UX/UI Case Study — 2023

Redesigning Rental
Redesigning the experience of housing search

Problem

The housing market's complexity and constant shifts ‘ Project Type: Case Study
makes it challenging for individuals seeking a place to

rent. There is a variety of housing search apps, however,

users frequently encounter difficulties leading to ‘ Role: UX/UI Designer: Research / Design/ Testing
dissatisfaction. This case study investigates the primary
problems faced by users of current housing search apps
and proposes solutions to enhance the overall user

: Skills: R hing / Wireframing / Prototypi
experience. ‘ ills: Researching / Wireframing / Prototyping /

User Testing

“How might we create a stress-free and efficient housing search app for
big city rental seekers?”

Secondary Research

Theresearchidentifies three key groups facing challenges in finding rental homes,

making them candidates for housing search apps:

1. Young Professionals and Students: Facing limited options, high costs, and
intense competition in competitive rental markets, such as large cities and
college towns.

2. New Residents: Struggling to choose suitable locations due to unfamiliarity
with the local rental market, neighborhoods, and amenities.

3. Remote Renters and International Movers: Dealing with challenges related to
unfamiliar local rental markets, laws, and regulations.

Demographic Trends

18% Contacted a
real estate agent

Pew Research Center data highlights
disparities in homeownership rates
among different racial and ethnic
groups. Notably, renting is more
common among Black or African
American and Hispanic or Latino
households, comprising
approximately 58% and 52%,
respectively. Age also influences
housing preferences, with renters
being more common among those
under 35.

43% of all buyers
looked online for prop+
erties for sale

48% of Gen Xers and
younger Boomers first
looked online for property
for sale




Online Platforms
Utilizing websites
and apps like
Apartments.com
that include from

Social Media

Engaging with
landlords and
seeking advice
through local

Rental Search Methods

Personal Networks
Relying on
word-of-mouth
recommendations
within personal

Traditional Methods
Using local ads,
newspapers, and
bulletin boards to

Real Estate Agents
Seeking the
services of real
estate agents and

identify rental property
multiple sources. communities. circles. options. management,
Competitive Analysis
Challenges: Difficulty tracking preferred listings, reliance on external
tools for organization, lack of intuitive comparison, and limited features
StreetEasy beyond NYC.

Positive: Users can request tours through the app.

Challenges: Limitations on advertising apartments as 'coming soon,
insufficient details for advertisers, and missing rent history.

&
"3 Apartments.com"

Positive: Offers commute and points of interest information for
each listing, includes property ratings and reviews.

Pain Points

Lack of Up-to-Date Listings Inaccurate Information Ineffective Search Filters ~ Communication Challenges

Users encounter difficulties  Limited details on amenities,

Users struggle with Inefficient communication

due to insufficient and lease terms, and pet policies inadequate search filters with landlords, delayed

outdated property listings.  complicate decision-making. and sorting options. responses.

Research Plan

The research aims to delve into the experiences
of individuals seeking rental housing in big cities,
specifically examining their interactions with

existing housing search software.

Objective:

To identify user pain points and needs during the house

search process with the intention of rethinking and improving

the overall home search experience.

Methods:

The research methodology includes interviews with five

referrals.

Timeline:

Secondary research: 1 week

User Interviews: 1 week

Interview Notes:

participants aged 21 to 30 actively searching for rental
homes in new cities. Both current and non-users of existing
housing search apps were recruited through participant

Interview 1:
(07/03,1:00 pm)

Interview 2:
(07/0b, 7:00am)

Interview 3:
(07/10, 2:00 pm)

Interview 4:
(07/03,2:30 pm)

Interview b:
(07/08,8:30 pm)

Stressful due to
communicaton

challenges.

Overwhelming with
changing options and

inconsistent prices.

Exhausting with

extensive searches

Nerve racking due to a
fast market and

uncertainty.

Stressful with limited
availability in good

areas

Misleading listings
and difficulty finding

desired features.

Difficulty comparing

prices.

Limited availabilily
within the expected

move in date.

Difficulty finding
reliable information
and contacting

property owners.

Difficulty organizing
the many listings on

the fast market.

Insights

Youtube, Google

articles

Word of mouth.
Instagram, Google

searches.

Apartments.com,
friends who livedin

the areas

Word of mouth

Social media,

apartment websites

Crowded interface.
lack of in-app

communication

Inability to filter based

on specific

preferences.

limited availability and

uncertainty.

Difficulty keeping
track of viewed

listings.

Constantly checking

for new listings.

User interviews highlighted common challenges such as communication issues,

misleading listings, and the need for better filtering options. Participants expressed a

desire for in-app communication features and reviews based on the area. These
findings will hopefully aim to create a more user-friendly and efficient experience.



Affinity Map

The map provides valuable insights into their pain points and potential improvements
for a smoother housing search journey. They encountered challenges related to
reliability, the fast-paced market, and difficulty in communication. One common
struggle was finding trustworthy advice and information. Users also faced issues
organizing listings and refining search filters.

Word of mouth.
Recommendations from
people | might have known
who lived in the area

Iwish | would have known
more people that have similar
interests to me that could
have recommended areas that
are best for my personality
and what you wanted

People | know who have
lived or visited the areas.
Instagram and google
searches to see the vibes
and reviews.

| can say that my overall
experience so far has
been stressful. Thisis
because the housing

market inside a big city is

extremely fast

During the housing search,
finding reliable information
and an easy way to contact
each property owner was hard
todo.

Communication

Word of mouth.

Overall experience was
overwhelming. Many options
but they all change constantly

making it hard to plan in
advance. Prices are also not
consistent.

Experience

Iwould describe my
experience as exhausting. |
had to take into account
multiple factors of the house
search process, since |
haven'tactually officially
lived in these areas.

Ithink having an in-app
communication feature could
help solve the communication
issue that many of these apps

have.

The most reliable
information was from
friends who lived in
these areas. Although
online blog posts were
also pretty reliable
sources as well.

I think maybe knowing more
people that lived in these
general areas could have

helped me understand the
search better.

Stressful. Finding a secure and
affordable area that you
actually like is hard and takes
time to accomplish.

The process is nerve racking
because of the fast market and
uncertainty.

I think having reviews
from people is actually
great. This leaves out
places that will not be

greatto live in from the
getgo. Reviews from past owners or

people who know the area
would be the biggest
advantage because people
trust other people who were in
their same position

Reviews

Reviews based on the
area, price drop or rising
predictions. Predictions

on leases coming up

They do not allow me to
filter based on dens, or
lighting options
Aspecific pain point that
I've encountered with the
current solution that | use is
that | wish there was an
option to prevent alisting
from showing up once |
already looked atitand
decided I don't want to
pursue it.

Organization

. As for the proximity
requirement, | have to
figure that once | find the
apartment listing where
the address is included.

Forthe lighting | searched
for pictures of many places
in the areas | was looking
forand visited the ones that
looked promising

Some places offered new rental
discounts. Like free 2 months,
etc. this made it hard to
compare to other places what
the actual prices would end up
being for each place with the
different discounts.

Afrustration that | have when
using housing search apps
would be thatit's hard to keep
up with the listings that you
saved or that you already
checked out.

I have alist | take
physically to each
location and use the
filter on the rent apps.

The biggest challenge that |
have faced during my housing
search is finding an apartment

that checks all the boxes. It
doesn't help that some listings

are misleading when they
specify the price, or the pictures
look nothing like the
apartment.

Challanges

Not many availability at good
places. You needed to be
checking constantly for new
leasings because they would
rent really fast

When | did my search, a
challenge was not finding
many places that had
availability in my expected
time of moving.

During the housing search,
finding reliable information
and an easy way to contact
each property owner was hard
todo.

Empathy Map

The map provides valuable insights into their pain points and potentia
improvements for a smoother housing search journey. They encountered challenges
related to reliability, the fast-paced market, and difficulty in communication. One

common struggle was finding trustworthy advice and information. Users also faced
issues organizing listings and refining search filters.

The housing search process is both overwhelming and
nerve racking. It's challenging to find the perfect
apartment that meets all the criteria quickly, especially
with the fast-paced housing market and constant

Says

changes in available options.

[

Rely on various sources like social media, Instagram, and
housing search apps to get a feel for different
neighborhoods. As a working professional, finding an
apartment with a second room or den for a home office is
crucial, but its hard to find such options easily.

Does

Thinks

Wishes there were more reliable sources to learn about
neighborhoods and their characteristics. While Youtube
and Google articles have been helpful, need’'s more
options for comparisons and insights from real people
who have lived in these areas.

Feels

Frustrated with the limitations of housing search apps,
particularly their inability to filter based on specific
criteria like dens and lighting options. It's also challenging
to keep tracking of listings I've viewed or saved.

Interviews with housing seekers reveal common challenges such as fast-paced market navigation,
lack of reliable neighborhood information, and frustrations with existing housing search apps. The
affinity map highlights stress and difficulties faced during the search process, while the empathy
map emphasizes the importance of meeting non-negotiable preferences and efficient

communication.



Persona

Sarah's persona adds depth to the case study, representing the
target demographic of young professionals relocating to big cities.

Name: Sarah Thompson

Marketing Coordinator. Sarah is responsible for creating and implementing marketing
strategies, managing social media campaigns, and coordinating events for her company.

. Age: 28
S a ra h Th 0 m p S O n . Education: bachelor's degree in marketing

Marketing Coordinator . Ethnicity: Caucasian
. Family Status: Single, no children

Sarah recently accepted a new job in a bustling big city, and she needs to find a rental
home quickly before her move. Her main problem is navigating the fast-paced housing
market and finding a suitable apartment that meets her preferences and budget. Sarah is
motivated to secure a rental home in a safe neighborhood with good access to public
transportation and amenities. Her goal is to find a well-lit apartment with in-unit laundry
facilities, as these are essential for her comfort and work-from-home setup.

Sarah is a social person and relies on recommendations from friends and colleagues who
have lived in or visited the areas she is interested in.

Sarah uses housing search apps and websites to explore available listings, apply filters,
and compare various rental options. She relies on technology for efficient communication
with landlords and property managers.

"Finding a secure and affordable place with natural light is essential for my peace of mind
and productivity. | wish the search process could be less stressful and offer better
organization to help me make the right decision.”

Job Performer Home rental searcher

Job Main Job:

Attain a rental home in a big city.

Related Job:

Gather detailed information about neighborhoods.

Connect with property owners to inquire about

Jobs To Be Done properties.
_ Compare different rental properties to identify the
Understanding the Jobs To Be best fit.
Done (TBD) provides a
detailed insight into the Compare different rental properties to identify the
best fit.

specific tasks users aim to
accomplish during their
housing search. Whether it's
efficiently browsing listings, Confidently make a choice that aligns with

evaluating neighborhood preferences and lifestyle.
suitability, or feeling
empowered in their decisions.

Emotional Job:

Social Job:

Share personal accomplishments about the new
rental home decision with friends and family.

Reduce the stress of the different factors that make
rental house searching in a big city difficult;
optimize the rental house searching process.

Circumstances Moving to a new city or seeking new rental
accommodations.

In a competitive rental market of a big city with a
limited timeframe.

Potential Solutions

Addressing the identified issues involves solutions such as:

1. Organization: Enhance saved property listings organization.

2. Comprehensive Information: Provide detailed data on rental properties, including amenities, and pet policies.
3. Improved Filters: Enhance search filters and sorting options for specific criteria.

4. Efficient Communication: Facilitate efficient communication channels between users and landlords.



Site Map

The site map for the housing search app outlines the main features and navigation structure of
the application. The site map includes primary pages such as the home page, search results,
listing details, neighborhood insights, and user profile. Secondary pages branch out from these
main sections, capturing additional functionalities like filtering options, communication with
landlords, and viewing scheduled appointments.

Listings Map Featured Listings User profiles

| | |
| | |

Property listings Notifications Account settings

roomates
#rooms

’ ’ ‘ Notifications list Saved searches list
Save to favorites Reviews Contact landlord Schedule vewing

Virtual tour ’ personal information Notifications Settings
Reviews list contact information

Description write review

Neighborhood insights

SR SRS

User flows

The User Flows represent the step-by-step journey that users take within the housing search
app, from initiating a search to completing specific tasks like viewing listings, exploring
neighborhood insights, and scheduling viewings.
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Sketches

The initial sketches organized
the app in order with the main
page showcasing a map and
updated listings. Iterations of
the listings page with the

order of each feature. From
the sketches, one iteration
from each page was chosen
to develop foward.




Wireframes

The iterative process encountered challenges, particularly with the user interface. Initial

Y,

exploring a design that only a few listings were shown with the listings map on the right of
the listings. However, it became evident that this approach could be more user friendly by
providing a simultaneous view of multiple listings in the home page.
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Selecting the color palette was important to
ensure broad user appeal. After User Interface

iterations, a bright blue with a simple color

scheme with subtle accent colors provided the
best user experience. The chosen palette also
addressed accessibility concerns, making the
app usable for individuals with varying visual

preferences.
Fonts
Font Family
Roboto

abcdefghijkmnlopgrstuvwxyz

ABCDEFGHIJKMNLOPQRSTUVWXYZ

Header Font Style

Font: Roboto
Font Weight: Semibold
Font Size: 32px

Iconography

Basic Style of Icons

Flat and minimalistic

Color of Icons

Deep Blue #2E4E6E

Icon Size

40x40px / 24x24px

Header 1
Header 2

Header 3

Wi

Color Palette

Grey Color

Primary Color

. Blue #4E9BE2 ‘
Secondary Color ’

Dark Grey #333333

Medium Grey #666666

Light Blue #EFF8FF

Light Grey #cccece

The user interface was crafted for simplicity and
clarity, with a focus on visual elements aiding
users with different backgrounds and needs.
Icons, color schemes, and intuitive navigation
were implemented to create an inclusive and
accessible app.

Header Font Style

Font: Roboto
Font Weight: Regular
Font Size: 24px
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Ul Elements

Pop up

Schedule Viewing

Buttons

Notification Banner

Drop down




High Fidelity Mock-ups
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Description Amenities

Located at 100 West 31st Street, EOS offers distinctive residences,

MacBook Pro
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Hell's Kitchen

Description Amenities

The name “Helrs Kitchen' make scare you away from renting here,
neighborhoods. ® P2 =)

Over the years, this neighborhood has undergone substantial
improvements, and today it is considered one of the safest and

idemand areas forfenters in Paks  Attsy Public
most indemand areas for renters in the city. o
But dorit worry: even though Helfs Kitchen is popular, there are
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The profile page
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MacBook Pro

Subscription to
desired notifications



Some participants
found difficulty
understanding the
Eurpose of certain

uttons, such as
"show all" under
neighborhood
insights, revealing
a potential need
for clearer
labeling.

Challenges
were identified,
notably in the
navigation flow,
where
participants
struggled with
the small arrow
to go back,
emphasizing
the need for a
more intuitive
design.

Participants
expressed a
desire foran
integrated
calendar for
scheduling
viewings,
enhancing
the app's
organizational
aspects.

Usability Test

The purpose of this testing was to evaluate the app's usability and to gather feedback from
participants. | conducted these tests on 10/21-22/2023, with a focus on understanding how users

interacted with the app. With the aimed to uncover any usability issues, gain insights into user

feedback, and assess the overall user experience. Recruiting five participants, all potential users of
the app, who had various backgrounds and housing search needs. The usability tests conducted on
the housing search app showed valuable insights into user interactions, preferences, and pain points.
Participants were able to find relevant listings and navigate through various features, emphasizing the

user-friendly nature of the app. Overall, these insights were able to offer guidance for refining the
app's interface, addressing usability challenges, and ensuring a more seamless and inclusive user

experience.
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The Outcome

The journey involved understanding the unique needs of

big city rental seekers, ideating around core principles,

and refining the app through usability testing. The

changes made reflect the commitment to creating a

stress-free and efficient housing search experience.

Laura Delgado Bermudez
UX/UI Designer

| Email: laurisabeldb@gmail.com

| Phone: 787-900-8946

Enhance the
labeling and
user interface
design to make
these features
more intuitive.

Improved the
visibility and
functionality
of the back
button to
enhance user
navigation.

There was a
positive response
to visual elements,
especially icons
aiding users with
dyslexia, highlights
the importance of
inclusive design.

A calendar for
their scheduled
viewing to keep
their listings
organized within
the same app
could help the
users be more
organized.

| LinkedIn: linkedin.com/in/lauraidelgado/



