
Redefining the mobile user experience 
 of the next gen Nissan EV



The Opportunity 

Redesign existing mobile app experience + create innovative 

ideas by adding EV vehicle ecosystems and more broadly with 

OEM services by providing high value customer experience



The Brief

The project came up as a strategic initiative from the CDO level 

on how we can redesign a user centric mobile application 

compatible with the new flagship Nissan Ariya due for release 

later that year.



Team & Expectation

A squad of 3 was selected from the larger UX Team 

reporting directly to the COE head was formed to 

execute this project. 

As part of this squad tasked to come up with futuristic 

concepts and ideas for the next generation EV vehicles. 

 

I was responsible for collaborated research, analysis, 

prototypes etc.I also oversaw the visual design process



My Role & Process

Project Name 

EV PLUS

Project Type 

Service Design

Duration 

2 Months

My Role 

UX Designer

Week 1Week 1 Week 2Week 2 Week 3Week 3 Week 4Week 4 Week 5Week 5 Week 6Week 6

Secondary Research - Competitor analysis,Case studies,Surveys etc

Research - Interaction with stakeholder and users

Visual Design - Moodboards and screens design

Prototype - Paper prototype,Low fidelity,High fidelity
Iterate based on FindingsIterate based on Findings

Analysis - Brainstorming,Customer Journeys etc
Testing with Stakeholders

Testing with End Users

Project Roadmap 



Current Offerings
Below are the current offerings for the as is/new users in the 
Nissan Connect mobile application.

Lock & Unlock Climate Control

Fuel Level

Bettery Level

Door Status Car Location 

Service Data Alerts
Screenshot of Nissan Connect Mobile App for Android 



Looks at a defined range of competitors within 
the Nissan operating areas. 
 
This is to ensure the Nissan meets a parity of 
customer experience within the entire 
marketplace. 
 
The competitor analysis also helped us to 
uncover certain data points that do not exist in 
our application currently.

Competitor Research
Personal intelligent 

assistant
Driver assistance 

systems
Biometric System Advanced Automated 

Driving Technologies

XX

X

X

X

Competitors

Primary Research



Primary Research

Interview with SME’s 
& Stakeholders
We set out to understand the domain through 
interactions with business stakeholders, domain 
experts and SMEs

Electric vehicles  
& its background

Knowledge transfer 
from other projects

Expectations  
and timelines

Gather insights  
& best practices



User Interviews
We conducted interactions with end users along 
with a UK based vendor research agency

Expectations  
Towards Mobile App

Needs, Priorities & 
Painpoints

Understanding  
Challenges

Day in a Life  
& Journey

Identify Personas

Primary Research



Card Sorting
We Used Card Sorting Methods to identify the 
key data points the customer is looking for in 
their app and their relative importance

Priorities Existing  
Data Points

Define high level  
Information Architecture

Understand  
User Mental Model

Primary Research



Goals

We have examined 150+ customer reviews in App Store,google 
play store and various blogs and forums.

Existing App Customer Reviews

Customer Paint Points Improvement Areas Feedback

Customer Expectation Current Technical Challenges 

Primary Research



Secondary Research
The Secondary Research we conducted in parallel 
helped us cross verify our primary research data 
with existing data found in the open source

150+  Videos from different 

sources.

50+ research papers,case 
studies,white papers etc.

Focus

Fresh & Lateral User Review Change Behaviour 

Human Motivation Psychology Towards EV

Gamification Principles & Techniques 



Analysis Phase
Decluttering the findings

Analysis phase

Affinity Diagrams
Team discussions with peers and SMEs 

helped us bring all our findings together on 
to the table and everybody in one page

Affinity diagram helped us structure 
and bring together the key focus 

areas within these findings

Brainstorming



What kind of data do respondents believe important
Most of the data which constitutes to range anxiety ranked top as extremely important data point for the interviewed 
respondents

Charging Assistance

Battery Health

Battery Level

Charge to Distance

Charging Location/Time

Basic Battery Information

61%66%

66%70%

57%70%

42%56%

58%53%

70%65%

“I think all items were really important 
and they should be an option inside 
the app.But for me everything related 
with battery and charging,maintenance 
and alert are really important” 
- Susan,USA

Japan

“Considering this is an electric vehicle the 
current car condition especially battery left 
is most important” 
- Saiko,Japan

USA/UK

Analysis phase



What kind of data do respondents believe important
Most respondents wished to see the vehicle status and safety related data upfront as well

Environmental

Basic Vehicle Information

Vehicle status & Remote

Vehicle location

Diagnostics data

Alerts

28%38%

63%49%

57%59%

53%55%

51%63%

42%47%

“I think it will be good for us to 
customise the Home Screen with 
information that we deem useful” 
- Robert,UK

“It is important to know that the vehicle is 
safe to drive on a daily basis” 
- Akio,Japan

Analysis phase

JapanUSA/UK



Attitude Towards Data Being Utilised For Personalisation
5 scenarios were presented to the user on how data will be utilised proactively.The scenarios included proactive 
recommendations around driving & vehicle status, calendar sync, driving improvements, maintenance and social media.

Percentage of customers who rated ‘very favourable’ and ‘most favourable’

63% 69%
USA/UK Japan

Analysis phase



What Data Customer Found Less Relevant/Duplicated

Analysis phase

“I can get this data elsewhere” “I wouldnt want this all the time”

Insurance Related Data

Number of Turns

Loan Interest

Financial Information

Number of Trips

Preferred Dealer

“Number of turns?It would drive me mad 
to see that data all the time” 
- Candice,UK

“Information such as insurance and the 
loan info are not really tied into car 
features.The finance aspects of a car is 
always separate in my mind 
- Larry,USA

We looked at data that consistently got ignored or valued low during the interview and card sorting sessions 



Personas & Journeys

Modelings User Personas

Bodystorming
Conducting the Bodystorming to imagine 

the place the app would be used

We have used the Origami to create a miniature 
model of the User Journeys

Business Origami 
Building personas as a key tool to understand & empathise 

with the EV user goals, motivation & behaviours etc

Identifying the Users and Mapping their Journeys 



Based on the our interview we 
have identified few personas 
which we will use to prioritise 
the features & design the new 
mobile app

Analysis phase

User Personas



Img 0080

Areas Identified

Tackling Range Anxiety

Analysis phase

Quick Access & Customisation

Hyper Personnalisation



Design Phase

Crazy 8
This exercise released our divergent thinking and creative 
juices to bring about fresh and new ideas. We have sketched 8 
distinct ideas in 8 minutes & voted on each ideas by all team 
members and shortlisted 4 of them.

Moodboarding 
We have used this to convey a general idea or feeling about the 
topic. Looked through all the major competitor and also concepts 
developed by other designers in a competitor review and mood 
boarding exercise.

Collecting & Creating



Design Phase

Prototyping
We first created low fidelity paper prototypes 
and iterated the changes after brainstorming. 
 
Once the paper prototypes are finalised we 
digitalised and linked them in xd primed for 
use testing. 

Objectives

Navigated and animated for user testing

High fidelity prototypes in XD

Low fidelity paper prototypes



Design Phase

Story of Home Page

Option 1 Option 2 Turn Table

Small Description Small Description Small Description 

We designed a number of different home 
page options to measure success but also 
to test our assumptions based on what was 
uncovered as key customer needs. 



User Testing Sessions
We tested out our designs with the end users.Here we 
asked the users to complete various flows under different 
scenarios and employed ‘think aloud protocol’ to get to 
know what their thought process and opinions are as they 
are completing these tasks.

Testing phase



Gestures - Developed Concepts 

Quick Access & Customisation

This Feature Is Currently Enabled In Some Android Apps. We Have 
Seen Similar Functionality Implemented In Jailbreaked Ios Apps. 

Need More Exploration



Gestures
Mirrors user’s experience in the real world to make 
the user feel natural and require neither interruption 
nor an additional device 

Quick Access & Customisation



Quick Access - Developed Concepts 

Quick Access & Customisation

Android Screens iOS Screens



Quick Access & Customisation

With Widgets, Sora toggles Valet mode and 
leave the driving instructions without 

opening the NissanX app

During late night drives, Susan frequently 
uses Safety mode which enables her to share 

live information with friends and family. 

Quick Access - Developed Concepts 
Storyboard showing how widget will help persona 1 and 2 



- Sora (Persona 01) - Akio (Persona 04) 

I may not find the app and get into it every-
time.I need other ways in which the app can 
interact with me

I would rather see how the recommended 
modes work first and then only think of 
creating my own

Templates with regards to mode will provide me with 
an useful introduction to the modes and see if I find 
it beneficial rather than think up my own things

I will be very excited to hear what the vehicle wants 
to tell me……..I am drawn to smart devices like 
Alexa and like connecting my home devices to it.

“

“

“

“
- Susan Alex (Persona 02)

I am leaving the Valet Instructions in the 
cup holder. It would be great if I can add 
instructions to the car screen via my app 
when I activate Valet Mode 

“



Quick Access & Customisation
Creating an individualized experience that is relevant to and 
targeted towards a user’s needs. Also tied up are the methods to 
give them the privilege to quick access to information they prefer 
to have handy



Private Charging - Developed Concepts 

Book charging slots Contextual AlertsCharging slots Details

Tackling Range Anxiety



Andre, is travelling to 
Los Angeles to 

give a talk on “Green 
Revolution”. At the conference, he 

shares his vision 
of how electric mobility 

can deliver it’s 
potential environmental  

benefits

On the way back home, 
Andre feels boring and 

uneasy to charge at 
unknown areas in odd 

times

Andre toggles Private 
charging mode on 

his NissanX app and 
finds a private charger 
owned by a community

friend

At her home, Andre 
learns how his friend 

earns money
by sharing her charging 

point

Whilst having a 
conversation with his 

friend,
NissanX app helps him 

to track the
charging progress

Tackling Range Anxiety



Private Charging

Tackling Range Anxiety

Private charging helps make charging easy, enjoyable, and safe. 
Nissan verified personal chargers and listings, maintain a smart 
messaging system, so charging unit owners and customers can 
communicate with certainty, and manage a trusted platform to 
collect and transfer payments. 

- Reduce charge anxiety 
- Increased Connectivity 
- Security 
- Social Connect 
- Economic benefits to Business and Consumers 
- Expand Nissan Customer base 



Improvement In App Based On User Testing

Tackling Range Anxiety

Home Screen Charging Screen

The prominence of the 
charge section in the home 
screen is increased

Highlighting nearby attractions 
and opportunities for the user 
while the car charges

My Ariya Planner

9:41

3.0

30 %Starbucks

Sky Mall

E Market

3.0

3.0

120 KW

50 KW

20 KW

Search this area

1.4 mi (5 min) Nihonjin Ln

Hosier Ln

Shell

7 spots available

3 spots available

5 spots available

Nearby Charging Spots

2.2 mi (8 min)

3.9 mi (8 min) 

Reach with       25% 

Reach with       15% 

Reach with    10% 

Charging Stations



Low charge panics and terrifies me, the feeling is 
similar to what we feel if the phone charge is low when 
outside and the thought is to take immediate action.It 
would be nice if the app alerted me proactively and 
gave me more opportunities for charging 

“
Charging and related details are the most important 
thing for me.May be its got to do with some of my 
insecurities but that what I want to be highlighted the 
most 

“

If it takes too long to charge I won’t be very comfortable 
sitting inside the vehicle on the road

“
- Susan Alex (Persona 02) - Andre Larson (Persona 03) 

- Sora (Persona 01) 

I am one of those people who likes to know the battery 
level on my vehicle at all times and sometimes even a 
touch anxious

Battery and related details is the most important detail 
for me.I always want to know the battery levels before 
I leave home in the morning so that I can plan my day

“

“



Tackling Range Anxiety
Defined as the negative feelings related with the limited 
range and stronger dependency on charging stations



Analysis phase

How To Proceed
Along with iterating the changes from the user testing we also thought on ways to bring in experience 
level ideas and models to bring out better customer experience and sustainable user acceptance 

Tackling Range Anxiety Quick Access & Customisation Hyper Personnalisation

Charging Stations 

Private Charging

Custom Modes

Widget & Gestures 

Cross Platforms 

Contextual Alert

Channel Mix



Highlights

Testing phase

Key areas of needing further focus

Good to have

Flows that troubled users

Battery & charging concerns ranked highest

Reenforcement that they made the right 
Choice by picking an electric vehicle

Setting up the primary vehicle

Like better integration and access Finding my Vehicle location

Personalisation as tool to regain focus Creating smart modes 

The created mobile app was well received in general by the user.The users wanted an expereince upgrades 
in some areas and improvements in some confusing flows



Notification Examples

Hyper Personnalisation

Lock & Summon Predic�on Collision Alert Geofencing



Contextual Notification - Concepts 

How Andre Solve the above problem 
Andre received a notification just before his departure to 
office about the low tire pressure on one of the rear tire. 
John can check and fix a filling station on the way to his 
office.

Hyper Personnalisation



Contextual Notification
An Instant feedback model on critical actions at the 
right time and location. 

Hyper Personnalisation



Personalisation should be meaningful rather than 
gimmicky.It would be great if the car notifies me of low 
charge or health than me going and checking in the 
application

“

- Susan Alex (Persona 02) - Andre Larson (Persona 03) 

- Sora (Persona 01) 

I am a big fan of these personalised things, whether its 
climate or personal updates.These are the kind of 
things that makes me come back to the app

I wife and me both use this application, so 
personalisation for me should also include 
my family as well

“

“

I travel a lot both long and short distance alone and any 
issues with regard to car health needs to be notified so 
that I can take corrective measures. I hate those nasty 
surprises.

“

Hyper Personnalisation



Hyper Personnalisation
User can utilize different pre-loaded modes to quickly 
complete a task. They can also create different modes 
as per their requirements 



Quick Access & Customisation

Voice - UI - Developed Concepts 

Akio is going for a trip with his friends tomorrow morning.Alexa  
reminds Akio that his car may not have the charge to complete  
the trip but charging overnight might solve the problem

Your Ariya may not have the  
charge for tomorrows trip. 
Should I charge it overnight

Yes.Start charging

Akio wakes up in the morning packs his bag and checks on his  
car with alexa

Alexa, 
Wake up my Ariya

Waking up your Ariya. 
Diagnostic has completed  &  
everything looks fine.You can travel  
400 km without charging 



Wearables - Developed Concepts 

Quick Access & Customisation

Sora gets a notification while he is at the gym that the battery is  
low and will have to leave early so that he can charge on the way.

beep

beep

App Landing Low Battery



Multi Device Integration
Virtual assistants & wearables allows for effortless user 
interaction with the application.



Customizing Default Modes - Valet Mode

Quick Access & Customisation

There are number of default 
modes will available for a 

quick & predefined actions.

Default Modes 

When the Valet mode is activated,  user can add custom instructions 
through mobile app which will be reflected in the car dashboard

Opportunity

I am leaving the Valet Instructions in the cup holder. It 
would be great if I can add instructions to the car screen 
via my app when I activate Valet Mode. 

“

- Sora Nagato(Persona 01)



Custom Modes
User can utilize different pre-loaded modes to quickly 
complete a task. They can also create different modes 
as per their requirements 

Quick Access & Customisation



Channel Mix
What if we integrate different passengers’ interests into 
a private broadcast

Hyper Personnalisation



Channel Mix - Developed Concepts 



Results & Impacts 
The concepts that were created for this inception phase were decided 
to consider and included in the future design release.

Our team managed to demo 
this concept with Nissan higher 
management and stakeholders 

We got overwhelmed response 
when presented this concept at 

2019 CES in US



Thank You for Scrolling!


