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REDFIN - USER JOURNEY User GoalsPrior ExperienceWhat is Redin?

28 / Female 

To learn more about the process of 

buying a home and begin looking 

for a home in Bellingham, WA.

Has never bought or sold a home, 

but is beginning the process of 

saving and looking to buy. 

Redin is a real estate brokerage 

that uses modern technology to 

help people buy and sell homes. 
Lilly Craker

Created a new 

account to buy a 

home. 

Located the “Buy” 

section in the menu 

which allowed her to 

view a “Home Buying 

Guide.”

Free real estate 

classes were ofered 

under the “Buy” 

section.

After browsing 

the guide, a term 

popped up that Lilly 

didn’t recognize. 

She was able 

to look it up in 

their “Real Estate 

Glossary.”

Still not sure 

where to go next, 

Lilly tried using 

their “Afordability 

Calculater” to get an 

estimate of what she 

can aford in the area. 

She viewed 1 home 

in her price range and 

thought it was nice. 

From there she could 

schedule a tour or ask 

a question about the 

listing. 

She could view 

mortgage rates in the 

area that were related 

to her searches. 

Lilly also found a list 

of Real Estate Agents 

in the Bellingham 

area that are certiied 

through Redin. 

After creating an 

account it just 

brought her to the 

home page which 

didn’t give her much 

directions on what to 

do next. 

The guide was 

organized by diferent 

parts of the process 

and involved a lot 

of navigating and 

reading, but still 

provided useful 

information.   

No classes were 

available in the area, 

but online webinar 

sessions were.  

This glossary came in 

handy and was able 

to clarify a few terms.  

The calculater was 

fairly simple and it 

listed 2 homes in the 

area that were in her 

budget.  

Lilly was still reluctant 

to request a tour 

considering she didn’t  

know for sure if she 

had an accurate 

estimate of what she 

could aford. 

As a irst time 

homebuyer this 

information was still 

confusing to sort 

through.  

You can view how 

many deals they 

have made and 

contact them. 

Not everyone has 

time for a class or 

wants to sit through 

one. A quicker 

explanation could 

help this. 

More direction or step 

by step introduction 

to the process of 

buying a home.  

A more personalized 

process for searching 

these homes. 

Explanations of how 

mortgage rates work 

and what they mean.  

Viewing multiple 

agents was nice, but 

being able to speak to 

one sooner and ask 

questions would have 

relieved ed some of 

the other pain points.  

Conclusion

Overall, Redin was able to provide irst time homebuyers with a lot of useful information about the process of 

buying a home. Free classes, multiple “how to” articles, and a glossary of terms created a cohesive database of 

resources for users. Redin missed the mark though when it came to presenting that information. Users have to 

navigate back and forth between these and it is unclear where to start. 
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IF A CHATBOT FUNCTIONED AS A PERSONAL ASSISTANT WOULD YOU USE IT?

FOR BASIC INFORMATION WHICH WOULD YOU RATHER SPEAK TO?

HOW DO YOU USUALLY INTERACT WITH CHATBOTS?

yesmaybe no

chatbot
search 
online

real person

instant 

messaging
vocally I don’t
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Creation - Lo-fi Testing

LO-FI TESTING FINDINGS

Most painpoints found through testing were minor copy edits in order to clarify  

specific sections of the onboarding process. Overall the layout and progression 

of information was found to be very clear and easy to understand. 
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Creation - The Chatbot

GEORGIA

Georgia is the buyers home Mentor. She will serve as an educational 

assistant doing her best to answer all questions and guiding irst time buyers 

through the process as seamlessly as possible. Her design is a relection of 

the window in the Homelight logo.

    

Section

Design 480

Case Study

Winter 2019

Design 480

Case Study

Winter 2019

Final Product - Features

FEATURES

Georgia’s responses always 

appear in the blue.

Georgia consistenly placed 

Interactive components make the 

process easy to understand and 

input your information.

Go back at any time to update info. 

Indication of the length of each section.

A friendly tone keeps a lighthearted 

feel to the usually stressful process.

Informational copy is located at the 

bottom of certain screens to answer 

frequently asked questions.

An “Ask Georgia” button is always 

available for buyers to communicate 

with Georgia.
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Ashley Garrett

UX Case Study


