
Mark Morris
SCENARIO

Mark just moved into a large apartment during Covid-19 and now he’s stuck inside. He’s 

unsure of what services/restaurants are best to order from since he can’t visit them. He’s 

also wondering what facilities in his apartment complex he can still use.

The leasing manager provided him with a Welcome Packet for neighborhood information 

and building rules when he moved in, but he has received numerous emails about 

COVID-19 so the information he wants to know is hard to track down.

NEEDS FRUSTRATIONS

I’d like to know what’s in walking 

distance from my apartment

Updated information on apartment 

facilities

Needs a way to get rid of things in his 

apartment, because donation centers are 

closed due to COVID-19.

I’d like my property manager to 

communicate with me quicker.

It’s hard to familiarize myself with a 

new neighborhood because I 

usually walk or drive around and 

that takes time.

I don’t like when people leave old 

furniture in front of the building. It 

looks messy.

ARCHETYPE

INCOME

LOCATION

AGE

“Moving is always anxiety 
ridden, so it would be nice to 

have something to look 
forward to.”

32

Los Angeles, CA

$$

Explorer

OPTIMISTIC RESPONSIBLE

SOCIAL HARD WORKING



Karen Meyers
SCENARIO

Karen manages a 200 unit apartment complex in Los Angeles. Most of her time is spent 

working in the leasing office, communicating with current residents and providing tours 

for prospective tenants. She is extremely busy and needs a way to simplify her job. Right 

now tenants call, text and email her and it’s hard to keep track of everything.

Karen thinks that things run pretty smoothly, but she would like a portal or app where she 

can communicate and get information to residents quicker, which ultimately saves herself 

time.

NEEDS FRUSTRATIONS

I need a way to communicate with 

my tenants quickly and all in one 

place.

I need a way to get additional 

resources to my tenants, because 

they don’t usually read the Welcome 

Packet.

Tenants like to communicate with 

me via phone, text and email. I’d 

prefer if it was in one place.

Residents tend to discuss 

frustrations about the apartment 

complex amongst each other.

Tenants don’t usually read the 

Welcome Packet and will continue 

to ask me questions when the 

answers are in the packet.

ARCHETYPE

INCOME

LOCATION

AGE

“Do tenants even read the 
information we send over 

email?”

37

Los Angeles, CA

$$

Ruler

EXTROVERT RESPONSIBLE

QUICK DETAIL ORIENTED


