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FINNISH   asua (“ live”) + -nto

1.	A  residence (place where one lives).

2.	A n apartment.

SPANISH   m (plural asuntos)

1.	 Matter

2.	A ffair

3.	B usiness
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Asunto seeks to explore the needs people have within the 

context of an apartment building. This service would open 

up and streamline a channel of communication to facilitate 

management and maintenance, as well as add value and 

convenience to the experience of being a resident  

in that building.
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Hunt Statement



•	Real estate seller’s market smothers the power of the tenants
•	 Improve interactions between building management and tenants
•	Helping tenants see their management is about serving them
•	 Increasing tenant voice while respecting their busy lives

•	Building managers already pay for 
mediocre software that does this; 
payment for this type of service 
would not be something new

•	Subscription service provides 
monthly revenue

•	Smart phones and web services are 
increasingly prevalent for consumers and 
businesses

•	 Improve efficiency of management-tenant 
interactions

•	 Extend the functionality of management 
software to directly reach tenants

•	 Improving transactions to be more 
transparent and secure

•	 Providing “just-in-time” information for 
emergency and non-emergency situations
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Social

TechnologyEconomic

A real-time  

communication channel  

to facilitate transparent  

and effective communication 

between building  

managers and  

tenants.
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Original Idea
of Asunto

Asunto’s  
revised goals

community-building in your building

social networking

recycling stuff locally

toaster-to-toaster networking

making moving easier

the  

wonderful  

power of  
user research community building in your building

reducing stress and 
weirdness of interacting with 
landlords, mgmt companies

empowering tenants to make where 
they live a better place

improving building 
management-tenant 
communication and trust

a cool idea
a real need and  

under-developed grey area



Field Research:

5 interviews with people who live in 5 different buildings

7 interviews/surveys with apartment building managers

2 surveys (44 total responses)

Off-field:

Readings centered around community building in apartments

Researched and read many Pittsburgh apartment building 

websites and online reviews

Competitive Analysis in the property management software 

space; RealPage, Yardi, and other secondary competitors

Designing Mobile Services 6February 15, 2011    Asunto

What we did!
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Interviews



•	 Management companies use software now, but its use is far from perfect

•	 No tenant outreach built into the software

•	 Tenant communication is the hardest thing for a building manager: 

knowing tenant’s needs and being able to provide that service quickly

•	 Thinks a lot of people see management as an “operating background”  

as opposed to the normal people that they are

•	 “Communication is the key thing to any business.”  — Leasing Agent
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Research: Management



“If there were possibly a way to send notifications out via text 

message, I feel that would assist in effectiveness of communication 

with an instant notification. We do, however, send periodic 

newsletters which are contingent on the season and what we feel is 

the most important for tenants to be aware of...”
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Survey Results: Management



“Reviews in almost all cases are a detriment. They clutter the Internet, 

do not provide REAL information, and tend to be written by people 

who have issues. Word of mouth, on the other hand is one of the most 

important ways we attract new customers.”
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Survey Results: Management



What is the most difficult part of managing a building?  

What is cumbersome that you wish was easier? 

“It is difficult when residents do not take the resources that are 

available (ask the management re: problems, questions, concerns). 

It is also hard to respond to negative comments that are posted 

on public forums (especially when people whom live here do not 

complain!!!!). ”
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Survey Results: Management



Property Management Software
Examples: RealPage, Yardi

•	 Revenue management, utility billing

•	 High cost

•	 On demand software
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Property Management Software
Examples: RealPage, Yardi

•	 Revenue management, utility billing

•	 High cost

•	 On demand software
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Competitive Analysis



E-payment Solutions
Example: RentPayment.com

•	 Online rent payment

•	 Utility payment
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E-payment Solutions
Example: RentPayment.com

•	 Online rent payment

•	 Utility payment
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Competitive Analysis



Rating & Review Website
Example: ApartmentRatings.com,  
San Francisco ParkScan

•	 Tendency to provide only 

negative feedback

•	 Standardizing ratings is better 

for managers and tenants, 

and makes everyone more 

proactive  
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Rating & Review Website
Example: ApartmentRatings.com

•	 Tendency to provide only 

negative feedback
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Competitive Analysis



Rating & Review Website
Example: San Francisco ParkScan

•	 Standardizing ratings is better 

for managers and tenants, 

and makes everyone more 

proactive  
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Competitive Analysis



Apartment Community Forum
Example: 10ants.com

•	 Solely web-based

•	 Fewer social interactions  
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Apartment Community Forum
Example: 10ants.com

•	 Solely web-based

•	 Fewer social interactions  
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Competitive Analysis
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Territory Matrix

Weak Management-Tenant Relations

Strong Personalized Tenant Support

No
Workflow

Support

Workflow
Support

       Mailed Payments

Phone Calls CRMs
(Customer Relationship 

Management Tools)

Arbitrary Ratings & Reviews Sites

Trusted Ratings & 
Reviews Sites

Word of Mouth

Property 
Management 

Tools

Online Rent Payment Tools

Concierge, Doorman
“Person always  

on-site”

       Newsletters

Personal 
Visits

Tenant-run Co-ops
Asunto



Building management tool
Serving the tenants

•	 Mobile-based, web supported

•	 Build manager-tenant  

relationship

•	 Enhance communication  

efficiency  

•	 Provide just-in-time 

information 
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Brainstorming and listing out 

all of tasks/features/desires 

tenants and managers might 

want in this space
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Focus Setting



Moving in

•	Taking & saving pics 

of apartment

•	Logging the state of 

the apartment

•	Pay security deposit

Living there

•	Manager-to-tenant communication channel

•	Tenant-to-tenant communication channel

•	Pay rent/utilties/laundry

•	Rent payment confirmation

•	File maintenance request

•	Track field maintenance request

•	Bug tracking - paper trail

•	Logging the state of the appliances

•	Complain about neighbors

•	Online lease & abridged version

•	Condition of the apartment 

•	Security, no doorman/concierge

Moving out

•	Selling stuff

•	Get security deposit 

back

Reminders

•	Pay rent

•	Pay utilities

•	Trash, recycling
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Focus Setting



By opening a channel of communication,  
Asunto will co-create value with tenants  
and building managers.

We are rebundling the experience of living in  
an apartment and interacting with management.
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Asunto’s Goals tenants

managers

leasing
agents

maintenance



leasing
agents

maintenance the managers are our clients.

The tenants are our users,
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Building managers Tenants — moving in, moving out, living Maintenance
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Personas



•	 Just moved out of the dorm into her own studio 

apartment in Oakland, a mile away from campus. She 

knows some friends who live in the surrounding area, but 

is excited to finally have her own space after living 

with roommates for the last three years.

•	 Has an iPhone. She uses online and mobile services to do 

tasks like scheduling, social networking, navigation, and 

loves texting.

•	 Generally not at her apartment during the day, and  

instead spends all her time on campus in class,  

working or hanging out with friends.
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Maya Shelling 21 years old, Psychology Major at University of Pittsburgh



Life goals:
•	 Graduate this year, find a job

•	 Have fun during her last year in college

Experience goals:
•	 Feel independent, grown up and good living on her own

•	 Get any questions or concerns she has about her new 

apartment quickly addressed

End goals:
•	 Manage her living situation quickly and without hassle
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Maya Shelling 21 years old, Psychology Major at University of Pittsburgh



•	 Pittsburgh native, divorcée. Has been a building 

manager for 6 years after raising 2 kids who are now 

teenagers.  

•	 Receives complaints and maintenance requests from 

tenants and dispatches to maintenance.  

•	 Not so tech savvy. Recently got a Blackberry for work 

but hardly uses it for anything but calls, checking emails 

and solitaire.
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Angela Mills 41 years old, Building Manager



Life goals:
•	 Get a raise

•	 Send her kids to good colleges

Experience goals:
•	 Do her job well, stay on top of all of her tasks

•	 Improve her relationship with tenants

End goals:
•	 Make tenants and her boss happy, and get promoted 
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Angela Mills 41 years old, Building Manager



•	 Matt just moved to Pittsburgh from Atlanta for a new job 

as a mechanical engineer.

•	 They are saving up for a house but are leasing a place 

in Squirrel Hill this year.

•	 Tiffany worked in Atlanta in human resources for an 

Internet service provider. She has transferred to the 

Pittsburgh office to be with Matt.

•	 They miss Atlanta but are finding Pittsburgh to be a 

friendly town.
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Matt and Tiffany Young married couple, looking to buy a house



Life goals:
•	 Find a nice house to buy in Pittsburgh

Experience goals:
•	 Pay rent, get maintenance issues taken care of promptly

•	 Maintain a good relationship with management so they 

can have good references for when they buy a house

End goals:
•	 Live comfortably in their apartment in the short term

•	 Get to know Pittsburgh, get through the winter
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Matt and Tiffany Young married couple, looking to buy a house



•	 Jason has been working at the company for 4 years,  

while Steve started last year

•	 Jason drives the company’s van, Steve tags along and 

learns from each task

•	 They often go out for beers after work

•	 Their weekends are often filled with getting calls from 

tenants, so they have problems scheduling their weekend 

leisure activities with family and friends

•	 Jason has a new baby girl named Cheri; it’s hard to find 

someone to babysit, and his wife is a busy nurse
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Steve and Jason Maintenance team at Angela’s management company



Life goals:
•	 Become experts of maintenance in the company

•	 Help tenants feel comfortable in their homes

Experience goals:
•	 Feel in control of their work and life

•	 Be kindly treated by tenants

End goals:
•	 Be able to respond to maintenance requests on time

•	 Know the needs of the job before going to the apartment
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Steve and Jason Maintenance team at Angela’s management company



Thank you    from

Anubhuti Jain

Molly Nix

Eva Shon

Yuan Wang

Yebin Zhang
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