Assignment - Home Improvement Management System

Home renovations can be streamlined and stress-free. This can become reality with a dedicated Home
Improvement Management application. Clients can seamlessly search for qualified vendors, schedule
appointments, and manage projects — all from a user-friendly platform. Vendors can efficiently manage
their schedules, receive requests, and communicate directly with clients. This application simplifies the
entire process, fostering a collaborative environment and ensuring a successful outcome for everyone
involved.

Why does the Home improvement management system matter?

Clients:

Both clients and vendors benefit tremendously from a Home Improvement Management application.
Clients gain peace of mind knowing they have access to a pool of vetted professionals. The app empowers
them to compare quotes, manage budgets, and track project progress with ease.

Vendors:

Vendors experience increased efficiency by managing requests and appointments centrally, maximizing
their business opportunities. Furthermore, the app fosters trust and transparency through a robust review
system, benefiting both parties.

Home Improvement Management System - Revolutionized traditional approach:

The traditional method of finding home improvement vendors can be time-consuming and unreliable.
Clients often rely on word-of-mouth recommendations or impersonal online directories. This lack of
transparency can lead to frustration and costly mistakes. A Home Improvement Management application
disrupts this outdated approach by offering a curated platform with qualified vendors, clear pricing
structures, and secure payment processing. It empowers clients to make informed decisions and ensures a
smooth and efficient home improvement experience.

User Personas & user stories

Client Persona: Sarah Jones

e Demographics: 34-year-old professional, homeowner

e Tech Savvy: Comfortable using mobile apps and websites

e Needs: Needs reliable and skilled vendors to complete various home improvement projects
(painting, plumbing, etc.) within budget and timeline.

e Pain Points: Frustrated by inconsistent vendor quality. Worried about hiring unqualified vendors
who might do poor work or overcharge. Feels anxious about managing project details and
communication with vendors.

User Stories: As a client
e | want to be able to read reviews and ratings from previous clients to help me choose a qualified
vendor.
e | want the ability to easily schedule appointments and communicate with vendors directly through
the app.
e | want a secure platform to pay for services and manage invoices within the app.



Vendor Persona: Mike Rodriguez

e Demographics: 42-year-old experienced plumber, self-employed

e Tech Savvy: Moderately comfortable with using technology for scheduling and communication

e Needs: Wants a steady stream of qualified clients to grow his business. Seeks a platform that
simplifies appointment scheduling and reduces no-shows.

e Pain Points: Struggles to find enough clients. Feels frustrated by double-booking appointments
due to a lack of a centralized scheduling system. Discouraged by negative reviews from
unreasonable clients.

User Stories: As a Vendor,
e | want a way to showcase my qualifications and experience to attract potential clients.
e | want a system to manage my appointments and avoid double-booking.
e | want a way to receive fair and constructive feedback from clients to improve my service.

I ioritization:

Here's the prioritization of the issues I've identified, along with the reasoning behind each decision:

Priority 1: Implement a Vendor Quality Rating System (Issue 1)
This is the highest priority for several reasons:

e User Trust and Retention: Clients are the core users. If they consistently experience poor quality
vendors, they'll lose trust in the app and churn. A rating system builds trust by allowing Clients to
make informed decisions based on past experiences.

e Improved Vendor Quality: Knowing they'll be rated incentivizes Vendors to provide high-quality
service.

e Competitive Advantage: A robust rating system differentiates your app from competitors,
attracting both quality Clients and Vendors.

Priority 2: Develop Scheduling and Availability Management for Vendors (Issue 2)
This is the second priority as it addresses both Vendor and Client needs:

e Vendor Efficiency & Satisfaction: Overbooking creates stress and reduces service quality. A
scheduling and availability management tool empowers Vendors to manage their workload
effectively, leading to higher satisfaction.

e Improved Client Experience: Reduced cancellations and rescheduling lead to a smoother
experience for Clients.

Priority 3: Introduce Pest Control Vendor Category (Issue 3)
While adding a new category can be lucrative, it's currently less critical:
e Focus on Core Functionality: Addressing core user pain points (quality & scheduling) is crucial
before expanding.
Market Research: Research the demand for Pest Control within your target market.
Resource Allocation: Adding a new category requires development and marketing resources.
Ensure existing features are functioning well before expansion.



Issue Selected: Client frustration with inconsistent vendor quality (Issue 1)

Reasoning for Selection:

User trust is the cornerstone of any successful marketplace platform. Inconsistent vendor quality is the
most detrimental issue as it directly erodes user trust, impacting both Clients and Vendors:

e Client Impact: Clients lose confidence in the app's ability to connect them with reliable
professionals. This leads to frustration, wasted time, and potential financial losses due to poor
service. They'll abandon the app and potentially spread negative word-of-mouth.

e Vendor Impact: While low-quality vendors might get some initial bookings, negative reviews will
quickly damage their reputation. This discourages good vendors from joining the platform,
ultimately impacting the app's overall quality and revenue potential.

Proposed Solution: Vendor Rating System
This solution goes beyond a simple star-rating system to provide a nuanced picture of vendor quality:

Client-driven Ratings:
e Star rating for overall satisfaction.
e Category-specific ratings for key service areas (e.g., professionalism, communication, quality of
work, value for money).
e Option to leave written reviews with specific details of the experience (both positive and negative).

Platform Verification System:
e Implement a verification process for Vendors, including license checks, insurance verification, and
potentially even background checks (depending on local regulations and service type).
e Display a "Verified" badge for vetted Vendors, adding an extra layer of trust.

Dispute Resolution System:
e FEstablish a clear and fair process for Clients to address issues with completed projects.
e A dedicated team can review disputes, mediate communication, and ensure a fair resolution for
both parties.
e Publicly visible "Response Rate" metric for Vendors, indicating their responsiveness to Client
inquiries and issues.

Benefits:
Improved Client Experience:
e Clients make informed decisions based on transparent vendor ratings and qualifications.
e Enhanced sense of trust translates to higher project completion rates and repeat business.

Increased Vendor Accountability:
e Vendors are incentivized to provide high-quality service to maintain good ratings.
e Improved communication and responsiveness builds trust with Clients.

Platform Growth:
e A robust rating system attracts top-tier Vendors, further enhancing the platform's reputation.



e Increased user trust leads to higher user acquisition and retention, driving platform growth and
revenue.

Groundbreaking Aspect:

This solution goes beyond a basic rating system by incorporating platform verification and dispute
resolution. This comprehensive approach builds a transparent and accountable ecosystem, fostering trust
for both Clients and Vendors. It empowers Clients to make informed decisions and incentivizes high-quality
service from Vendors, creating a positive feedback loop that benefits all stakeholders.

Functional Requirements

1. Client-Driven Ratings

Trigger: After a project is marked as complete by the Client, the app will prompt the Client to submit a
vendor rating.

Functionality: Clients will have the ability to submit the following:

e Overall Satisfaction Rating: A star-based rating (e.g., 1-5 stars) reflecting the Client's overall
experience with the vendor.

e Category-Specific Ratings: A set of ratings specific to key service areas (e.g., professionalism,
communication, quality of work, value for money). These ratings can be implemented as star-based
selections, thumbs up/down options, or a similar user-friendly scale.

e Optional Written Review: A text field allowing Clients to provide detailed feedback about their
experience with the vendor (both positive and negative). The app should enforce a minimum and
maximum character limit to ensure concise and relevant reviews.

Moderation: All written reviews will undergo moderation by a designated team before being displayed
publicly. This ensures reviews comply with platform guidelines (no profanity, hate speech, etc.) and protects
user privacy (e.g., redacting personal information).

Visibility: Client-submitted ratings and reviews will be publicly displayed on the Vendor's profile page
within the app. Users can sort and filter vendors based on average rating scores and specific category
ratings to find the best fit for their needs.

2. Platform Verification System
Objective: To establish trust and ensure vendor legitimacy.
Process:
e Vendors will be required to complete a verification process during onboarding or upon requesting
access to specific service categories.
e The verification process will involve submitting documents for review, potentially including:
- Business license or relevant permits (ensure compliance with local regulations).
- Proof of insurance with appropriate coverage for the offered service type.
- Background checks (depending on local regulations and service type).

Verification Badge: Once a Vendor successfully completes the verification process, a prominent "Verified"
badge will be displayed on their profile, signifying their legitimacy.



3. Dispute Resolution System
Objective: To provide a fair and transparent process for resolving Client and Vendor disputes arising from
completed projects.

Functionality:

Clients will have a designated channel within the app to report issues with completed projects.
This could be a dedicated "Dispute Resolution" section with clear instructions and a user-friendly
interface.

Clients can report issues by providing a detailed description, attaching photos as evidence
(optional), and selecting relevant categories (e.g., poor quality work, missed deadlines).

A dedicated team will review disputes, mediate communication between Clients and Vendors, and
work towards a fair resolution. This may involve facilitating communication, requesting additional
information, or issuing partial refunds if warranted.

Response Rate Metric: A "Response Rate" metric will be displayed on each Vendor's profile. This
metric will track the Vendor's responsiveness to Client inquiries and dispute resolution requests,
calculated as the percentage of inquiries or disputes addressed within a specific timeframe (e.g.,
48 hours).

Non-Functional Requirements

The rating system should be user-friendly and accessible on all platforms (mobile app, web).
All ratings and reviews should undergo moderation to ensure they comply with platform guidelines
(no profanity, hate speech, etc.).
The system should be secure and protect user privacy
Logging and Monitoring:
- The system should log user activity related to the rating system, including submission
times, IP addresses, and any edits made to reviews.
- Log data can be used for analytics purposes to understand user behavior and identify
areas for improvement.
- Real-time monitoring should be implemented to detect any suspicious activity or potential
misuse of the system.

Integration and Dependencies:

The Multi-Faceted Vendor Rating System will need to integrate seamlessly with the existing user
profile, project management, and communication functionalities within the Home Improvement
Management App.

Data on completed projects (marked as complete by both Client and Vendor) will trigger the rating
prompt for Clients.

Vendor verification might involve integration with third-party services for license verification or
background checks.

The dispute resolution system may benefit from integration with a customer support ticketing
system to streamline communication and manage case workflow.



Business Operations Considerations
e Define clear guidelines and processes for Vendor verification (including document review and

approval workflows).

e Develop training materials for the dispute resolution team to ensure consistent and fair handling of

Client issues.

e Establish communication strategies to inform Clients and Vendors about the new rating system and

its benefits.

Success Metrics

Metrics

Metrics definition

Target

Rating System Adoption
Rate

Percentage of completed projects with
Client-submitted ratings

> 60% within 3 months of
launch

Average Vendor Rating
Score

Average overall star rating across all
Vendors

> 4.2 stars within 6 months
of launch

Client Satisfaction with
Rating System

Percentage of Clients reporting satisfaction
with the rating system in surveys

> 80% within 3 months of
launch

Increase in Repeat Business
Rate

Percentage increase in the number of
Clients using the platform for repeat projects

> 15% year-over-year after
launch

Increase in High-Quality
Vendor Applications

Percentage increase in the number of
qualified Vendor applications received

> 20% within 6 months of
launch

Risks

e Low Rating Participation: There's a risk that Clients might not be incentivized to leave ratings,
potentially leading to a low volume of reviews and skewing the overall picture.
Mitigation: Implement gentle rating reminders after project completion. Consider exploring
gamification elements (optional) to incentivize participation.

e Fake Reviews: Malicious actors might attempt to submit fake reviews to manipulate ratings.
Mitigation: Moderate all reviews before publishing. Explore sentiment analysis tools to identify
potentially inauthentic reviews.

e Vendor Frustration with Negative Reviews: Vendors might become discouraged by negative
reviews, impacting their willingness to participate in the platform.
Mitigation: Provide Vendors with clear guidelines for responding to reviews (both positive and
negative). Allow Vendors to dispute factually inaccurate information in reviews.




Support plan
Client Support:

e Develop a dedicated FAQ section within the app to address common questions about the rating
system, including how to submit ratings, what information is included in verification badges, and
the dispute resolution process.

e Customer support representatives should be trained to address Client inquiries related to the
rating system.

Vendor Support:
e Provide Vendors with clear documentation on the verification process, dispute resolution
procedures, and best practices for responding to reviews.
e Offer dedicated support channels for Vendors to raise questions or concerns regarding the rating
system.



