule - unspected 
charge

limited parking 
area

Receive the repair 
order from the 

tenant collecting 
all info

“if I don’t report an 
emergency, may 
have to wait a 

long time.”

“some 
replacement 

items not in stock 
need order then 

delivered and 
replace too long 

time.”

“need to review 
the contents of 
each report is 

time-consuming”

“finding spot is 
very hard when i 

am driving”

“unpack box... very 
tired”

“throwing trash 
need to walk far 

away”

“print process is a 
little confusing 
and complex”

“clean up dog... 
very ewwwww”

“not suitable, very 
noisy”

“check too many 
things one day, 

and many reports 
are boring”

“back and forth 
communication is 

very painful via 
email”

“playing with dog 
is very happy”

“atmosphere is 
very good and 

suitable for friends 
to play”


