Experience Principle: Transparency & Responsiveness
1. Criteria: Maintain transparency by providing a detailed, accessible list of all prices, fees, and fines associated with the property.
2. Criteria: Establish explicit tenant responsibility guidelines to align expectations and foster a harmonious living environment.
3. Criteria: Implement a streamlined system to track and communicate the progress of repair and maintenance tasks in real-time,
ensuring prompt resolution and enhancing tenant satisfaction.

Experience Principle: Commercial Value Maximization Experience Principle: Dynamic Space Utilization & Management
1. Criteria: Foster strategic collaborations with external merchants to enhance tenant benefits and diversify service offerings. 1. Criteria: Design versatile function rooms to accommodate diverse tenant needs, ensuring effective
2. Criteria: Develop add-on customizable services tailored to tenant needs to improve satisfaction and retention. space utilization.
3. Criteria: Optimize property utilization by renting spare spaces for commercial purposes, introducing additional revenue streams. 2. Criteria: Implement a seamless booking and appointment system for ease of access and efficient
4. Criteria: Solicit external merchant advertisements and promotions to cultivate a vibrant and resourceful community environment. management of shared amenities.

Experience Principle: Tenant-Driven Services
1. Criteria: Implement a user-friendly platform for easy rental of property tools and services.
2. Criteria: Establish a tenant resource-sharing initiative for shared use of tools and other items.
3. Criteria: Create a mutual-help platform for tenants to exchange services, advice, and support.

EXPERIENCE Experience Principle: Proactive Employee Engagement
PRINCIPLE 1. Criteria: Promote regular staff-tenant interactions through community engagement programs and adequate staff training.

2. Criteria: Standardize property inspections and task tracking to maintain property value and ensure efficient service delivery.
3. Criteria: Optimize the KPI system with clear, regularly updated metrics and real-time performance feedback to foster continuous
CRITERIA improvement and competitive adaptability.
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CONCEPT Proactive Employee Engagement H Tenant-staff Performance Feedback Transparency & Responsiveness H Openly Available Service Charges and Penalties ‘ H Definitive Service Level Classifications

‘ H In-House Advertising Opportunities service lnfrastructure H Functional Zoning of APT Service Spaces ‘ H Reservation Systems for Shared Spaces ‘ H Reservation Systems for Shared Spaces

Market Value |nitiative H External Merchant Collaboration ‘ H Renting Out Available Spaces \; Additional Chargeable Services

‘ H Real-Time Service Request Updates

Tenantlsustuinbale_Driven "ﬁtiqtive H In-House Maintenance Tool Rentals ‘ H Tenant Tool Sharing ‘ H Neighbor Aid Networks ‘ H Incentivized Mutual Aid

‘ H Preventative Maintenance and Workflow Surveillance ‘ H Per Driven KPI Optimi;

IstStep | IstStep |

What is service Evolution map?

This evolution map has been constructed in a way that clusters different concepts

Go Through These Steps in Each Phase

Initiate

iststep |

A feature of service needs to be created to host In-
House Maintenance Tool Rentals & Sharing

Conduct primary research through surveys, interviews,
and workshops with apartment tenants to understand
their needs and preferences for in-house tool rentals

Gather insights about what types of tools are most
commonly needed

A feature of platform needs to be created to host
Tenant-Staff Performance Feedback

Primary research workshop with apartment service
staff to understand what types of performance need to
be evaluated

Meet and interview tenants to understand factors
which effect the customer satisfaction rate related to
service staff

Outline potential criteria of performance related to

apartment service staff

Decide on Tenant-Staff Performance Feedback build

Develop information architecture using the outline and

the insights gained

£\

Iststep |

N

Outline potential types and categories of tools to be
rented out and shared based on the research.
Consider factors like safety, ease of use, and
maintenance needs of each tool

Develop an operational plan for tool rental and
sharing, including check-out/check-in procedures,
tracking, maintenance, and liability waivers

Gather insights about the level of skill and comfort
among tenants in performing minor repairs

N

Gather insights about potential challenges they may

Decide on details like rental duration, pricing, and
penalties for damage or late returns

A bulletin board needs to be created to host openly available
service charges and pendiities

Conduct primary research workshops with apartment
% managers to gather all relevant data that needs to be
displayed regarding service charges and fines.

Affinitize data collection and define the content for new bulletin

board

Outline the list of available service charge and penalities

Announcement the Available Service Charges and Penalties

=

A channel of increasing commercial value needs to
be created to host External Merchant Collaboration

Identifying potential merchant partners

Develop a detailed partnership proposal that Approach the shortlisted merchants and propose Announce the new partnership to tenants via emails,

L h - t
highlights the benefits for the merchant —> || collaboration opportunities —> || notices —> [ Lounchapop-up even

1st Step

A VN Primary research like surveys and interviews with

Conduct a observation and research that align with
the lifestyle and preferences of the tenants

Surveys or tenant interviews can provide insights into

" N " " A public space with clear functional division
Involve offering discounts to residents or setting up P . P % tenants to understand what functional zones of % List the common areas that tenants expect to use
. N - . - . belonging to the property management . P
service points within the property. Negotiate terms % Highlight the benefits they would get property spaces they need in their daily lives
that are favorable to both parties

The proposal should also outline the expectations
from both sides >

—> H Determine MVP requirements

T | i i [ iststep 1

. Assign apartment service team who will be Open plan space (Functional facilities, amusement
Resource allocation to understand external resource

‘ % Find an interior design team for space rationalization %

Show interior design drawings to tenants in a
workshop and test their usability to get feedback

Announce to tenants the functional zoning of the

interior design drawings common space and teach them how to use it

Interior designers plan the space rationally to allocate

Layout workshops for tenants to immerse themselves

. . . [ Resource allocation to understand external resource Assign apartment service team who will be Identifying and finding the Third part company or Determine MVP requirements Coding and UI&UX interface to match project (if need) Develop and lanuch a smart and feasible feature on Notify the tenants and apartment service staff face desired services and preferred businesses ) c . responsible for the design and manage functional — || faciities, consuitant space, common lounge, pantry, itinto different functional areas and produce — ¢ f © ! ing tc ¢
to g et h er tOWCI rd redac h N g A p a rt men t service t ran Sfo rma t ions C ore P ur p ose TO Su p p (o) rt . ongAG 9 (i need) and intemal time and budget responsible for the concept or feature development team who will be able to working on the project — || website orappas aMvp I o team who willbe ibloforthe projoct | ——3 | | project manager (if need) and internai time and budget —> y ) > in eqch functional area and record feedback drawings provided by the interior designer
: « The team should discuss the cluster of capabilities cards they are responsible for T wsp | ' , 0
— - i i i N . Consider the feasibility, costs, and pricing of each Establish partnerships with suppliers or service . . .
. . . . . \l’ Unders'tand tenants’ willingness and ability to share g:zlr::z:::;::::’:g;gi::nr::ler:g:ul qul:lesneefjs to understand the types of add-on services that would Develop the add-on services. - service —> roviders to provide these services — Implement the add-on services —> Promote the services to residents
t h C P h t d E P I t h t d H OW t h M ‘154 tools with each other. geable Services be most beneficial and attractive to your tenants P P
e Ore Urpose We Gve Creo e Xpe“ence rlnCIp eS G gl.“ e IS pU rpose ° Understqnd dependenCIeS between CO qullltles (the Grrows) Creating training and on-boarding guides for I Abartment service manager Private space (Individual room, multi-person
. . . . . 9 PHASE1 Apartment service manager apartment service staff ST Assign apartment service team who will be 7 service staft Could include pet care, cleaning, cooking, o moving T Ensuring there's a system in place for requests and ¥ ¢ collaboration space, etc.)
should be enacted, with criteria that defines the action needed to ideally reach these - With the team, translate the capability cards into project activities on a project plan oo . [ P e e e | | oot P
. . baseline for apt N —— - " " i
object|ves. . |dentif bl | t d block t el _ Consultwithproperty managerent tears and T ‘ } T _ — - _ —— e —— Rosource alocation o understond extemal resource A28 cporont soNiow Wi WhO WD et content and featre s
e n I y e n G e rS, G C C e e rG O rS, G n O C e r S O yo u r S u C C e S S Content, and feature writers Apartment service manager and staffs ir:,a::j::;‘j ::::,Zystem the ofan Build Tool sharing channel Understanding current policies during the build process % Check governments policies for apartment service polices (if need) and internal time and budget and management ]
W
- Identify stakeholders, Internal Partners, or customers involved in the work and create a > T B
. . . . . . . _ — i poty company o teofor nterier cesign
This evolution map shows how to guide initiatives to reach their target experiences. This lan f t - _ N
map visualizes the phased roll-out of different concepts throughout multiple O erétion PR Torengagemen iy _ e 7
- Tst St ’—‘
p p p g p p : un::rs:c;naing current policies requirements duting IstStep | Jststep ) — - ) Check governments policies for anartment merchant Reach the agreement with @ merchant, ensure all Once terms are agreed upon, draw up a legal Cleaning Team
00 o o o o o o A s ses s the build process Develop data protection and control programs Enforcing policies to data control and data protection Ensuring quality and standardisation for the feature Understanding current policies requirements during Check g policies for service Establish clear rules and guidelines for tool sharing to t';‘::z‘::::;&z::’fe"‘ policies requirements during co“nbogmﬁon P P terms are legally outlined and both parties agreement outlining the partnership details and have
. " 4 it P P N PR, . . |
Initiatives; starting with the near-term (Phase 01) and ending with the fully-realized i ———
o . . . ¥ Gheck governments policies for additional Reach the agreement with thrid party of service
. . . o ey . Includ tool handling, return deadlines, and N rovider, ensure clear service categories and
(Phase 03) experience. Unlike road maps that are date driven, evolution maps focus on - Convene with champions or counsel governing the work and initiate Conversation picintakrhierloi- At seices f parment Fepepaempngoewores s evtnodprocom
phases of an experience, each with clear actions that are necessary steps towards Framework (see conversation framework diagram below for guidance) e
. M M . . . 1 . . . .
growth and scale. This particular map shows the interconnectedness of multiple - Identify what worked, what didn't, and any key considerations or uncertainties for each
initiatives and concepts and are prioritized from left to right based on priority and cluster
. . : l l
dependency. - Based on the team'’s assessment determine what needs to change before moving !
2nd step |
. A EE | Monitor the performance and benefits of pop-up gularly evaluate the part Adjust the partnership terms or consider new partners
forward in order to scale the work or move onto next steps e et ko bann ek
tool rental and sharing service
Who is it for? How it serves vou? « Determine what the team has the capacity to commit to and if any additional team S 3 T
L] y [ . . . 2":: s"tept  onoldors feadback troush " — TR oy | o foodbaok o dorerrrn ——— PR P o A 'emur; of platform nesds to be created to host Conduct primary research through surveys, interviews, Identity common areas where assistance is frequently Work with a software development team to create an Develop and lanuch a smart and feasible feature on A standard of maintenance service needs to be created to host Collect and understand the data on il relevant service Collect and understand the data on ail relevant service Determine the level to which the maintenance classification Announcement the Service Level Classifications services ::rr"l‘i’;:'9:;:i‘:yd:]s:gur":;‘i:'e:::::ﬁz‘;’":ﬁi:’:{:'
. . . Lo . m e m be rS’ Std ke h O I d e rs O r pq rt n e rs n eed to be I nvo |Ved I n th I S n eW p h 0 Se y;i:‘; tsh'c;uegr::a :st:: ack through an online u:e Ic::I:ul:gosrylsaﬁr::p:b|ﬁl|eersmn|::dle(;n;:]arlle:sey in Incorporate feedback to determine optimized workflow sf:iﬁ.’;n'::e" ative Maintenance and Workflow Neighbor Aid Networks tahnec:r\:vc;rlr:;:::sv::r;:g:trm:rl;::::it;r:g:rr;derstond required. online platform that facilitates neighbor aid Determine MVP requirements Coding and UI&UX interface to match project (if need) website or app Notify the tenants and apartment service staff service level classifications list — ;e’g:z:ng\il::::g common maintenance needs and Le'g::::ngzlr\:‘(jgg common maintenance needs and belongs. q P P ’72“ step - - e e e e e — : — - -
For a nyone who m ay be involved The ma P wi Il serve to inform initiatin g v iy | oo ekt myp itirough the 3 || smace vangs ant Goatne et ronames o | == || tonants to understand tenantsatttudes towards e ot e osemation sysiam Fectcctens orthe s || potermine Mvp v2requirements Bl - urrorting ifweb system Interior desigriers improve design drawings new interio design crawings et tamants et toaeing of e venge rocess
Conducta thorough audit of the apartment property Research the local market to understand what type of Conduct a feasibility study, taking into account % Develop a pricing strategy based on the size, location, ﬁ Develop a marketing strategy to attract potential % After the spaces are rented out, manage the areas to of being unable to know if space is being reservation system for public space
2nd step N N N i ify i busine might be interested in the zoning regulations and any potential disruption to L ' ' ensure cleanliness, maintenance, and minimal d Iting in dupli i )
t h ro u g h O u t G n y i n iti G t i Ve to i n fo r m p rOj e Ct S’ p rOj e Ct te G m S’ ro G d m G p S M eq S u re :Ex:e:::‘\r:::t::::;es x::z::;::ce and Workflow Select apartment maintenance staff to test with g;:::::g r:;as::\';i :::: ;)fn-boarding guides for l:;;::; sf:;u;ei :::?u?:: f.’;nuiﬂztgczz ;:q;e;te :\nd oating vanng ot on-bocrdng oo N :Ts:cv;|(h maintenance staff to corporate decide the level of Iteo;::;\:; l»J/(underused spaces that could potentially be e zoning o y and desirability of the spaces renters eSS used resulting in duplicate trips to space] \L \L
apartment service staff and tenants \L
th f the intended fut d t pl Th d S— . — , , E— — S— — —
e m O e I n e n e u u re VI S I O n G S O n p rOJ eC p G n n I n g . I S I S O g u I e O EV0 I u Ote O fte r eq C h P h G S e h OW t h e p roj eCt WO r k teStS O g G i n St th e Expe rie n Ce P ri n Ci p I e \l, Iststep | . - . . - ‘ Sereon audaimes an patein o v o e I‘;Z:c,emI::;:3%;227:;2?::;?:?:is;’:;ny :Jhn::lr‘s"l::?:;i;::"em policies requirements during % Develop data protection and control programs ﬁ Enforcing policies to data control and data protection Ensuring quality and standardisation for the feature :E:slz::?:tz:::(?rz:: designing user-friendly :::;r;g and UI&UX interface to match project (if Interior designers design matching interior
o . e Notify maintenance staff about the new workflow of Understanding current policies requirements during Check governments policies for ap service platform, ensuring respect, privacy, and safety for all approaching businesses
well as all of the interconnected to reach the future-state vision and . '
criteria (found above each cluster) —
O C iVi ies G n d O r n e rS Wh O n eed O Se rves G S d OC u m e n G io n O i nfo r m zn:ns;:Zt;nding curront policies requirements during Gheck governments policies for apartment renting Consult with legal experts to ensure that leasing out Negotiate the lease agreement, ensuring to cover all
t t p t t t t t . . . . . . . S out available spaces spaces comglies .wi'th local laws, zoning regulations, - terms and conditions, including duration, price, and
- Determine if the outcomes have met the Experience Principle criteria. How do we
. .
be involved. the process and collaboration. W
now?
- Determine success metrics for each Phase and markers that signal that the Phase is
[ ]
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- Create logical groupings of capabilities (clusters) that encompass a project or body « Determine how you will measure that success and end-of-Phase milestones
. .
of work « Determine if the outcomes have met the markers for success. How do we know?
3 q o o o Q 3rd step
— o — o s T — _
« ldentify and convene the role or team responsible for delivering the service experience e e s s e ¢ e wernap i eprene o o Evegae o e s e o ren P ——
effectiveness what types of incentives would motivate tenant tool sharing and neighbor aid platforms tenant particip: service request updates system — | | userfecdback to understand needs
+ Choose a champion in leadership to guide the work, create a check-in cadence 0 \; ;
/4
9 H 1 1 1 > Roll out the incentive program Inform all tenants about how incentive program works llocation t xternal (if need) Assi tment service t ho will b ible for th Identifying and t with technol rtners who will b Coding and UI/UX feature t \vt hthe project objecti Devel t MVP requirements related to the project Devel I-ti i t updates systs Launch and t the real-ti i t 3"dd:'e‘§¥ high-visibility areas after providing other i isi i ini i
« Each P hase should deliver a com P lete iteration of the service ex perience and the benefits they can gain o ot v Buign roseures finee reatotmg s reqm s sy o o o oBY permersuhoilce cdngendifiieature o mateh he profect ojectve eUeIPMEnt MNP requirements felated o theprlee o1eop arealtime sene equestupdtes sysem s oy e ent thereat-ime senicereques spcesnics i e prpery ot o e s of ot alowec g, draton o dspiy. et e oo " oreting plan to ottract > || ettt e edvertuermente e > || Soineetoock andmake cajustmentselore | s, 1] Gevarsaments ond e revenun generated. e
Consider potential issues such as tenant privacy and adjustments as needed, such as changing pricing or
‘]/ \L S communify aesthetics P Y 1\ o(fLring special deals onop o
N
3rd St . - : . T " " -
rCollzl‘:( and analysis staff and tenants feedback Meet with whole apartment service staff and Review the current KPIs system Optimize the KPI system Implement the new KPI system and monitor :;Oizilrde:slz\;Tc::r?ev::::;E:::;::;:z:\or promotion Project manager Couldinclude communal areas, hallways, slevators, T T I?fz:::I:Z::‘:::::::isgs:;g;:?:::;’r::iin;ms
% maintenance staff to understand their needs and ﬁ performance or parking lots N . . . ’Tm
capabilities odverteing In g residentil communty Launch the new version of the reservation system to
- - o 1\ dstep | J/ Gather feedback and analysis results % Outline the further optimized options % Decide next version of MVP % Coding and development the MVP v3 % tenants and teaching of the usage process 4
B L g 3rd Step | Launch a pilot program with a small group of tenants — || ©ain feedback, and make adjustments before a full- —> || continue to monitor the platform, provide user —> | | Periodically update the platform based on user " " N ,Tmp\
. = . . . . Understanding the company objective and vision N Build principle for aligning with objective and vision Collect feedback from staff to test the platform scale launch support, resolve conflicts feedback and changing needs — Third party for developing, coding, and supporting Undorst ! . ool i e durt Check governments policles for apartment Develop a policy outlining what types of Ensure the pollcy complies with local regulations and
nderstanding current policies requirements during dvertisements are allowed, how long they can be
= Initial Conditions + Readiness State : Connect : Convene to discuss what we have accomplished : P — || comtarenss s vy cnse | f] T
H » K . H 1\ J/ || isplayed, and the pricing structure
H . o , 0 H J
E . : : ¢ Reflect: What works, what doesn’t, what changes should we make? E vt e o roions s noodd oo ot odbac,
: Culture Conversation Framework: Intentional conversations should be desi gned : A vV : J d . : : Feguir et th feciveness o e ncetie bartipetion v, and the mpacton commany ot
L] y +
: , ) : -, Inspect: What value has been created as a result of our actions? :
: across time to support the evolution. : P : i ; ; 5 i
: : rospect: Who, When, and what are we willing to commit to going forward? :
: E : ! ! : : Understanding current policies and maintaining requirements Developing policies to data control & protection and tracking Checking the current local policies to make sure the project is Ensuring quality and standardisation by the real-time service
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