
This map shows the range of experiences described by 7 interviewed & 73 surveyed 
tenants and apartment service staff. It displays their experiences, their thoughts and 
feelings through their journey. It also describes the touchpoints and channels 
interacted with at each moments.
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Stage: This refers to the various steps or phases 
in the user experience process. A stage could 
encompass recognizing a need, searching for 
solutions, evaluating different options, purchasing 
and using a product or service, and providing 
feedback after use, among other things.

Actors: These are all the individuals or groups 
involved in the experience map. In your case, the 
actors include tenants and the apartment service. 
Tenants are the primary users of the apartment 
service, while the apartment service is the entity 
providing the service.

Emotion Level: This represents the emotional state 
of the actors at each stage of the experience. It 
could be positive (e.g., satisfied, happy) or 
negative (e.g., confused, frustrated). 
Understanding emotions helps to identify the 
strengths and weaknesses of the user experience, 
offering opportunities for improvement.

Pain Point: This refers to the problems or 
difficulties encountered by the actors during the 
experience. Understanding pain points is crucial to 
improving the user experience because it helps to 
find the root cause of problems and provides 
solutions for these problems.

Description: This is a detailed explanation of each 
stage, including what happens during each stage, 
the actions of the actors, their needs, and their 
feelings, among other things. This description 
helps to comprehend the entire picture of the 
user experience.

In-depth Interview & Record

Define interview questions

Identify interviewees

Conduct interviews and record 
each point on yellow sticky 
notes

Identify different interviewees 
for customers and employees, 
and record personal 
information


Identify two targeted questions 
from both customer and 
employee perspectives
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Unify & Affinity 
Aggregate all yellow sticky notes 
from secondary research and 
interviews, and sort and affinity 
them according to content.
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Output Insights

According to the affinity, output 
the insights on the green sticky 
notes

Mapping Experience Map

Based on notes and recording 
mapping the experience map with 
journey, actors, emotion level, 
description, and pain points

5

6

Process

Tenants

Apt Service 
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Description 

Pain point

Communic
ate with 
tenants

save 
favorites

Property Search

Assess the 
property's 
condition

document any 
damages

determine 
necessary 
deductions

negotiate new 
lease terms

Assist with 
scheduling and 
overseeing the 

move-out 
process

Address any 
concerns

Address any 
concerns

Draft and 
finalize 

updated lease 
terms

vacate 
the 

property

Resolve 
conflicts

address 
tenant 

complaints

maintain a 
sense of 

community

events

Keep tenants 
informed about 

important 
property updates

request 
assistance

Coordinate 
maintenance or 
repairs to the 

property

Document 
the 

property's 
condition

set data 
and time

Assist with 
scheduling

properly 
documented

Coordinate the 
signing process

Highlight 
key 

features, 
amenities

address 
concerns

Help Schedule 
appointments

Respond to 
potential 
tenant’s 

questions

Provide 
additional 

information

update on 
various 

platforms

review 
property 
details

compare 
options

Initial Rental Needs Identification

Set search 
criteria

Understand the 
local rental 

market

Browse 
listings

Narrow 
down 

options

seek 
additional 

information

sign a new 
lease

review the 
property’s 
conditioninteract 

with 
neighbors

set up 
utilities

Provide up-to-
date listings

Address 
inquiries

Show the 
property

Provide rental 
applications

Lease Signing
Prepare lease 
agreements

Facilitate lease 
signing

Collect security 
deposit and 
first month's 

rent

Coordinate 
move-in

Perform move-
in inspection

Oversee 
maintenance 
and repairs

Manage rent 
collection

Community 
engagement

Foster a 
positive living 
environment

evaluate rental 
experience

Perform move-
out inspection

Manage lease 
termination

Manage lease 
termination

sign lease 
termination

Facilitate lease 
renewal 

discussions

clean and 
repair any 
damages

Prepare and 
execute new 

lease 
agreements

Prepare and 
execute new 

lease 
agreements

Determine 
rental needs

Select property 
search 

channels

arrange 
visits

assess the 
spacefacilities

inspect 
properties

request

 information

review lease 
terms negotiate sign the lease

coordinate 
move-in data

conduct a 
move-in 

inspection

maintenance 
and reparis rent payments

conduct a 
move-out 
inspection

negotiate lease 
renewal

discuss new 
lease terms/

Price

discuss new 
lease terms

Coordinate 
move-out

provide notice

Property Viewing: Lease Signing: Move-in: Experiences during the lease term: Move-out/Lease Renewal

Apt Service 
Managers

TenantsPotential Customers

Coordinate 
viewings

Schedule 
appointments

Move-out

Lease Renewal

Move-out
Lease Renewal

Dead End

Consider budget, 
location, property 
type, amenities, 

etc. 

difficulty finding 
the perfect 

location

difficulty finding 
apartments within 
budget constraints

difficulty 
comparing 

properties due to 
inconsistent cut 

information

limited available 
of desired property 

types

slow and 
unresponsive 

customer service
trust issues

slow and 
unresponsive 

customer service

challenges in 
scheduling visits 

to prospective 
properties

unclear of 
insufficient 

property details 
during inspection

slow or 
unreasonable 

communication 
from property 

managers

overwhelm from 
the variety of 

search platform

misleading or 
inaccurate photos 

of properties

limited availability 
of view times

inadequate or 
missing amenities

inconvenience due 
to misaligned 

mispection 
timming

incomplete or 
vague information 

provided about 
properties

lease terms are 
complex and hard 

to understand

difficulty in 
negotiating rent or 

lease terms

confusion about 
the legal 

implications of 
leas terms

hidden costs or 
fees not explicitly 
mentioned in the 

lease

lack of 
transparency 

during negotiation

feeling rushed or 
pressured into 

signing

difficulty aligning 
schedules with 

property managers

unclear process/ 
poor 

communication 
about setting date

inability to move in 
on a desired date

fear of missing 
important details 
during inspection

challenges 
navigating utilities 
setup/ unexpected 

fees

slow response or 
unsatisfactory 

repairs by 
management

inflexible or 
inconvenient 

payment methods

disputes about 
responsibility for 
certain repairs

lack of clarity 
about fees or 

charges

discomfort or 
awkwardness 

ingesting involved

difficulties/ 
conflicts with 

neighbors

uncertainty about 
the process and 

timeline
lack of clarity 

feel stress or 
pressured

disappointment 
with proposed 

changes 

difficulty initiating 
and managing 
lease renewal 

discussions

difficulty identifying 
what rpair 

stress related to 
the logistics

disagreements 
over the condition 

of the property

worries about 
potential costs 

related to property 
condition

uncertainty about 
the dealine

difficulty 
understanding/ 
agreeing to new 

lease terms

struggling to 
adequately 

address concerns 
or complaints

difficulty in 
assessing the 

value for money

disappointment or 
dissatisfaction with 

aspects or 
management

handling or 
negotiation from 

tenants

limited available 
or inflexibility of 

property 
management

Rental policies: 
rental price range, 
move-in date, etc.


Market Trends: 
rental price range, 
move-in date, etc.  

Set search criteria: 
Such as rental 

price range, move-
in date, etc. 

Online platforms, 
real estate agents, 

social media, etc

set up 
appointment with 

potential rental 
properties that 
align with their 

requirement

Tenants physically 
visit and inspect 
potential rental 

properties to 
assess if they meet 

their needs

seek detailed info 
about potential 

rental properties 
asking reloaded 

questions

Understand rights, 
responsibilities, 
and obligations. 

review the lease 
terms for chosen 

properties, 
focusing on 
aspects like 

duration, tent 
amount

Discuss rental 
price, lease 

duration, and any 
special conditions. 

negotiation with 
property manager 

discussing possible 
adjustment of 
lease term,etc

arrange the lease 
signing process, 

ensuring all 
agreed-upon 

terms

formalizing their 
agreement to the 

terms and 
conditions laid out 

in the vontant

collect the 
security deposit 
and fist month’s 

rent payment

work with property 
mange to arrange 
a suitable move-in 

info

arrange of 
electricity, water, 
gas, and internet 

services 

report any 
required 

maintenance or 
repairs to property 

management

make regular rent 
payment as per 

terms laid out in 
their lease

participant in the 
apartment 

community, 
attaching events, 

using shared 
amenities

provide formal 
notice to their 

property manage 
about their 

intensive to vacate 
the proterty

sign lease 
termination paper, 

officially ending 
their contractual 

obligations

clean the 
apartment and 
repair damage 

that occur during 
their story

conduct a move 
out inspection to 

assess the 
condition of the 

property

review the 
property is 
condition 

compare it against 
the initial move-in 

inspection

“involves handling 
numerous task”

“checking the 
renewal contract 

new prize”

“during the apartment 
insepction, you may 

come across various 
issues  that require 

attention and 
necessitate contacting 

the staff for repair”

“there are always 
additional costs to 

consider when 
moving out”

“moving out can 
be very 

exhausting”

“waiting for repair 
is urgent”

“respond to the 
tenant if there is a 
problem, you need 

to arrange 
someone to solve 

it in time”

“i don’t know how 
to participate in 

community 
activities ”

“where do i go for 
information on the 

current rental 
market?” “what criterial 

should have?”

“check each 
facility and dental 
carefully to see if it 

meets needs”

“manage 
arrangements and 

provide various 
information”

“i hope that the 
tenant sign sooner 
so that the whole 
rental process can 

be more quickly”

“many questions 
answered 

repeatedlly”

“inefficient 
response when 

asking some other 
questions”

“checking terms is 
very annoying.”

“the move-in 
inspection is very 
annoying, and it 

must be alone 
meticulously in 
case there is a 

problem ”

“need to always 
pay attention to 
the community 

movement”

“many apartment 
to choose”

“looking forward 
to the tour”

“looking forward 
to move in new 

apartment”

“very tedious”

consider factors 
like property 

condition, their 
satisfaction, 

neighborhood 
convenience

discuss possible 
adjustments to 

lease term 
(duration rent 

amount...)

agree upon the 
new lease term 

for upcoming 
tenancy period

discuss related to 
new lease term

formalizing the 
updated terms 
and conditions

conduct a 
thorough 

inspection of the 
rental property 
upon move-in 

Ensure that 
property 

information is 
accurate and 
updated on 

various platforms.

time-consuming 
process of 

managing property 
listings

struggling to 
accurately 

showcase property

difficulty in 
attracting potential 

tenants

high volume of 
inquiries - delayed 

responses

maintaining 
updated and 

detailed 
information

coordinating with 
viewing

coordinating with 
currant tenants of 
property viewings

processing multiple 
rental applications 

efficiently

time-consuming 
process of 
preparing 

customized lease 
agreements

ensuring the 
property is clean 
and presentable 

for viewings

maintain updated 
an accurate 

application forms

coordinating a 
mutually agreeable 

signing time

managing efficient 
communication 

among all involved 
parties

ensuring prompt 
payment from new 

tenants

dealing with last-
time changes or 

cancellcations

dealing with 
payment issues or 

disputes

directly on-
boarding move-in 

dates with multiple 
new tenants

ensure accurate 
documentation

disagreements 
with tenants

time consuming 
process

managing the 
cleaning and 
preparation of 

units

balancing multiple 
schedules

last minutes 
changes or 
cancellation 

causing 
disruptions

coordinate for 
timely and 

effective repairs

addressing late/ 
missing rent 

payments

handling 
complaints about 

repair timeless 
and qualities

handling disputes 
extra charges

dealing with 
emergency repairs

balancing cost 
efficient with 

quality in 
maintenance work

difficulties 
synchronizing 
schedules for 

move-out
keeping track the 
lease termination 

process for 
multiple tenants

high costs 
associated with 

cleaning and 
repairs

ensuring the 
property is left in a 
suitable condition

manage 
expectation and 

delivery bad news 
to tenants

ensuring new lease 
agreement are 
accurate and 

legally complicant

disputes over 
damage 

assessment during 
move-out 
inspection

concern about 
affordability or 
fairness of new 

lease price

identifying all 
damages and 

necessary repairs 
during inspections

apprehension 
about community 

dealing with last-
minute changes or 

problem during 
move-out

handling emotional 
or confrontational 
lease temination 

managing multiple 
move-outs 

simultaneously

difficulty creating 
a sense of 

community

managing conflicts 
and complaints

difficulty in 
handling complex 

or unique 
questions

difficulty managing 
multiple viewing 

apportiment

focus on providing 
tenants with 
accurate and 

current listing of 
available 
properties

ensures the rental 
property listings 
are updated and 

maintained

promptly response 
to inquiries from 
potential tenants

arrange and 
coordinates 

property viewing 
for potential 

tenants

conduct guided 
tours, nightlight 

features, amenities 
unique aspects of 

property

provide necessary 
property work, 

forms or digital 
application

draft the 
necessary legal 
documents that 
outline the term 
and conditions

ensure all 
necessary 

documents are 
prepared schedule 

meeting time

coordinate a 
meeting between 
the tenant and 

property managers

formally sign the 
lease agreement 

solidifying the 
contractual 

commitment

ensure payment 
are received and 

properly 
documented

facilitates a 
seamless move-in 

process

assess the 
condition of rental 
property document 

any existing 
damage

promptly address 
tenant reported 

issues, coordinate 
with maintain staff

pay rent on time 
and adhere to 

lease term

cultivates a 
position living 

environment by 
promoting 

community 
enagement

provide instruction 
on vacating the 

property, 
scheduling move-

out inspection

oversees the 
smooth 

termination of the 
lease agreement

fascinates the 
smooth and 

orderly 
termination of the 
lease agreement 

inspect the rental 
property upon 

move-out 
condition

prepare and 
finalizing new 

lease agreement

assist in facilitating 
discussion 

between tenant 
and property 
management

ensure accurate 
document, review 
and update term

ensure rent 
payment are 

receive on time


