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Introduction
Project context
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Introduction

Theme
Building Trust in the Rental Housing Market

Process
- Understanding the ecosystem (Stakeholders, As-Is Blueprint) 
- Understanding users (Interviews insights)

- Selecting the focus (Priority Matrix)

- Designing the solution (Persona/Journey, Flows, Redesign Proposal)

Outcome
A redesigned solution for trust-building at the listing stage
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Stakeholder Map
Understanding the service ecosystem
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Primary
Tenants, Landlords

Secondary
Online rental platforms, Real estate agents, Building management

Tertiary
Roommates, Friends, Family

Stakeholder Map
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As-Is Service Blueprint
Current journey, pain points, and critical moments
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What this blueprint shows
- The end-to-end rental journey 
- Visible vs. hidden system processes 
- Key touchpoints for tenants and landlords 
- Critical moments where trust drops 
- Opportunities for redesign

As-Is Service Blueprint

Please zoom in to see the details
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Interviews Key Findings
Core insights that shape the redesign direction
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Affinity Mapping

Inability to 
verify listing 

accuracy

Lack of profile 
signals

Need for past-
behavior 
visibility

Reliance on 
unverified text

Missing 
personal cues

Lack of tenant/
landlord 

references

Invisible 
responsibility 

history

Desire for 
official proof

Trust signals in 
response 
patterns

Verification & Authenticity Personal & Behavioral Trust Signals Behavior History & Fairness
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Findings

Users cannot verify the authenticity of listings or 
ownership.

The lack of official verification creates uncertainty, forcing 
tenants and landlords to rely on unverified text and 
assumptions.

Trust is shaped by small personal and 
communication cues that are currently missing.

Users depend on profile details and communication 
patterns to assess trust, but these signals are inconsistent 
or unavailable.

Past behavior is the strongest indicator of trust, 
yet invisible on current platforms.

Tenants and landlords want visibility into rental history, 
responsibility, and references to make informed decisions.
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Priority Matrix
Identifying high-impact opportunities
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Priority Matrix

Priority 1
Verification badges, ratings

Priority 2
Reply rate & post-move support

Priority 3
Digital contract & condition checklist

Easy-to-read 
Digital 

Contract

Visible 
response time

Create optional 
post-move 

support tool such 
as feedback 
collection.

Ratings and 
feedback from 

previous 
landlords/

tenants

Verified 
property and 

landlord/
tenant badges

Landlord pre-
viewing 

condition 
checklist
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Touchpoints for Redesign
Key service moments selected for improvement
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Personas
Tenant Landlord& 
Developed directly from the target users and their interview insights, 
representing the core needs, behaviors, and trust-related challenges of 
each side.
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1

Listing


The property is made 
publicly available on the 

market.

2

Interest 
Expression

The first point of 
contact between both 

sides.
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Inquiry & 
Communication

Exchange of questions, 
details, and scheduling.
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Viewing


In-person or virtual 
viewing of the property.

5

Decision & 
Agreement

Final decision and 
contract arrangement.

6

Post-Move 
Relationship

After-move interaction 
and ongoing 
relationship.

Customer Journey Map
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Please zoom in to see the details
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App
- App Entry

- Home > List

- Saved

- Messages

- Menu

Site Map

Please zoom in to see the details
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Please zoom in to see the details

Tenant Landlord

User Flow
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Redesigned Touchpoint 
Presentation
Proposed solution
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Service Name

Trust Lease
The core of the rental experience isn’t just the 
property or the contract, but the trust between 
the people involved.
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Brief 

Facts

Home

Introduction

Verification Badge 

(Home)

Verification Badge 

(Landlord)

Home > Listing

Home (Default) Home > Search Home > Listing > Scroll 24



Verification Badge (Home) Verification Badge (Landlord)

Popup describing 

the verification process 


for the badge

Verification Badges (Home & Landlord)

Verification Badge (Tenant) 25



Home > Listing > Detail

Home > Listing > Detail

Home

Introduction

Landlord’s name, age, job, 

rating, review count, 

years on platform

Brief 

Facts
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Home > Listing > Detail > Scroll

Trust-building micro stories

Home > Listing > Detail
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Home > Listing > Detail

Home > Listing > Detail > Scroll

Facts, Features
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Swipe left Swipe right

Swipe left to move on

Swipe right to save

Contact the landlord 

directly

Home > Listing > Detail
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Messages (Tenant account) Messages (Landlord account)

Messages

Average response time

Response reminder label
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Ratings & Reviews

Reviews (Tenant account) Reviews (Landlord account) 31



Reflection
Takeaways
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Reflection
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This project started from a frustration I’ve personally experienced many 
times. As I worked through the process, I began to see the rental 
experience as a whole journey and to understand how trust is actually 
formed within that journey.



Throughout the project, I had to constantly shift between the big picture 
of the service and the smaller details. This back-and-forth thinking 
helped me look beyond surface-level issues and focus on the deeper 
needs and emotions.



Even though I interviewed only four users, I still gained unexpected 
insights at moments I didn’t anticipate. It showed me how important it is 
to rely on real user evidence rather than my own assumptions, which is a 
core principle of design thinking.



Using tools like the blueprint, customer journey map, and priority matrix 
helped me break down the problem more clearly and understand which 
touchpoints actually influence trust.



Overall, this project helped me realize that service design is about 
defining the right problem and understanding users deeply enough to 
justify every design decision.



Thank You
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