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Redefining the mobile user experience

of the next gen Nissan EV



The Opportunity

Redesign existing mobile app experience + create innovative
ideas by adding EV venhicle 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.

| was responsible for collaborated research, analysis,

prototypes etc.l also oversaw the visual design process



My Role & Process

Project Name Project Type Duration My Role
EV PLUS Service Design 2 Months UX Designer
Week 1 Week 2 Week 3 Week 4 Week 5 Week 6

Secondary Research - Competitor analysis,Case studies,Surveys etc

Testing with End Users
Iterate based on Findings

Prol'ofype - Pqper prol'of)lpell_ow ﬁdelify,H|gh ﬁdel“y ........................................................................................

Testing with Stakeholders

Research - Interaction with stakeholder and users

Analysis - Brainstorming,Customer Journeys etc

Visual Design - Moodboards and screens design

Project Roadmap



Find my car &
Parking location

27 Kautilya Marg,
% 15 mins | 11 km

. Y

Screenshot of Nissan Connect Mobile App for Android

Current Offerings

Below are the current offerings for the as is/new users in the
Nissan Connect mobile application.
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Interview with SME's
& Stakeholders

We set out to understand the domain through
interactions with business stakeholders, domain
experts and SMEs

Electric vehicles Knowledge transfer
& its background from other projects
Expectations Gather insights
and timelines & best practices

Primary Research



O Cisco Webex Meetings

v Participants (19)

' Q  Search

© U | Connected *

User Interviews

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

Expectations Needs, Priorities &
Towards Mobile App Painpoints
Understanding Day in a Life
Challenges & Journey

|dentify Personas

Primary Research



- Card Sorting

<< - C 8@ 7a1d66a.optimalworkshop.com/optimalsort/18736836/sort# - -

We Used Card Sorting Methods to identify the
key data points the customer is looking for in

EE OptimalSort O View instructions ® Leave & comment |

Service booking (Appointment 0

booking) it o

This feature should be on | don't know which section o ° . .
Eco rating (] ) the Web Portal of the app this features thelr app and thelr relatlve Importance
belongs in
Image of the car
Accessories catalogue
0 items

Nissen service subscriptions 0 tems Priorities Existing Understand

Payment M t 6 , X '
DA My Vehicle . = Data Points User Mental Model
Troubleshooting i ] Click to rename
Frequently asked questions 0
) 0 Battery and charging (1)
- — — ] ]
My vehicles i ‘tails o Articles and content i Defl n e h Ig h Ievel

Remote cherging = (— 7Y B pe— o Information Architecture
4 items 4 items
v x

31 of 40 remaining Click to rename

Primary Research
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Existing App Customer Reviews
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Primary Research



Secondary Research

GNP
ESITEE]  ealts st o oA D poiriacs 0 The Secondary Research we conducted in parallel
’%“:‘:‘;ﬁ«:;mﬂ; lessen range anxiety . .
==t et T i i helped us cross verity our primary research data

with existing data found in the open source

of Human-Comput
Interaction

Focus

lmn‘hm—nmw”‘im

 POYCHOLOGY &
BEHAVIOUR

HO 0 K ED = user HUMAN croee

QT T
' Fresh & Lateral User Review Change Behaviour
e G
1%’:‘4\.
Human Motivation Psychology Towards EV
150+ Videos from different 50+ research papers,case
sources. studies,white papers etc.

Gamification Principles & Techniques



Analysis Phase

Decluttering the findings

Brainstorming Affinity Diagrams
Team discussions with peers and SMEs Affinity diagram helped us structure
helped us bring all our findings together on and bring together the key focus

to the table and everybody in one page areas within these findings



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

USA/UK

“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

66%

/0%

/0%

56%

53%

65%

Battery Health
Battery Level
Charge to Distance

Charging Location/Time
Basic Battery Information

Charging Assistance

61%
66%
57%
42%
58%

/0%

-
Q
ke,
Q
-

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

- Saiko,Japan

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

USA/UK

“| think it will be good for us to

customise the Home Screen with
information that we deem useful”

- Robert, UK

38%

49%

59%

55%

63%

47 %

Basic Vehicle Information
Vehicle status & Remote
Vehicle location

Diagnostics data

Alerts

Environmental

28%
63%
57%
53%
51%

42%

-
Q
ke,
Q
-

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

Analysis phase



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’

Analysis phase



What Data Customer Found Less Relevant/Duplicated

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

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

- Candice, UK
- Larry,USA
Number of Turns

Insurance Related Data

Number of Trips

Loan Interest

Preferred Dealer

Financial Information

Analysis phase



Personas & Journeys
ldentifying the Users and Mapping their Journeys

Bodystorming
Conducting the Bodystorming to imagine
the place the app would be used

Modelings User Personas Business Origami

Building personas as a key tool to understand & empathise We have used the Origami to create a miniature
with the EV user goals, motivation & behaviours etc model of the User Journeys



Susan Alex

37
Status Diverced
Education Bachelors in Arts

Occupation E-Commerce seller

are your car empty and cut
own your commuting ¢ | enj

meeting amazn

Age 20
Status Single
Bachelor’s in Finance

Education

Occupation Student

ABOUT

Susan is a divorced mother of 2 kids who is a successful e-commerce seller. She uses her EV on a daily basis for both her personal

and professional needs.

GOALS OFPPOF

® Mever run out of charge & Roadside Assistance/S05 & Kids mode/Pet mode/Custom mode
® Well being and safety of her family & Plannér & Custom \Widget

® Pickup and drop her kids to school on time & Budget saving tips/DIY

® Schaduled and unsuccessiul travel ® Public and Private Charging

® Sacial life ® Community and Gamification

* Save money ® Diagnosis

“l always stay ak

COMFORT WITH TECHNOLOGY

PAIN POINTS I
day activities

Comectnty  RangeAniety Sl "l
Connected Devices
Punctuality Support Charging Expenses Status

Maobile Apps Education

Work life Balance Social Status

Social Apps Occupation  Mana

ABOUT

Akic is a second year engineer student in Tokyo university He is quite popular amang his peers and enjoy a flashy social ife. He

cccasionally drives his family car,

GOALS OPPORTUNITY

®

& Weekend gateway with friends Cross Platform Experience

-

& Entertanment while driving Helps & Tips Battery Saving

* Explore new Technologes Entertainments

.

* Personalisation Sacial Cannectivity

Driving Score

.

DIy

=

Sharing car & make money

COMFORT WITH TECHNOL

I Age
Status
Mobile Apps

PAIN POINTS

ange the world”

Maintaining full charge Limited Superchargers

Lack of time Frequently check status

No Personalised Advices Irrelevant Notifications Education

Occupation

Range Anxiaty Maintenance check Time Crunch

technologies to simplify my day to

51

Married

MEBA Finance

u |n‘3uran(e

ch one ofug can

ABOUT

Sora i a busy individual whe depends heavily on automation and voice controlled smart devices to make ha life easer. On a dadly baus,

he has rarely time for his own fun activities

Keop updated & well informed
Mo Surprisos

Connected Life

Shartouts to save time
Manage time effciently

Increase efficiency

PAIN POINTS

Maintaining full charge Limited Supsrchargers

Lack of time Frequently check status

Mo Persenalised Advices lrredavant Netifications

Range Anxiety Maintenance check T Crunch

DRTUNITY

Contextual alerts
Intelligent planning
Zores LI

Status updates

Quick access 1o modes

Automation

TWITH TECHNOLOGY

Internet
Connected Devices

Mo

Social Apps

* Apps

Andre is an environmental activist working with an international NGO, He travels across the country in his EV spreading the message

of green future

PORTUNITY

.

.

Protect the environment Planner for long travel

Bl
-

Maotivate himself 1o keep going Charging Stations &

recraation centre

Y

Sharing his acheevements

“

with communities Navigate to 360 view

.

Green Score & 5TG

.

Mativate Public to eco friendly

Gamification & rewards

.

Positively impact society & planet

Share & Connect

.

Create an Environment

friendly approach for commuting

PAIN POINTS

Flanning his travel rregular work life

Manage Expenses Motivating others to follow
Park car in unknown areas

Limited Superchargers

Range Anxiety

¢ Stats, Usage patterns & Predictions
* Entertanment

* Road Assistance & Safety

* Public & Private charging

* Custorn mode & Widget

¢ Cross Platform Experience

COMFORT WITH TECHNOLOGY

Internet
Connected D

Mabile Apps

Social Apps

User Personas

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



Areas ldentified

-
4 ] 2 -
Tackling Range Anxiety Quick Access & Customisation

R
)

Hyper Personnalisation

Analysis phase




Collecting & Creating

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.

Design Phase



360 View

Profile Settings Battery Map Automation

~

...

Trip Planner Hamburger

p— - -

i o [ I—

4

- p—

] P W e
-, ~
e : . -
N < 2 i £
2 @

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

O Low fidelity paper prototypes
O High fidelity prototypes in XD

O Navigated and animated for user testing



Option 1

Small Description

My Ariya w
& Locked

G Automation

You're near the car

| 5ftaway |

& Unlock «@ Summon |

Option 2

Small Description

Turn Table

Small Description

Story of Home Page

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.

100% () 4




Gestures - Developed Concepts

Activate Valet Mode

This will activate Valet Mode which can
be controlied from Connect X app

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

Need More Exploration
Quick Access & Customisation
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Gestures

Mirrors user's experience in the real world to make

1 R .

the user feel natural and require neither interruption

nor an additional device

Quick Access & Customisation




Quick Access - Developed Concepts

fop:0e - f2:03'0 & & Vodafone Vodafone

Q, Search Q, Search

a5 2 a5y

“© Britk Township '@ Bri¢k Township w : ) /I 1 - /‘ 3
Lipcatéd 504 722 a8 () Uesdantd 504 7:22 &AM ) | ‘
_ - i - s | 2 . : 3 : .

Tuesday, 4 February Tuesday, 4 February

i ”l i t ‘ cana
Modcs oCat Modes

Controls

5

=

Android Screens iOS Screens

Quick Access & Customisation



Quick Access - Developed Concepts

Storyboard showing how widget will help persona 1 and 2

CASTIEL HOTEL

VALET MODE

With Widgets, Sora toggles Valet mode and During late night drives, Susan frequently
leave the driving instructions without uses Safety mode which enables her to share
opening the NissanX app live information with friends and family.

Quick Access & Customisation



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

. o 66| wi i :
66 | may not find the app and get into it every- | will be very excited to hear what the vehicle wants

time.| need other ways in which the app can to tell me........ | am drawn to smart devices like

teract with me 19 Alexa and like connecting my home devices to it. 77

€€ | would rather see how the recommended
modes work first and then only think of - Susan Alex (Persgna 02)

creating my own 37

€€ | am leaving the Valet Instructions in the k& Templates with regards to mode will provide me with
cup holder. It would be great if | can add an useful introduction to the modes and see if | find
instructions to the car screen via my app it beneficial rather than think up my own things 7

when | activate Valet Mode 77



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




rivate Charging - Developed Concepts

4.0 *d Ak 13 reviews
=

E Market U}_IJ 80% of EV users preferred this charging point

Tk

Book Reviews Photos FAQ

il
-}

Starbucks

S0 ek

E Type A Connector

= Date &

) i ) -
Sat, 14/12/19,10:00 AM - 12:00 PM v NISSAN VERIFIED

_ Annie's Personal Charger Is Available
Private (15) Public (8) Charge Your Car While Paying Her A \isit.

Choose a card for the payment

l4mismn  SamsPoint (a7 :
REACHWIN $ 5% e e e e T 7

- : 6453 7684 6548 4567
e e () (<7) 02/25 BOOK CHARGING SPOT
Reach with $ * & YT Ty

REMIND ME LATER

| 3.9 Mi (8 min) Jiog Win = -7
Reach with $ 2 L & & Sl " v J PAY $21.75

Book charging slots Charging slots Details Contextual Alerts

Tackling Range Anxiety



Green Revolution

) On the way back home,
Andre feels boring and
uneasy to charge at

unknown areas in odd
times

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 g

Andre toggles Private
charging mode on At her home, Andre
his NissanX app and learns how his friend
finds a private charger earns money
owned by a community / by sharing her charging

" publc friend poirt

® g

Sy Ly

T EEE———
1. 1’ riles away "

Public Charging Station

: A Whilst having a
-y s | conversation with his

friend,
NissanX app helps him
to track the
charging progress

#-.
(& .

1oiml ' Tackling Range Anxiety




Private Charging

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

Tackling Range Anxiety



Improvement In App Based On User Testing

Home Screen

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

Charging Screen

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

Tackling Range Anxiety



- Susan Alex (Persona 02)

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.lt
would be nice if the app alerted me proactively and
gave me more opportunities for charging 77

{1 . . .
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 | want to be highlighted the

most %)

1 .
If it takes too long to charge | won't be very comfortable

sitting inside the vehicle on the road 33

- Andre Larson (Persona 03)

1
| am one of those people who likes to know the battery

level on my vehicle at all times and sometimes even a

touch anxious )

- Sora (Persona 01)

1 _ . :
Battery and related details is the most important detail

for me.l always want to know the battery levels before
| leave home in the morning so that | can plan my day 33



Tackling Range Anxiety

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




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

—

Al 7\
4} &
Tackling Range Anxiety Quick Access & Customisation Hyper Personnalisation
O Private Charging O Widget & Gestures O Channel Mix
O Charging Stations O Custom Modes O Contextual Alert

O Cross Platforms

Analysis phase



Highlights

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

Key areas of needing further focus Flows that troubled users
® Battery & charging concerns ranked highest @ Setting up the primary vehicle
® Like better integration and access ® Finding my Vehicle location

@® Personalisation as tool to regain focus ® Creating smart modes

Good to have

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

Testing phase



Notification Examples

My Ariya
& Locked

s L 2L ihannn =l
N’

& Collision alert 2 Geofencing alert

¢S Raining Outside

Your car seems to have been hit by something Your Ariya is currently outside the geofence you

Hey George, please don't forget your umbrella
setup

when you head-out
Damage Level : Minor

Set Reminder Play Footage See Details

Ignore

¢ Automation

You're near the car

| 5ftaway |

& Unlock @@ Summon |

Lock & Summon Prediction Collision Alert Geofencing

Hyper Personnalisation



@ Tyre pressure is low

Font-left side tyre pressure is low

See Nearest Filling Stations

See Diagnosis

Set Reminder

Contextual Notitication - 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




- Susan Alex (Persona 02)

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

application 3%

- Sora (Persona 01)

13
| wife and me both use this application, so

personalisation for me should also include
my family as well 33

- Andre Larson (Persona 03)

€€ | ama 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 37

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

surprises. J)

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 .




Voice - Ul - 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 e WEIKSS Up In dne memiing) Peess s (o5 amel Enees em e

the trip but charging overnight might solve the problem

car with alexa

Yes.Start charging

Your Ariya may not have the
charge for tomorrows trip.

“1

Should | charge it overnight

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

Quick Access & Customisation



Wearables - Developed Concepts

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.

Low Battery

10 ol batiery remaiming

Nearby Chargers

App Landing Low Battery

Quick Access & Customisation



Multi Device Integration

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




Customizing Detfault Modes - Valet Mode

There are number of default

| am leaving the Valet Instructions in the cup holder. It
would be great if | can add instructions to the car screen
via my app when | activate Valet Mode. %9

modes will available for a

quick & predefined actions.

- Sora Nagato(Persona 01)
X

@ Opportunity

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

Pet Mode
Vigilant Mode

Wife Mode

Valet Mode

Mode

Set PIN

There 5 nd ON or
OFF Buttont. To

Speed Limit

start = Put foot

on break

Add Valet Instructions

Customize

There is no ON or OFF
buttons. To Strat - Put
foot on break

Save Quick Access & Customisation




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




j_ll'.
LR i
wEA
II
L

WY

Mg d
Lk
AN LA,

S LY N
'l‘b.'_rnl‘ &
wa b)Y

ALy o

i:.-;'_ ” * i : _II
e =3 o
it~ . e
'.‘ '-I:‘-‘: = r.-.;
ez ' § 4
P o, S s,
e =T
N ey
- oA

AN
}F

.!"I 'h

e
- ey

Y

5
=4Y
ol

fg
1’*1:"
)
s
3

1

o |

f

i
2k
¥ L1
)

/!

0

.

1

|

-y

1
Ayt Ky ke
b . o bl L - r =
. .-.r-'l""-'.-.-:- F.d_ T e ..-- - e _' i ol =
3‘ k1 - =l . 'I|-f gy g = F =
B T g e e =0 g = ||
e _."h-'-‘-..l"_" F o oA _-r"_-'"_,..._._--l'"--n."'- - 7 1 \
L r. "-L.\_'_.“.- _— i S e —= - - - |
- ‘l._ .H P~ '.ll-ﬂ 3 = — 1 o g = f— i
— ':..F_':_J _..'l_l.'-- -- ‘_‘\-r-_:— _'I '-lrld:.-‘. ! 3 - = N
r{-r‘r- ".‘ ey ,.'-'. = 'r'|. -y - A 1
e S ot L -
- —— _— ™ i
y _er,u-f_. e f . b
W e Bl - oA
r " = g = g - o
l. I'-l"- ' ¥ B - .. J
" i ¥ " s
i "__.,
" i
1 =
1 i-
] &
Il L3
e

Channel Mix

What it we integrate different passengers’ interests into

a private broadcast
Hyper Personnalisation



Channel Mix - Developed Concepts

NissanX |}

Riya and Ben, a lovely couple going to Long
Island in their Nissan Ariya to celebrate New
years eve

Wow! this song
always take me
back

Everytime! 'ﬁ
T

A

b= J
i gQ

When the ride starts, the Al personalises
the IVI with the private broadcast content.
It starts off playing the track they both
love
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Being frequent riders, Nissan Al learns that Al integrates this knowledge to create a private broadcast channel for this trip with content
Riya is into pop music and Ben is an and programs tailor made from Riya and Ben's preferences.

adherent baseball fan.

Looks like a big
upset on
Yankees
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We're almost
there, Riya

Ariya, book two
entries

Go on team, we're
almost there...
Yipeee

IVI gives them frequent weather updates &
also guides them to never-to-be-missed new
year events and activities

After each track, the channel keeps Ben
engaged giving a quick flash alert of the
current match situation

Towards the end of the journey, their
excitement just started to flourish




Results & Impacts

Step up into the virtual world

The concepts that were created for this inception phase were decided
to consider and included in the future design release.
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Connect with Nissan

Our team managed to demo We got overwhelmed response
this concept with Nissan higher when presented this concept at
management and stakeholders 2019 CES in US
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