Building Trust
Through Change

Designing a transparent and trustworthy
workflow for variation orders, budget revisions,
and milestone updates.

Prepared by: Raydi Cham

== handshake




8 |

Variation Orders / Request Change are not approval
flows. They are high-trust financial negotiations
happening in the middle of an on going project.

It is an essentials features for both business owners
and clients.
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Problem Statement

Renovation projects are dynamic. Changes to scope,

budget, materials, and timelines are inevitable.

Every change introduces three forms of uncertainty:

1. Financial : How much more will this cost?

2. Process :What happens next?

3. Trust . Is this change legitimate and fair?

Handshake's role is not simply to process payments.
Its role is to create enough trust, transparency and
structure that both parties remain confident
throughout the project lifecycle, even when

things change.
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User Psychology

Interior Designer (ID) Homeowner

Core fear: extra work with no payment Core fear: being overcharged or scammed

"What if they use my VO as a reason to delay or avoid paying?" "How do | know this change is real and not just padding?"
Needs: fast submission, proof of delivery, clear approval status Needs: context, explanation, time to decide, financial clarity
Mental model: professional contractor, expects respect and trust Mental model: first renovation, unfamiliar with VOs, protective

Emotional state: anxious about cash flow, wants certainty Emotional state: anxious about costs, wants to feel in control
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Critical Gaps in The Current Flow

Critical

Critical

Critical

Critical

Communication

BUILDING TRUST THROUGH CHANGE

Contract can be silently edited after acceptance

ID can use "Revise Project" to change amounts and scope without homeowner approval. An accepted contract should be immutable.

No Homeowner change request path exists
Homeowners can only Fund or Dispute. Any request for changes, including adding new scope, requires raising a formal dispute.

Homeowner receives a budget change with non detail context.
The dispute/revise shows what changed but not why. Without documented reasons, every revision is unverifiable in a dispute.

Communication should be project base
No way to ask a question in the platform/comment feature. Disagreement = formal dispute. Kills momentum and trust.

No clear audit trail. No clear dispute evidence. No clear record of why changes were agreed.
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Variation Order / Request Change Logic Flow

ID Action Homeowner Action

Stage 1- Propose

ID opens "Request a change”

Inside project detail page

N

Selects change type

Budget / Timeline / Scope / Material
N

Fills in before - after

Fields auto-populated from milestone data
N

Writes reason required

Optional: attach evidence photo/PDF

Stage 2 - Review

ID sees: awaiting state
Read receipt shows when HO opens it

N

If A8hrs no response:
Platform auto-sends reminder to HO.
ID notified reminder was sent.

BUILDING TRUST THROUGH CHANGE

Platform / system

Auto-calculates severity

Minor / Medium / Major based on delta
N2

Calculates total project impact

Not just milestone — full contract delta
N2

Shows preview to ID

"This is what your client will see"

N2

CR created + ID notified
Timestamped. Audit trail begins.

Notification sent to HO

Updates tab + email. Severity badge shown.

N2

Read receipt triggered

When HO opens the request, ID sees timestamp

HO opens Trust Scorecard
Sees: what changed, why, before/after, total
cost, escrow top-up required, evidence
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The 5 Stage Collaborative Change System

1. Explain before asking
e Never ask a client to approve something they don't understand. Context is mandatory, not optional.

2. Changes are conversations, not demands
e Every change request creates space for questions before a decision is required.

3. Show all consequences on one screen
e Cost impact, timeline impact, escrow impact, visible before commitment. No surprises.

4. Every actionis traceable
e Who, what, when, why, all recorded. The audit trail is dispute resolution infrastructure.

5. Escrow protection is always visible
e Handshake's core value, funds are safe, must be present on every payment-adjacent screen.

Ol 02 03 (New) 04 05
Propose —> Review —> Discussion —> Decide —> Execute
ID Homeowner Both Parties Homeowner Platform
Requgst el also come from Stage 3 is new. Right now homeowners can
the client side. (Form) only Fund or Dispute. The Discuss stage adds
the middle path that prevents disputes
before they start.
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Trust Mechanism in Handshake Platform

O Timestamped Audit Trail ®© Read Receipts
Every action, submitted, viewed, questioned, approved is recorded. If a dispute ID sees when homeowner opens the request. No ambiguity. No WhatsApp
arises, this is the evidence. follow-ups needed.

(O Structured Q&A O Escrow Visible Always

Questions and answers stay attached to the VO permanently, not lost in chat. MAS + DBS escrow protection shown on every payment-adjacent screen. Trust
Every clarification is part of the record. Isn't assumed, it's visible.

(M) > O

2 Auto-Reminders =) Mandatory Reason

Platform sends reminders after 48 hrs of no response. Neither party needs to No VO can be submitted without a reason. Every change request is a professional
chase the other manually. explanation, not a demand.
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Variation Order / Request Change Logic Flow

ID Action Homeowner Action Platform / system

Stage 3 - Discuss (Decision Point)

ID receives question Q&A attached to CR record HO taps "Ask a question"

Notification in Updates tab + email Permanently. Cannot be deleted. Optional. Can skip straight to Decide.

N2 Becomes dispute evidence if needed. N2

ID types response J Types structured question

Can attach additional evidence here Both parties notified of each message Not open chat, attached to this CR only

N2 Real-time. Timestamped. N2

Marks question as resolved Receives answer - returns to Trust Scorecard
Or HO marks it resolved after reading Now makes informed decision

Stage 4 - Decide

Path A: HO taps Approve N HO pays escrow top-up N Platform confirms payment N HO taps Approve

Approved Sees escrow top-up amount first PayNow / Bank / Card Milestone + project total auto-updated Sees escrow top-up amount first

Path B: o . .

Revision HO taps "Request revision" N CR status - "Revision requested" N ID receives feedback N Loop back to Stage 1

Requested Types what they'd like changed ID notified. No funds move. 3 options: Edit + resubmit / Reply first / Withdraw New CR submitted. Original CR closed.

Path C: HO taps Decline s CRclosed. Original terms apply. _y  ID notified with reason  CRarchived with full record
Declined Must provide reason (mandatory) No funds move. Milestone unchanged. Options: Resubmit with changes / Accept original terms / Raise dispute All Q&A + reason saved as evidence
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Variation Order / Request Change Logic Flow

ID Action Homeowner Action Platform / system

Stage 5 - Execute (Path A Only)

ID sees: Approved state Platform auto-executes HO sees: updated project

Milestone updated. Escrow confirmed. Timeline Milestone amount updated - Project total updated - "Updated" badge on changed milestone. New

updated (if applicable). Continue work. Escrow balance updated - Activity log entry created - totals shown. Escrow confirmation. Activity
Both parties emailed timeline complete.
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Renovation Works Blk 403C

Dashboard

Renovation Works at Blk 403C : contractiocked - Active project
" 1 Aug—1Dec 2026 & SGD 40,885 contract value & Ray Tan

About Invoices Chat

3 This project contract is locked

Change requests 2

Disputes

Projects

Updates Wallets

The original contract was accepted on 27 Jun 2026. All original milestones are protected and cannot be edited directly. Any changes to scope,
budget, or timeline must be submitted as a Change Request and approved by both parties before they take effect.

1. Masonry Works  ongoing
1 Aug — 13 Nov 2026

© Wwall/Fioor Tiles
Kitchen Cabinet Base

Master Bathroom Shower Kerb

CHANGE REQUESTS UNDER THIS MILESTONE

CR  Add master bathroom — additional bathroom scope = New milestone

cR Tile upgrade — Porcelain to Marble grade  Material change

2. Plumbing Works
13 Nov - 18 Nov 2026

Kitchen Sink Water Connection

Install Storage Heater

Install Bidet Sprays (2 sets)

3. Carpentry Works 1 change approved
18 Nov — 24 Nov 2026

Kitchen Carpentry

Living Room Carpentry

CHANGE REQUESTS UNDER THIS MILESTONE

cR  Plywood material upgrade — Arauco replacement

Material change

SGD 920

Original contract amount

+SGD 3,200 Pending HO approval

+SGD 1,800 -~ Approved

SGD 760

Original contract amount

SGD 180

SGD 380

SGD 100

SGD 24,820
+SGD 2,500 via CR-003

SGD 4,840

SGD 7,660

+SGD 2,500

v Approved - CR-003

Contract summary

Original value SGD 38,385
Approved changes +SGD 4,300
Pending changes +SGD 3,200
Current total SGD 42,685
In escrow SGD 40,885 v
Active change requests
CR-003 - Plywood upgrade v Approved
CR-004 - Add bathroom Pending
CR-002 - Tile upgrade v Approved

S The original contract cannot be edited.
All changes go through formal Change
Requests that require homeowner
approval before taking effect.

ID
Project Page



D -
Request
Renovation Works Blk 403C / Request a change
Request a change Change Page

Changes are sent to your client for review and approval. All changes are recorded and timestamped.

5 handshake Dashboard Projects Updates  Wallets

WHAT TYPE OF CHANGE? Client preview
This is what Ray Tan will see
é Iﬂ#l =] a Change type Budget increase
Budget Timeline Scope Material Milestone 3 — Carpentry Works
Change +SGD 2,500
Affected milestoné
New total SGD 40,885

Milestone 3 — Carpentry Works Escrow top-up SGD 2,500

Evidence Supplier_Notice.pdf
CURRENT AMOUNT PROPOSED AMOUNT
SGD 22,320 SGD 24,820
Due 24 Nov 2026 Due 24 Nov 2026
+SGD 2,500 PRINCIPLE 1 APPLIED

Explain before asking — mandatory reason ensures
the client understands why before they decide.

Change severity Total project impact

Medium SGD 38,385 > SGD 40,885

No funds move until your client approves and
tops up escrow. Your existing milestone
payments are protected.

Why is this change needed?

Original solid plywood (Greenply) has been discontinued by the supplier. The proposed alternative (Arauco) is equivalent in
grade and finish. Supplier notice is attached as evidence.

Supporting evidence (optional)

Supplier_Notice.pdf
156 KB - Uploaded

Cancel Send change request to client >
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Renovation Works Blk 403C / Change request #CR-003

Change request #CR-003

@ Viewed by client 28 Jun 2026 - 10:02am

@ Ray Tan opened this request today at 10:02am

Change request summary

Change type Budget increase
Milestone 3 — Carpentry Works

Amount change SGD 22,320 » SGD 24,820 ' +sep 2,500

Project total SGD 38,385 - SGD 40,885

Reason given Original plywood discontinued. Alternative of equivalent grade proposed.
Evidence N Supplier_Notice.pdf

Severity Vs

Activity timeline
[ Change request submitted
27 Jun 2026 - 2:14pm

® Client notified via email and Updates tab
27 Jun 2026 - 2:14pm

[ Client opened request
28 Jun 2026 - 10:02am

®

Auto-reminder sends in 36 hours if no response

No manual follow-up needed.
If Ray Tan hasn't responded in 48 hours, Handshake will automatically send them a reminder. You'll be notified when it's sent.

RESPONSE WINDOW

until auto-reminder sends

CR number #CR-003
Submitted 27 Jun, 2:14pm
Client Ray Tan
Status Viewed

Every action is traceable — the read receipt and
timeline create a complete record that protects
both parties.

ID
Awaiting Page
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Dashboard Projects Updates Wallets

Renovation Works Blk 403C / New change request

Request a change

All changes to an accepted contract must go through a formal change request. Your client must approve before any changes take effect.

WHAT TYPE OF CHANGE?

® v ¥ 0 +
Budget change Timeline change Material change Scope change New milestone

New milestone selected.

This change adds entirely new scope not covered in the original contract. It will be created as a new milestone under the parent
milestone you select below. Your client must approve and fund this milestone before work can begin.

WHICH MILESTONE DOES THIS SIT UNDER?

1. Masonry Works

2. Plumbing Works

3. Carpentry Works

4. Electrical, General & Fabrication

New milestone name*

Add master bathroom — additional scope

Description of new scop#

SGD 920 (original)

SGD 760 (original)

SGD 24,820 (incl. CR-003)

SGD 14,385 (original)

Installation of an additional full bathroom in the master bedroom including waterproofing, wall tiling, floor tiling, shower fixture,
and vanity installation. This scope was not included in the original contract.

Budget for new mileston&

SGD 3,200

Why is this needed?

Estimated completion dat&

15 Dec 2026

Client verbally requested an additional bathroom during site visit on 25 Jun. This was not in the original quotation. The additional
scope requires separate budgeting and client sign-off before work can proceed.

Supporting evidence (optional)

o v

W

Auto-calculated severity

@ Major — New milestone + SGD 3,200

Major changes require typed confirmation from your client before approval.

-
IMPACT ON PROJECT
Original contract SGD 38,385
Previously approved CRs +SGD 4,300
This change request +SGD 3,200
New project total (if approved) SGD 45,885

Cancel

Contract rules

= Original contract is locked.

You cannot edit original milestones directly.

All changes need approval.
Client must approve before work begins or
money moves.

+ New scope = new milestone.
Anything not in the original contract must
be added as a new milestone.

& New milestones need escrow.
Client tops up escrow separately for each
approved new milestone.

Il

Everything is on record.
All CRs, reasons, and evidence are
permanently attached to the project.

Locking the original contract and requiring
formal change requests means every change
has a paper trail. If a dispute arises, both
parties have a complete record of what was
originally agreed and what was subsequently
changed — and why.

ID
Request
Change Page - Milestone
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Renovation Works Blk 403C / Change request #CR-003

Review change request

Change request details
What changed Milestone 3 — Carpentry Works - Budget

Reason given Original solid plywood (Greenply) has been discontinued by the supplier. The proposed alternative
(Arauco) is equivalent in grade and finish quality. Supplier notice attached as evidence.

Evidence attached D

Change severity A Medium — SGD 2,500 budget change

FULL IMPACT OF THIS CHANGE ON YOUR RENOVATION

Milestone 3 cost Your total project cost Escrow top-up required
SGD 2,500
SGD 24,820 SGD 40,885 Required if you approve Still protected in escrow

+SGD 2,500 +SGD 2,500

v Additional payment stays in MAS-regulated escrow only released when you approve the completed milestone.
Your money is never at risk.

v You are never pressured. Take the time you need. You can ask a question before deciding.

v Thisrequestisonrecord. Submitted 27 Jun 2:14pm - Reason documented - Evidence attached - All viewable if a dispute arises.

What would you like to do?

v Approve and top up escrow (SGD 2,500)

[ X Decline this change ]

You can ask questions before approving or declining. All decisions and discussions are recorded.

Your project at a glance
Project

Current total

If approved

Timeline

# Your funds are protected

CA Medium change)

Reno Works Blk 403C
SGD 38,385
SGD 40,885

No change

All payments are held in escrow regulated by the
Monetary Authority of Singapore (MAS). Funds are
only released when you approve completed work.

MAS Regulated DBS Custodian

What happens next?

1 Review this change request and ask

questions if needed

> If you approve, top up SGD 2,500 to escrow

(fully protected)

3 Work continues on Milestone 3 with

updated materials

4 Yourelease payment only when the
milestone is completed to your satisfaction

HO
Trust Scorecard Page
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Renovation Works Blk 403C / Change requests

Renovation Works Blk 403C | s contract locked

Project progress  About Invoices Chat Disputes
Total change requests Approved Pending client review
Pending (1) Approved (2) Declined (0)

CR-004 - NEW MILESTONE NEW MILESTONE

Add master bathroom — additional scope
® Under: Masonry Works %% Submitted 29 Jun 2026 @ Viewed by client - 29 Jun, 11:30am

New milestone Additional bathroom, master bedroom +14 days - New end: 15 Dec 2026

Submitted: 29 Jun, 9:00am Viewed: 29 Jun, 11:30am Auto-reminder: 30 Jun if no response

CR-003 - BUDGET CHANGE  MATERIAL
Plywood material upgrade — Arauco replacement for discontinued Greenply
® Under: Carpentry Works %% Submitted 27 Jun - Approved 29 Jun

Original supplier discontinued Ray Tan - 29 Jun, 3:45pm v SGD 2,500 - PayNow
Greenply. Arauco equivalent proposed.

Submitted: 27 Jun, 2:14pm Viewed: 28 Jun, 10:02am Approved: 29 Jun, 3:45pm

CR-002 - MATERIAL CHANGE BUDGET
Tile upgrade — porcelain to marble-grade for master bathroom
? Under: Masonry Works %2 Submitted 20 Jun - Approved 22 Jun

Client requested upgrade during Ray Tan - 22 Jun, 10:15am v SGD 1,800 - Bank transfer
material selection meeting.

Submitted: 20 Jun, 3:00pm Approved: 22 Jun, 10:15am

Wallets

Contract value today

SGD 42,685

Cf Pending approval)

+SGD 3,200
Withdraw
v Approved
+SGD 2,500
v Approved
+SGD 1,800
None

Contract overview

Original contract
CR-002 approved
CR-003 approved
CR-004 pending

Confirmed total
In escrow

Escrow top-up
needed

SGD 38,385
+SGD 1,800
+SGD 2,500

+SGD 3,200 (pending)
SGD 42,685
SGD 40,885 v

SGD 1,800 (if
CR-004 approved)

Every change to an accepted contract is
tracked here permanently. Both parties can
see the full history of what changed, when,
why, and whether it was approved. This is
the dispute-prevention audit trail.

& Audit trail

v CR-002 - 20-22 Jun - +SGD 1,800 approved

v CR-003 - 27-29 Jun - +SGD 2,500 approved
# CR-004 - 29 Jun - +SGD 3,200 pending

ID
Change Request
History Page
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Discussion Page

Change request #CR-003 / Discussion
Questions about this change

Ask questions before making your decision. All messages are attached to change request #CR-003 permanently.

CR-003 - Carpentry Works - Budget increase - Submitted by Acme Interior Design
< Back to full review

Return to the change request to approve or decline
Discussion thread once your question is answered

This is a structured Q&A attached to this change request — not open chat. Every message is part of the project record and can be used as
evidence if a dispute arises.

Your progress
RAY TAN (HOMEOWNER)

Why is the alternative plywood more expensive than what was originally quoted? The original @ Received change request

spec was already what | agreed to pay for.
P y 9 pay ® Reviewed full details

28 Jun 2026 - 11:14am . . .
@ Asking questions — question resolved v

Make decision (Approve / Decline)

Hi Ray, the original brand (Greenply) has been discontinued by our supplier. The alternative Top up escrow if approved

(Arauco) is the closest match in colour, texture, and structural grade — but it comes at a Project continues
slightly higher import cost due to the brand change. I've attached the supplier's discontinuation
notice and a price comparison sheet. Happy to discuss further if needed.

28 Jun 2026 - 2:30pm

PRINCIPLE 2 APPLIED

v Question resolved - 28 Jun 2026, 2:31pm - Marked resolved by Ray Tan Changes are conversations, not demands. This
discussion layer exists so you can understand before

you commit.

Ask another question (optional)
Type your question here...

< Back to review Send question

& All messages in this discussion are permanently attached to change request #CR-003. They cannot be deleted. This record protects
both you and your interior designer if any questions arise later.
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Top up escrow to approve H o
Escrow top-up required Escrow Top Up Page

This payment is required before your approval is confirmed. It will be held safely in escrow.

What you're approving

Approving this change requires additional escrow funding
Funds are held by DBS Bank and only released when you approve completed work

Change request #CR-003

2 5 o o Milestone 3 — Carpentry
SGD J Change Budget increase

Amount required to approve Change Request #CR-003 Reason Plywood discontinued
Evidence D\
Milestone 3 cost New project total You pay now Requested by Acme ID
SGD 2,500
SGD 24,820 SGD 40,885 !

Your progress

@ Reviewed change details

Select payment method _
@ Asked question —answered v

ﬁ PayNow QR @ Chose to approve

Scan QR with your banking app. Instant transfer. GEECUIIE
m Bank Transfer (FAST)
) Transfer to Handshake escrow account. 1-2 hours.
g Visa [ Mastercard +2.0% fee Show all consequences before commitment. No

Credit or debit card. Secure checkout. surprises — the top-up amount was shown on the Trust

Scorecard before you tapped Approve.

This amount is fully protected in escrow.

It will only be released to Acme Interior Design when you approve that Milestone 3 has been completed to your satisfaction.
You remain in control at every step.

3 Pay SGD 2,500 and confirm approval

Cancel — go back to review



HO
Renovation Works Blk 403C / Project updated POSt Ap p roval

Your project has been updated v Change Approved
Change request #CR-003 was approved on 29 Jun 2026 - 3:45pm

:= handshake Dashboard Projects Updates  Wallets

New project total Total in escrow Project end date Project summary

S6B-38:385

SGD’4 385 SGD 40,885 1Dec 2026 Project Reno Works Blk 403C
0' No change to timeline

Fully funded & protected

<+SGD 2,500 from change> ID firm Acme Interior Design
Total cost SGD 40,885
In escrow SGD 40,885 v
v All SGD 40,885 is protected in escrow '
Funds are held by DBS Bank in a MAS-regulated escrow account. They will only be released to Acme Interior Design when you approve Milestones 4 total - 0 completed
each completed milestone. You remain in full control.
End date 1 Dec 2026

What happens next

Updated milestones Total: SGD 40,885 _ . .
1 Acme Interior Design proceeds with updated
Milestone 3 materials
1 Masonry Works SGD 920 Upcoming 2 You'll receive a notification when each

1 Aug —13 Nov 2026 milestone is ready for your approval

3 Youreview completed work and approve to
release the milestone payment

Plumbing Works SGD 760

2 Upcoming

13 Nov — 18 Nov 2026

4 Funds are released from escrow to the ID
only after your approval

Carpentry Works

3 18 Nov — 24 Nov 2026 SGD 24,820 Changed
4 Updated from SGD 22,320

a Electrical, General & Fabrication SGD 14,385 Upcoming

24 Nov - 30 Nov 2026

Project activity
@ Project accepted and funded
27 Jun 2026

@ Change request submitted by Acme Interior Design
27 Jun 2026 - 2:14pm

@ You asked a question — answered and resolved
28 Jun 2026 - 11:14am - 2:31pm

@ You approved change + topped up escrow
29 Jun 2026 - 3:45pm

v SGD 2,500 added to escrow - Protected by DBS

@ Renovation in progress
Milestone 1 due 13 Nov 2026

Back to project overview >
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Updates

Notifications and changes from your renovation project.

Change requests (1) Payments (1) Completed (0)

Acme Interior Design requested a change
Renovation Works at Blk 403C - Milestone 3: Carpentry Works

Milestone cost change New project total
+SGD 2,500 SGD 40,885
22,320 > 24,820 was 38,385

Submitted 28 Jun 2026 - 10:02am - Reason provided - Evidence attached

@® Your funds remain in MAS-regulated escrow — no money moves until you approve

= Milestone payment due soon
Milestone 1: Masonry Works — SGD 920 due 29 Jul 2026

Projects

Updates

Wallets

(A Medium)

Escrow top-up if approved

SGD 2,500

Your project

Project

ID firm
Current total
In escrow

Timeline

Reno Works Blk 403C
Acme Interior Design
SGD 38,385

SGD 38,385 v

Aug - Dec 2026

48h

to review this request

A reminder will be sent automatically if you
haven't responded. Take the time you need.

# Your money is safe

All funds are held in escrow. Nothing moves
until you decide to approve.

MAS Regulated DBS Custodian

HO
Notification Page
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Dashboard Projects Updates Wallets

Change request #CR-003 — Outcome states

Three possible outcomes after the homeowner reviews. Each has a clear next action for the ID.

ID VIEW — ALL THREE OUTCOME PATHS SHOWN SIDE BY SIDE

CR-003 / Approved

Change request #CR-003 v Approved

v Client approved — project updated automatically

Ray Tan approved on 29 Jun 2026 at 3:45pm. Escrow
topped up. Milestone and project total updated. Both parties

notified.
WHAT UPDATED AUTOMATICALLY v DONE
Milestone 3 SGD 22,320 - SGD 24,820

Project total SGD 38,385 - SGD 40,885

Escrow v SGD 2,500 added - Protected

Timeline No change

® CR submitted
27 Jun, 2:14pm

@ Client viewed + asked question
28 Jun, 10:02am

@® Approved + escrow topped up
29 Jun, 3:45pm

@ Milestone 3 in progress

Continue project >

CR-003 / Revision requested

Change request #CR-003 <<—’ Revision requested)

€ Client would like you to revise before approving

Ray Tan has reviewed the request and has feedback. No
funds have moved. Your original milestone terms remain

active.
\_

CLIENT FEEDBACK

RAY TAN - 29 JUN, 2:10PM

I'm happy to approve the material change, but the SGD 2,500
increase seems high. Can you explore if there's a closer-
priced alternative, or consider splitting the cost difference?

» No payment has moved. Your existing milestone terms are
unchanged while this is under discussion.

Your options

. Edit and resubmit

¢ Reply to client first

Withdraw this request

CR-003 / Declined

(X Declined)

Change request #CR-003

X Client declined this change

Ray Tan declined on 29 Jun 2026 at 2:15pm. Original
milestone terms remain in place. No funds have moved.

REASON GIVEN

RAY TAN - 29 JUN, 2:15PM

I'd prefer to stick with the original spec. Please explore other
suppliers before increasing the budget. Happy to reconsider if
no alternative is found.

CURRENT STATUS UNCHANGED
Milestone 3 Remains SGD 22,320
Project total Remains SGD 38,385

Escrow v No change - Funds protected

& All records from this request are saved — usable as evidence if a
dispute arises later

< Resubmit with changes

Continue on original terms

ID
Outcome States
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How to Measure Whether this Redesign Actually Worked

Interior designer

Approval turnaround time: days from submission to outcome
Revision rate: fewer re-submissions means clearer first
requests

WhatsApp follow-up rate: should drop to near zero

Dispute rate after VO: fewer disputes means less cash flow
delay

NPS after VO experience: "would you use Handshake again?"

BUILDING TRUST THROUGH CHANGE

Homeowner

VO approval rate: are more changes getting approved?
Time to decision: how long from notification to approve/
decline?

Clarification rate: are homeowners using Ask a Question?
Escrow top-up completion rate: no drop-off after approval

Dispute rate post-VO: should decrease significantly

Handshake business

VO completion rate: % of change requests that reach approved
state

Support ticket volume: fewer disputes = lower support cost
Project abandonment rate: projects that end mid-renovation
Transaction value per project: more VOs approved = higher
total escrow

Time to dispute resolution: shorter because audit trail is

complete

HANDSHAKE Ul/UX DESIGN CASE STUDY
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