
Risk & 
Assumptions 

Matrix 

Process Guidance

The Risk and Assumptions Matrix is a highly useful tool employed in the service 
design process to systematically identify, categorize, and manage the 
potential risks and assumptions involved in a project. The matrix aims to 
uncover, articulate, and challenge the risks and assumptions, in order to 
improve decision-making, increase the predictability of outcomes, and 
mitigate potential problems in the project execution.

Identify Risks and Assumptions: Each team member lists out what they 
perceive to be the known risks, assumption risks, and unknown risks pertaining 
to the project.



Affinitization: The team then collectively organizes these items into related 
groups or "affinities." This process allows us to find patterns and relationships 
in the data, making it easier to analyze and understand.



Secondary Research: The matrix is then used to guide secondary research. 
This research may validate or challenge the identified risks and assumptions 
and uncover new knowledge, which is then fed back into the matrix.



Revising: Based on the affinitization and further research, the risks and 
assumptions are reviewed, and the matrix is revised accordingly to ensure it 
accurately reflects the project's context and potential pitfalls.


assumption risksKnown Risk

Affinitization

Revising

These risks stem from our assumptions about the project. They occur when 
assumptions we've made turn out to be incorrect or not fully accurate. For example, if 

we assume that all users have the same level of tech literacy, we risk overlooking 
those who might need more assistance or different tools.

Unknown Risk

These are risks that we are already aware of, and can anticipate based on prior 
knowledge or experience. For instance, technical issues that may arise when 

implementing a new software system.
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These are risks that we cannot foresee, and are therefore unable to prepare 
for in advance. They may be due to factors outside our control, like sudden 

changes in market conditions, new regulations, etc.
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Savannah's rental 
market caters mostly 

to younger 
demographics.

Savannah's rental 
market caters mostly 

to younger 
demographics.

These young renters 
are highly sensitive to 

rental prices.

Apartment location is 
a key factor for 

renters in Savannah.

Tenant turnover is high 
in Savannah, 

impacting property 
management income 

stability.

High tenant mobility 
creates challenges for 

long-term revenue 
planning.

Property management 
companies are often 
dealing with frequent 

tenant changes.

Old apartments in 
Savannah require 

regular maintenance 
and updates.

The challenge of 
maintaining older 

buildings is a 
significant burden for 
property management 

companies.

Tenant satisfaction 
can be influenced by 

the state of the 
apartment's facilities.

Millennials and Gen Z 
make up a significant 
portion of Savannah's 

renters..

There is a trend 
towards demanding 

higher-quality 
furnishings in 
Savannah's 
apartments.

We originally thought that 

most of the apartment 

tenants in Savannah were 

satisfied with the existing 

apartment facilities and 

services, but in fact, many of 

them gave some negative 

feedback about the 

apartment facilities and 

services.

We originally thought that the property 
management company's job was mainly to 

handle tenants' problems and complaints, but 
in reality, they also had to handle a complex 

set of management tasks such as rent 
collection, facility maintenance, and contract 

management. This gave us a deeper 
understanding of the role of a property 

management company.

The apartment rental market 

in Savannah is primarily 

geared towards a younger 

demographic, including 

students and young 

professionals, who are more 

sensitive to rental prices and 

location.

Property management 

companies often lack 

effective communication 

mechanisms in dealing with 

tenant issues and complaints, 

which has led to widespread 

tenant dissatisfaction with the 

quality of service.

Millennial and Gen Z tenants 

have higher expectations for 

apartment amenities and 

services, but the existing 

property services often fail to 

meet their needs.

In addition, the growth of the 

used furniture and home 

furnishings market heralds 

higher tenant demand for 

amenities within apartments, 

yet existing apartments often 

fail to meet these demands.

Tenants may expect 
their apartments to be 

furnished with high-
quality items.

The rising used 
furniture market 

indicates a preference 
for quality in interior 

design.

Apartment amenities 
may need to include 

better quality furniture 
to meet tenant 

expectations.

The growth of the 
used furniture market 

may lead to increased 
tenant demands for 
upgraded apartment 

furnishings.

Younger generations 
of tenants are 

demanding better 
amenities and 

services.

Amenities can be a 
deciding factor when 

choosing an 
apartment in 

Savannah.

The demand for 
enhanced apartment 
amenities is on the 

rise.

The used furniture 
market in Savannah is 

growing rapidly.

Tenants in Savannah 
are generally satisfied 
with their apartment 

facilities.

Tenant complaints are 
not common in 

Savannah's apartment 
market.

The complexity of 
property management 

tasks is low.

Property management 
companies in 

Savannah primarily 
focus on problem-

solving.

The operational tasks 
of property 

management 
companies are simple.

Property managers 
don't have a significant 
role in the upkeep and 

maintenance of the 
apartment.

Apartment amenities 
may need to include 

better quality furniture 
to meet tenant 

expectations.

The growth of the 
used furniture market 

may lead to increased 
tenant demands for 
upgraded apartment 

furnishings.

Rent collection is not a 
significant part of 

property management 
responsibilities.

Property management 
teams have minimal 
involvement in rent 

collection.

Contract management 
is handled outside of 

the property 
management team.

Existing facilities and 
services in Savannah 

apartments meet 
tenants' needs.

Property management's 
primary role is dealing 

with tenant 
complaints.

Property management 
companies are largely 

reactive, addressing 
issues as they arise.

Apartment services in 
Savannah meet the 
expectations of the 
majority of tenants.

Negative feedback 
from tenants is a rarity 

for Savannah 
apartments.

Savannah's apartments 
typically provide high-

quality facilities.

Service quality is not a 
significant issue for 

tenants in Savannah.

Communication 
mechanisms within 

property management 
companies may be 

ineffective.

Millennial and Gen Z 
tenants may have 

unmet needs 
regarding apartment 

amenities.

The growth of the 
used furniture market 
could indicate unmet 

needs for higher-
quality apartment 

amenities.

Current apartments 
might not meet the 

rising expectations for 
high-quality 
furnishings.

Property management 
companies might be 

unaware of the 
shifting expectations 
regarding apartment 

furnishings.

There could be a gap 
in providing the kind of 

furnishings expected 
by tenants in their 

apartments.

Property management 
companies may not be 

keeping up with 
evolving tenant 
expectations for 

amenities.

The increasing 
demand for better-
quality furnishings 

may not be adequately 
addressed by current 

apartments.

Existing apartments 
may not be equipped 
to cater to the rising 

demand for high-
quality furnishings.

Existing property 
services might not 

match the 
expectations of 

younger tenants.

There could be a 
significant gap 

between what younger 
tenants expect and 

what is offered.

Property management 
companies may not 
fully understand the 

needs of Millennial and 
Gen Z tenants.

The amenities in 
current apartments 

may not meet the 
expectations of 

modern tenants.

Tenant issues may not 
be efficiently 

addressed by property 
management.

Complaint handling by 
property management 
companies could be 

subpar.

Widespread tenant 
dissatisfaction might 

exist due to poor 
service quality.

Communication gaps 
could be a major 

contributor to tenant 
dissatisfaction.

Tenant turnover is high 

in Savannah, 

impacting property 

management income 

stability.

The challenge of 

maintaining older 

buildings is a 

significant burden for 

property management 

companies.

Millennials and Gen Z 

make up a significant 

portion of Savannah's 

renters..

There is a trend 

towards demanding 

higher-quality 

furnishings in 

Savannah's 

apartments.

Tenants may expect 

their apartments to be 

furnished with high-

quality items.Younger generations 

of tenants are 

demanding better 

amenities and 

services.

Savannah's rental 
market targets younger 

demographics, 
sensitive to rent and 

location.


Savannah's rental 

market caters mostly 

to younger 

demographics.

Savannah's rental 

market caters mostly 

to younger 

demographics.

Tenant satisfaction 

can be influenced by 

the state of the 

apartment's facilities.

The rising used 

furniture market 

indicates a preference 

for quality in interior 

design.

The used furniture 

market in Savannah is 

growing rapidly.

Millennial and Gen Z 
tenants seek superior 

amenities in 
apartments.


The growth of the 

used furniture market 

may lead to increased 

tenant demands for 

upgraded apartment 

furnishings.

Managers struggle to 
maintain older 

apartments, impacting 
tenant satisfaction.


Apartment location is 

a key factor for 

renters in Savannah.

Apartment amenities 

may need to include 

better quality furniture 

to meet tenant 

expectations.

Amenities can be a 

deciding factor when 

choosing an 

apartment in 

Savannah.

The demand for 

enhanced apartment 

amenities is on the 

rise.

Savannah's used 
furniture market growth 

suggests tenants' 
increasing demand for 

amenities.


These young renters 

are highly sensitive to 

rental prices.

High tenant mobility 

creates challenges for 

long-term revenue 

planning.

Property management 

companies are often 

dealing with frequent 

tenant changes.

Old apartments in 

Savannah require 

regular maintenance 

and updates.

Tenant mobility affects 
the income stability of 

property managers.



Tenants in Savannah 

are generally satisfied 

with their apartment 

facilities.

The complexity of 

property management 

tasks is low.

Property management 

companies in 

Savannah primarily 

focus on problem-

solving.

The operational tasks 

of property 

management 

companies are simple.

Property managers 

don't have a significant 

role in the upkeep and 

maintenance of the 

apartment.

Apartment amenities 

may need to include 

better quality furniture 

to meet tenant 

expectations.

Property management 

teams have minimal 

involvement in rent 

collection.

Contract management 

is handled outside of 

the property 

management team.

Property management's 

primary role is dealing 

with tenant 

complaints.

Property management 

companies are largely 

reactive, addressing 

issues as they arise.

Savannah's apartments 

typically provide high-

quality facilities.

Service quality is not a 

significant issue for 

tenants in Savannah.

Most of the apartment 
tenants in Savannah 
are satisfied with the 

existing apartment 
facilities and services.


Tenant complaints are 

not common in 

Savannah's apartment 

market.

The growth of the 

used furniture market 

may lead to increased 

tenant demands for 

upgraded apartment 

furnishings.

Rent collection is not a 

significant part of 

property management 

responsibilities.

Existing facilities and 

services in Savannah 

apartments meet 

tenants' needs.

Apartment services in 

Savannah meet the 

expectations of the 

majority of tenants.

Negative feedback 

from tenants is a rarity 

for Savannah 

apartments.

The property 
management 

company's job is 
mainly to deal with 

tenants' problems and 
complaints.


Current apartments 

might not meet the 

rising expectations for 

high-quality 

furnishings.

There could be a gap 

in providing the kind of 

furnishings expected 

by tenants in their 

apartments.

Property management 

companies may not be 

keeping up with 

evolving tenant 

expectations for 

amenities.

The increasing 

demand for better-

quality furnishings 

may not be adequately 

addressed by current 

apartments.

Existing property 

services might not 

match the 

expectations of 

younger tenants.

Widespread tenant 

dissatisfaction might 

exist due to poor 

service quality.

Many property 
managers struggle with 

effective tenant 
communication.



Millennial and Gen Z 

tenants may have 

unmet needs 

regarding apartment 

amenities.

Property management 

companies might be 

unaware of the 

shifting expectations 

regarding apartment 

furnishings.

There could be a 

significant gap 

between what younger 

tenants expect and 

what is offered.
Complaint handling by 

property management 

companies could be 

subpar.
Millennials and Gen Z 

expect more from 
apartment amenities.



Communication 

mechanisms within 

property management 

companies may be 

ineffective.

The growth of the 

used furniture market 

could indicate unmet 

needs for higher-

quality apartment 

amenities.

Existing apartments 

may not be equipped 

to cater to the rising 

demand for high-

quality furnishings.

Property management 

companies may not 

fully understand the 

needs of Millennial and 

Gen Z tenants.

The amenities in 

current apartments 

may not meet the 

expectations of 

modern tenants.

Tenant issues may not 

be efficiently 

addressed by property 

management.

Communication gaps 

could be a major 

contributor to tenant 

dissatisfaction.

Growth in used 
furniture sales shows 
tenants want more 

amenities。


