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HOW MANY STEPS DOES IT TAKE TO 
CHANGE A LIGHTBULB FOR TENANT?



10 !!!



1

Tenant call Control Centre / 
Leasing Team to report 
repair. 

3

Technical Team carry out 1st 
inspection to ascertain scope 
of works.

5

Leasing Team receive work 
order and send to Tenant for 
confirmation.

Leasing Team update 
Technical Team to follow up.

Technical Team update 
Leasing Team that work 
order is completed.
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2

Control Centre / Leasing 
Team route repair request to 
Technical Team.

4

Technical Team check 
inventory; create work order 
and send work order to 
Leasing Team.

6

Tenant confirm work order 
and send back to Leasing 
Team.

Technical Team send 
technicians to carry out 2nd 
inspection and carry out 
works.

Leasing Team issue debit 
note to Tenant (paper form); 
Tenant settle payment.
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PAIN POINTS – HIGHLY COMPLEX WORKFLOW



PAIN POINTS

Cumbersome 
workflow

Slow response time 
to tenants

Paper-based process

1,000+ incoming calls received by control room each day
300+ work order processed each month





TENANT REQUEST 
PLATFORM



1. Snap photo
2. Hashtag #
3. Upload photo

SOLUTION – TENANT REQUEST PLATFORM
WITH VERY SIMPLE USER INTERFACE

1. Track order status
2. Live chat function
3. Payment system



Select Category                     v

Air-Conditioning

Cleaning

Electrical & Lighting

Fire Services

General Repairs & Services

Lifts & Escalators

Pest Control

Plumbing & Drainage

Security

Sub-Category                     v

Scratch

Chip

Crack

Uneven Finish

Loose Finish

Dirt

Others

Upload a photo?

Submit

General Repairs & Services

Scratch

Tenant

v

What does your 
problem relate to?

v

Location

v

SOLUTION – TENANT REQUEST PLATFORM
WITH VERY SIMPLE USER INTERFACE



Tenant submit repair request 
via Tenant Portal.

1 5

Work order created and 
send to Technical Team for 
follow up.

Leasing Team update 
Technical Team to follow up.

7

Technical Team update 
Leasing Team that work 
order is completed.
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2

Control Centre / Leasing 
Team route repair request to 
Technical Team.

Technicians carry out 
inspection and carry out 
works.

8

Tenant settle payment.
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STREAMLINED WORKFLOW UNDER PROPOSED SOLUTION

3

Technical Team carry out 1st 
inspection to ascertain scope 
of works.

2

4

Technical Team checks 
inventory; create work order 
and upload on Tenant Portal.

3 6

Tenant confirms work order 
on Tenant Portal.

4 5 6

2

3 4



THE IMPACT

Enhance tenant’s 
experience

Boost efficiency

900 man-hours 
saved per month

Become data driven



ROLLOUT PLAN

Vendor selection

Status: In Progress

Change management 
communication

Status: Pending

User interface design

Status: In Progress




