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Intro

About the guidelines

We created the following guidelines based on our work on
Generative Al projects, expert knowledge and collaborating with
markets. Based on learnings and the value we want to bring to
markets and users, we outlined core principles and elements we
believe are key to delivering successful Gen Al experiences.

We outlined how to bring them to life through insights, design
guidelines, and best practices.

By bringing a consistent and unified approach to Generative Al
design, we aim to create products that are effective, clear and
responsible, while maintaining the Nissan brand feel.
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Intro

What does this document cover?

As Nissan will create more generative Al products and features. we
created guidelines that focus mostly on text-based outputs. These
can be assistants, summarisers, virtual agents, or any other type of
feature that generates text (although some aspect of the guidelines
will still apply for other types of Gen Al.)

There are two categories of products where these guidelines will
apply: Nissan website and colleague-facing products (DriveCE,
copilots, etc).

Each Generative Al feature will have its own challenges and
considerations, but we create the following guidelines as a starting
point to design better experiences.
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Summary @

Principles guide our gen Al ‘why’'s’ , while expressions guides how experiences come to life in a Nissan way.

Principles
Augment Journeys Be Pragmatic and Efficient Be Open and Transparent
Designing products that supports Improve existing journeys rather Getting just the right Being open about data usage,
users with decision-making. than creating additional steps. information to users, not more. sources and failing gracefully.

Expressions

User Experience . Communications User Interface
Tone of Voice
Elements and Copy Elements
- Ethical
- Responsible - Setting Expectations
- Introducing users to Gen Al - Transparent - Disclaimers - Al brand and iconography
- Minimalist UX - Conversational - User-based comms. - Load and generate answers
- Native Experiences - Concise - Output copy - Collect feedback
- Actionable Next Steps - Pragmatic - Owning up to mistakes and - Disclaimers and handovers
- Empowering limitations

- Encouraging
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What are principles?

Through working on Generative Al projects and collaborating with
markets, we outlined core principles we want our Gen Al
experiences to deliver to users.

We provided insights, general guidelines, and best practices to
illustrate how to implement these principles.

By bringing consistency and a unified approach to Generative Al
experience design, we aim to create experiences that are effective
and safe while making them Nissan-y and exciting.




Principle #1

Empower Users

The car-buying journey involves numerous decisions and Gen Al
should serve as a trusted guide, helping customers feel confident at
every stage. Al experiences should provide relevant support without
overwhelming users, ensuring they stay in control of their journey.

Assist users with decision-making

Present the right information at the right time

Allow users to control when and how they interact with Al
Reduce manual or repetitive tasks




Principle #2

Augment Existing Journeys

Car-buying is already a complex and nuanced experience. Gen Al
should enhance existing workflows and interactions rather than
introduce unnecessary complications.

Improve existing products and workflows

Make current steps more engaging and intuitive
Simplify decision-making processes

Guide users seamlessly to the next step with confidence




Principle #3

Be Pragmatic and Efficient

Gen Al should prioritise clarity and efficiency, minimising confusion
and ensuring users get the insights they need without wasting time.
Experiences should be direct, relevant, and easy to understand.

Deliver clear, concise, and digestible outputs

Tailor responses to users’ immediate needs

Streamline decision-making and simplify complex experiences
Avoid overwhelming users with excessive details or technical

jargon




Principle #4

Be Open and Transparent

As a new technology, Gen Al must earn user trust through
transparency. Clear communication about data usage, capabilities,
and limitations ensures users feel secure and confident when
engaging with generative Al.

Ensure users understand what data is used and stored
Clearly indicate when interactions involve Al

Reduce potential reputational risks through transparency
Encourage user trust and openness in adopting new
technology
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Principles

Empower Users Augment Journeys

Be Pragmatic and Efficient

Be Open and Transparent

Expressions

User Experience

Tone of Voice Communications User Interface
Elements and Copy Elements
- Ethical
- Responsible - Setting Expectations
- Introducing Gen Al - Transparent - Disclaimers - Al brand and iconography
- Minimalist UX - Conversational - User-based comms. - Load and generate answers
- Native Experiences - Concise - Output copy - Collect feedback
- Actionable Next Steps - Pragmatic - Owning up to mistakes and - Disclaimers and handovers

- Empowering

limitations
- Encouraging
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User Experience Elements

UX elements that shape Generative Al experiences



About UX Elements

Going one step further, we identified elements that are part of
Generative Al experiences. These take into account experience

elements before, during and after users are interacting with Al.

As every Gen Al feature has different requirements, there are no
specific guidelines on how to design these elements, but by
outlining them, we can inspire to make the UX clear, effective and
useful.
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1. Introducing users to Gen-Al

As a new technology, users might not be familiar with Generative Al
tools such as ChatGPT. This makes a clear and well-designed
onboarding process essential. By providing users with the right
information and guidance upfront, we can help them feel
confident, empowered, and equipped to maximise their experience
with generative Al features.

In order to interact with gen Al features, it's important
that users understand:

- What type of output they will get (chat, long text, image, etc)
- What to input in order to get the intended output

- What is the source of information for generating outputs

- Product limitations (topics, functionality, etc)

- Product's potential to produce inaccurate information

- Examples of inputs
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Introducing users to Gen-Al

Below are a few examples of how we onboarded users to generative Al features.

Answers & Insights at your fingertips.

I'll help you find the answers within our Insights library. Start by typing your question.

twhar are customer preferences in contacting dealers?

(D Our Al is here to assist, but it's not perfect. Please fact-check critical details

Drive CE - On Drive CE, we tell users (Nissan colleagues) that all information and
answers generated from from within our insights library.

Where users type in their answers we also have a few examples that rotate to give
users inspiration on what they can ask.

Virtual Assistant

Meet our experimental Al assistant.

It can help you learn more about e-POWER or
compare other options. To have the best
experience, try to keep your questions focused
on e-POWER and the New Nissan Qashgai

The Nissan Virtual Assistant does not require any
personal or sensitive data, so please do not
include any. In case of any doubts feel free to call
our Customer Services. Please refer to our

website user terms and conditions before using.

BACK TO QASHQAI
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Nissan Al

Hi, I'm Nissan Virtual Assistant.

| am a new service powered by ChatGPT. | am still learning, so whilst all
efforts have been made to ensure accuracy of the information I share,
errors may occur and certain replies might not reflect the most current
or comprehensive data about the Qashqai e-POWER. The website or a
dealer should be referred to for further information. Here are a few
examples you can ask me about:

* What is e-POWER?
* What's the difference between e-POWER and 100% electric?

Please review the attached terms & conditions in conjunction with my
replies, so you have the full picture. If you feel some of the information |
have shared is incorrect, please be kind enough to call our Customer
Services and let them know.

Ask me a questio

Nissan Virtual Assistant - Gives users directions on how to use the
tool, like keeping questions focused around specific topics.

The tool also provides a few examples about what users can ask, as

well as what information should be input (personal and sensitive data)



2. Minimalist UX

As we're developing new technology, it's essential to prioritise
simplicity to avoid overwhelming users. Generative Al products
should be designed with minimalism in mind, making it easy for
users to adopt these tools into their workflow. A straightforward,
intuitive experience ensures that users can quickly understand and
maximise the value of the product. As adoption evolves and
increases, we can create more complex experiences.

Generative Al-powered products should:

- Require minimal effort to get an output (Q&A, chat, etc)

- Generate outputs that are short, concise and precise

- Maintains simplicity that helps people move forward in their journey
- Simplify tasks, steps and decision-making

- Have minimalistic interface design

- Show only what users need to see
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Minimalist UX Examples

Filters

O FILTERS SELECTED

Sort by +

Budget Filter

— o

£43,000

Drivetrain

QO 2wo (19)
QO 4awp (3)

Transmission type

STEP 1 OF 2
Choose your equipment level

Level of equipment for a vehicle

<¢ Got questions about the features of Qashqai?

Acenta N-Connecta
Premium Petrol  Petrol Mid Hybrid
Petrol  Petrol Mild Hybrid Petrol / Electric  e-POWER

Petrol / Electric  e-POWER

Verson Explorer - In order to not interrupt the existing journey, we created a
minimal CTA to get users’ attention if they want to interact with Gen-Al.
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STEP 1 OF 2
Choose your equipment level

Level of equipment for a vehicle

. Ask me anything about the Nissan Qashgqai. Hide A

N-Design

Petrol  Petrol Mild Hybrid

<+ what is e-pedal?

@ I'am a new service powered by Google Gemini Al | am still learning, so whilst all efforts have been made to ensure accuracy of the information |
share, errors may occur and certain replies might not reflect the most current or comprehensive data about the Qashqai. The details within the
configurator or a dealer should be referred to for further information
Please review the attached terms & conditions in conjunction with my replies, so you have the full picture. If you feel some of the information |
have shared is incorrect, please be kind enough to call our Customer Services and let them know.

Petrol / Electric  e-POWER

Cont. - When clicked on, the generative Al expands just enough to give users
the right information to be able to use the tool. Users can quickly get an
answer by typing any question (quick to get outputs).



3. Native Experiences

As Generative Al is a hot topic, it's tempting to add Al-powered features to
existing products. While experimentation is valuable, it's important to
avoid making experiences unnecessarily complex or overwhelming for
users.

When designing Generative Al-powered experiences, the integration
should feel seamless and intuitive—like a natural extension of the existing
product. Al assistance should appear in-context, providing value exactly
when and where users need it.

The goal is for the Al to feel like an invisible partner, enhancing the
current experience rather than standing apart as a separate feature. By
focusing on context and usability, we can ensure that Al feels purposeful,
intuitive, and truly helpful.

Gen Al products should:

- Feel like it's part of and fit within the existing experience and workflow
- Shouldn't compete for users' attention with other features
- Always help people move to the next step in their journey

- Enhance existing experiences by making it more exciting and personalised
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Native Experiences

Filters

0 FILTERS SELECTED

Sort by +

Budget Filter

—o

£43,000

Drivetrain

QO 2wb (19)
QO 4wp (3)

Transmission type

STEP 10F 2
Choose your equipment level

Level of equipment for a vehicle

4 Got questions about the features of Qashqai?

Acenta N-Connecta
Premium Patrol  patrol Mid Hybrid
Petrol  Petrol Mild Hybrid Petrol / Electric  e-POWER

Petrol / Electric  e-POWER

Examples

N-Design

Petrol  Petrol Mild Hybrid

Petrol / Electric

e-POWER

Filters

0 FILTERS SELECTED

Sort by +

Budget Filter

£43,000
Drivetrain
QO 2wp (19)
Q 4wo (3)

Transmission type
O manual (9)

[ Automatic (13)

Engine Type

O retrol mild Hybrid 7). ©
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STEP 10F 2
Choose your equipment level

Level of equipment for a vehicle
Ask me anything about the Nissan Qashqai Hide A

Acenta Premium N-Connecta N-Design
e-pouen e-powen e-power

Version Explorer - In order to not compete with other features and buttons on the page, we create a minimal CTA for Version Explorer.

The feature then expands to make it part of the car-selection experience, functioning as a supporting feature on the page. The design and
layout were designed to not compete with other elements of the page, but make it feel like it's always been a part of the page.



4. Actionable Next Steps

Users often experience frustration when they encounter
dead-ends—whether it's a chatbot that fails to provide a useful answer or
an experience that doesn't offer clear paths to continue their journey.
When designing Generative Al experiences, we should focus on keeping
users moving forward. Al systems should be equipped with fallback
mechanisms to provide alternative options. Instead of leaving users stuck,
offer clear next steps, such as rephrasing their input, exploring related
topics, or suggesting other ways to achieve their goals.

A well-designed Al experience should act as a guide, not a roadblock. This
means anticipating where users might hit a dead-end and proactively
designing solutions to help them navigate past it. By creating pathways to
progress, we can reduce frustration and build trust in the technology,
ensuring a smoother and more satisfying user experience.

Generative Al experiences should:

- Always help people move to the next step

- Suggested follow up questions

- Offer human support when Al can’t help

- Provide links where users can find more information
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Actionable next steps == AN

Jirtus] Assistant [ commse s mars s o ser |
Can you send me a link to e-power on the gashqai?

Meet our experimental Al assistant.

It can help you learn more about e-POWER or Niszanal

compare other options. To have the best

experience, try to keep your questions focused You can find more information about e-POWER on the Qashgqai by
Refe re nced sources on e-POWER and the New Nissan Qashqai visiting the Qashqai e-POWER Car Configurator.

The Nissan Virtual Assistant does not require any Do you have any specific driving habits or preferences that you'd like to
Nissan C Space Nissan Knowledge Hub report 250823 - Pages - 38, 17, 2 personal or sensitive data, so please do not share to help me provide more tailored information for you?

Published: 2023-09-27 include any. In case of any doubts feel free to call

our Customer Services. Please refer to our
website user terms and conditions before using. Nissan QASHQAI
with e-POWER

CONFIGURE NOW
BOOK A TEST DRIVE

24 08 report Version Explorer and Configurator - Pages -
Published: 2024-09-01

22 01 Nissan Homepage reloaded - Page - 23
Published: 2022-01-28

C Space Nissan Version Explorer Report 190224 - Page - 24
Published: 2024-02-29

2,5 4

R
[ Askme a question )

o4
49/250

e-POWER Virtual Assistant- In order to help customers on their journey,
once questions are answered on the virtual assistant we provide options
to move forward, such as linking to more information, configurator or to
book a test drive

Drive CE - Linking sources to the information provided gives users a chance
to double check the answer and find any additional information they might
be after, continuing their journey forwards
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Tone of Voice

Ensuring Generative Al outputs sound like Nissan



The Nissan Gen Al Tone of Voice

Our objective is to bring the Nissan tone-of-voice to Generative
Al products. Not all solutions will have a text or voice output, but
we want to ensure that every content created by Generative Al -
emails, virtual agents, website content, etc. it's done in the Nissan
way and feels part of the brand experience.

Gen Al tone of voice guidelines were developed based on Nissan's
tone-of-voice principles to help create consistency across all
experiences.

Virtual
Agents
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Nissan E
Tone of Voice

Gen Al E

Tone of Voice
Guidelines

ol
A

Service
Assistant

LN
Document . Purchase  momy

Summarisers Assistants N

ﬂ Insights m
Generator



GCenerative Al Tone of Voice

To keep the brand voice consistent, we have developed a set of pre-defined rules for the Large
Language Model (LLM). These rules will help ensure that the answers formulated by Gen Al are
consistent with the brand personality and style yet adapted to facilitate customer journeys.

This set of rules act as a bigger instructional prompt to the LLM, giving it the context on the
tone of voice for the answers it will generate.

We are..

Transparent Empowering

Concise Conversational Pragmatic

26
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Encouraging

Responsible
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Tone of Voice

Ethical

We're ethical when dealing with users. We're transparent and
we state the intentions of the Gen Al, whether through
disclaimers or messaging, depending on the context. We don't
insist on gathering PIlI (Personal Identifiable Information) if it is
not required at a specific stage of the customer journey.

Do

“Ask me about the features and specifications of the Nissan X-Trail
segment.

I'm not authorised to request or store your personal information, and our
chat may be recorded for training purposes. Please avoid sharing any
sensitive information.

Go ahead and ask your Nissan X-Trail questions now."

Don't
“I'm afraid | cannot proceed to provide the car segment details unless you
provide me with your details.”

27 Major governance forum titles can go here
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Responsible

Gen Al should take responsibility for the errors and act
respectfully towards users. The tone of voice should adapt
according to the users’ feedback and reactions such as a user
clicking the thumbs down button as a feedback. In such a
scenario, the Al can provide alternatives/connect to a human
agent, who can provide timely assistance.

Do

"Apologies, | don’t have the answer to the question at the moment, and I'd
not provide any irrelevant information. I'd rather connect you with one of
our human agents who can assist you further. Please hold on while | make
the connection.”

Don’t
“We do not want the Gen Al to hallucinate and provide any
random/irrelevant answer to the user.”

Nissan Confidential C



Tone of Voice

Empowering

Gen Al should adapt its tone to the user’'s mindset so that they
feel reassured and empowered. Our tone sounds welcoming,
warm, and natural, putting the user at ease.

For instance, the customer-facing Gen Al on the Version
Explorer should assist users while still making them feel fully
empowered and in full control of the situation.

Colleague-facing Gen Al, like on Drive CE, should provide
concise and informative answers that empower employees.

Do

“Your Nissan Al Assistant is here to help you 24/7.

Whether you need information on car specifications,

features, troubleshooting tips, or more, I've got you covered. Ask your
queries anytime and I’'m happy to help.”

Don't
“The Al assistant is available for support services, all day Monday- Sunday."

28 Major governance forum titles can go here
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Encouraging

The tone of voice should be positive and exciting for users, while
providing guidance. Avoid negative statements and expressions
throughout the user journey. At no time should Gen Al sound
intimidating or discouraging. A negative tone diminishes user
confidence and impacts reliance on Gen Al's capabilities.

Do

“Hi, I am a Nissan Al Assistant. I'm here to help you chose the version that
best fits your needs. You may ask questions such as, what is X-Trail's towing
capacity, which version supports ProPilot, describe the entertainment
options for the Xtronic model, or more.”

Don't
"Hello, | am an Al chatbot. | am not fully trained so | might not be able to
help you with everything. Please don't expect much from me."

Nissan Confidential C



Tone of Voice

Concise

Avoid using technical jargon unless absolutely necessary. Use
familiar expressions and sound human-like while generating
responses. Prioritising customer needs makes users feel
confident and understood during their conversations with Al.

Do

User: “What are the features of Nissan X-Trail?”

Nissan Al: “The Nissan X-Trail prioritises both driver and passenger comfort
and functionality with features such as a spacious interior design and
advanced safety features, including airbag systems, stability control, and
driver assistance systems.”

Don't

User: “What are the features of Nissan X-Trail?”

Nissan Al: “The Nissan X-Trail automotive segment is engineered with an
emphasis on ergonomic optimization for both driver and passenger,
integrating an expansive volumetric architecture coupled with an array of
cutting-edge vehicular safety protocols. These include, but are not limited
to, multi-stage airbag deployment mechanisms, dynamic stability control
systems, and sophisticated driver assistance technologies leveraging
sensor fusion for predictive intervention.”

29 Major governance forum titles can go here
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Pragmatic

The goal is to be clear and efficient, addressing the issue at
hand in a way that is both direct and functional. If the Al is not
able to resolve any of the customer queries, it should not end
conversations abruptly. Instead, leave users with a directional
message containing either links to similar information or
contact information/form-fill/redirect to a web-page,
augmenting journeys instead of disrupting them.

Do

“I tried finding some relevant information for you, but couldn’t retrieve
anything helpful at the moment. Try checking the following links for similar
details:

Link 1: Qashqgai specifications

Link 2: Common troubleshooting tips

Link 3: Car maintenance guide

Feel free to explore these, and let me know if you need further assistance!”

Don't
“Oops! We're facing some technical hiccups. Please try again in a bit.”

Nissan Confidential C



Tone of Voice

Transparent

Communicate clearly to the users when they are interacting
with Gen Al to set the right expectations. Always begin
conversations with a clear introduction and purpose of the Al
assistant. Mention limitations, if any. Genuine and transparent
communication builds customer trust.

Do

“Hi, I'm your Nissan Al assistant, and I’'m here to help you with your queries
related to the Nissan X-Trail. I've a fair understanding of the performance,

design, and functionalities of the Nissan X-Trail models. Ask me and I'll try

answering it.”

Don’t
“Hi, I am an assistant to answer all your queries.”

30 Major governance forum titles can go here
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Conversational

Keep conversations fluid and intuitive. Ensure the Gen Al
understands a wide array of phrases in order to get the context.
The conversation flow should be structured and simple to avoid
overwhelming users with complicated responses. The tone of
voice should sound human-like and not robotic. For instance,
having conversational phrases in-between help users connect
better. Easy communication and hassle-free information
gathering leaves a positive impact on users.

Do

Drive CE Gen Al: "I'll help you find the answers within our Insights library.
Start by typing your question."

User: "What are customer preferences in contacting dealers?"

Drive CE Gen Al: "Here's what | found {(..)"

Drive CE Gen Al: "If you have any more specific questions about customer
preferences or related topics, feel free to ask!"

Drive CE Gen Al: “Was this answer useful?”

Nissan Confidential C



Implementing the Tone of Voice

1) Set the TOV in the Gen Al tool.

2) The TOV should be as descriptive as possible. We have a predefined TOV for brand consistency and optimal results.
Check Rules of Tone of Voice for Gen Al.

3) Cultural/demographic factors need to be considered while optimising the TOV for the regional markets.

4) Feed the model with examples of Do's and Don'ts/What we say and What we don't say as measures of Brand Tone
of Voice.

5) Depending on the use case of Gen Al, the model should be trained on the word limit, information density, and
number of sentences per response to be generated. In terms of voice, active voice takes precedence over passive

voice. Active voice sentences are simple to understand and convey messages clearly.

6) The model should be trained not to use culturally inappropriate phrases/words or words having negative
connotations.

7) The model should be able to gauge user intent and the context of the conversation to avoid any mess ups.

8) Train, test, and optimise the language usage and tone of voice implementation for optimal results. The tool should
also take user feedback into consideration for response generation.
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Copy and
communications

How we talk about Gen Al features and structure Al-generated copy



Writing for and with
Generative Al

Given the "black box" nature of Generative Al, we need to be
clear and open throughout the whole experience, from
expectations to the content delivered by Al.

Clear communication

To prevent user disappointment, it's important to clearly
communicate the capabilities of Generative Al and manage
expectations around its accuracy.

Legal compliance

We need to ensure that Nissan is protected by
communicating clearly and displaying any disclaimers
necessary for users to know ahead of interacting with Gen Al.
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Setting Expectations Virtual Assistant NISSAN

Meet our experimental Al assistant.

(

Setting expectations before users interact with Generative
Al ensures they understand what the product does, the
nature of the outputs, and how their inputs shape the
results. This not only helps users get the most value from
Al-generated content but also builds trust by clarifying the
data sources and limitations.

The information users should be made aware of varies
depending on the product. Below are a few examples that
might apply to your product:

Users should be clear on:

- What the product does

- What they can input

- What types of outputs will be generated

- Length and how content will be structured

- What information and data is used to generate outputs

We can achieve this using the following copy elements:
- Onboarding / tour

- Prompt suggestions and examples

- Answer examples

- Clear directions and instructions

- Wayfinding

It can help you learn more about e-POWER or
compare other options. To have the best
experience, try to keep your questions focused
on e-POWER and the New Nissan Qashqai.

The Nissan Virtual Assistant does not require any
personal or sensitive data, so please do not
include any. In case of any doubts feel free to call
our Customer Services. Please refer to our

website user terms and conditions before using.

BACK TO QASHQAI

Nissan Al

Hi, I'm Nissan Virtual Assistant.

| am a new service powered by ChatGPT. | am still learning, so whilst all
efforts have been made to ensure accuracy of the information | share,
errors may occur and certain replies might not reflect the most current
or comprehensive data about the Qashqai e-POWER. The website or a
dealer should be referred to for further information. Here are a few
examples you can ask me about:

e What is e-POWER?
e What's the difference between e-POWER and 100% electric?

Please review the attached terms & conditions in conjunction with my
replies, so you have the full picture. If you feel some of the information |
have shared is incorrect, please be kind enough to call our Customer
Services and let them know.
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Disclaimers /" O\
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Nissan Al V

Hi, | am Nissan Al, a Google-

In order to protect users and Nissan, there are specific elements powered assistant to help you
that we should let users know about ahead of using generative Al with your queries. | am still
features learning, so whilst all efforts have

been made to ensure accuracy of
the information | share, errors
As every product and market is different, bring in your local legal may occur and certain replies

team into the design process as soon as possible in order to define might not reflect the most current

what disclaimers should cover. aromprenensiyedats; Rease
verify the information to be sure.

For further details related to

Disclaimers could cover the following:

- Inform users that Gen Al can make mistakes

- Ask users to double check or fact-check the information before

using it

- Information generated by Gen Al doesn't make Nissan liable or is

Iega”y k‘)l ndlng . . . . Please review the attached terms & conditions in conjunction with my

- Notifying when users are interacting with Generative Al (and not replies, so you have the full picture. If you feel some of the information |
have shared is incorrect, please be kind enough to call our Customer

a human) Services and let them know.

- It doesn’t require (or will never ask for) sensitive or personal data
- Review terms and conditions

@ Our Al is here to assist, but it's not perfect. Please fact-check critical details.

to call our Customer Services and let them know.




User-based Communications

Generative Al products can be used for two types of users:
Customers and Nissan colleagues. When designing and
creating Generative Al experiences, we should consider
who the users are and how we introduce Al features.

Copy should be written and presented in different ways to
accommodate different types of users.

Customer-facing products - \We should be more careful
and soft in how we present Gen Al products. The
introduction of Al features can be made more emotional
and exciting.

Colleague-facing products - We should be more factual
and to-the-point as our colleagues need information as
quickly as possible in order to serve customers.

We can also be more direct and blunt when presenting
Gen Al features, i.e. "please double check information
before using them as Generative Al isn't always right".

)
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Version Explorer (Customer-facing)

"Are you interested in the Qashqai but have
unanswered questions? Start by telling me what you
need the Qashqai for"

DriveCE (Colleague-facing)

"Answers & Insights at your fingertips. I'll help you find
the answers within our Insights library. Start by typing
your question."



Generating Output Copy

When generating copy, Generative Al should create only
enough information to help users with decision-making.

The goal is to be concise and to-the-point, making sure to
not detract customers from their journey or adding more
confusions.

Ideally the text generated should be formatted using short
paragraphs, bullet points and highlighting key
information.

When creating text, we recommend:

- Follow UX and content design best practices

- Present concise and bite-size information

- Limit the number of characters to be used (depending
on context)

- Highlight key information or sections

- Make use of bullet points and short paragraphs

- Present sources whenever possible

7\
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¥ what version has the best engine

@ I am a new service powered by Google Gemini Al. | am still learning, so whilst all efforts have been made to ensure
accuracy of the information | share, errors may occur and certain replies might not reflect the most current or
comprehensive data about the Qashqai. The details within the configurator or a dealer should be referred to for further
information.

Please review the attached terms & conditions in conjunction with my replies, so you have the full picture. If you feel
some of the information | have shared is incorrect, please be kind enough to call our Customer Services and let them
know.

what version has the best engine

The most efficient version of the Nissan Qashgqai is the 190 e=-POWER Automatic 2WD, achieving a
combined fuel consumption of 54.3 MPG under WLTP (Worldwide Harmonised Light Vehicles Test
Procedure) standards. e=POWER combines a unique electrified vehicle technology with the
convenience of petrol refueling, delivering a smooth and responsive driving experience, similar to
an electric vehicle, without the need for external charging. If you have any other questions about
the Nissan Qashqai, feel free to type your question above, and I'll be happy to assist you!

Here's what | found

what are the key stats around booking test drives?

The key statistics around booking test drives highlight customer preferences and behaviors that
can enhance the overall experience. Here are some important insights:

1. Personalization: A significant 75% of customers expressed a preference for a bespoke test
drive experience, indicating that they value the ability to tailor aspects such as time, location,
and vehicle choice

2. Booking Methods: 74% of customers believe that leaving their details in an online form will
lead to a quick response from dealers to schedule a test drive. This reflects a strong desire
for convenience in the booking process.

3. Contact Preferences: More than half of the customers, specifically 58%, feel that contacting a
dealer directly for a test drive is beneficial as it allows for real-time communication without
feeling pressured.



Addressing Mistakes and
Limitations

As we build and deploy more Generative Al products, we
need to accept that it will fail and, when we do, we need to
fail gracefully.

Accept that Generative Al will make mistakes or not live up
to customers expectations. Customers are more likely to
accept alternatives when we are transparent about our
errors.

Gen Al needs to:

- Own up to our mistakes or errors when they happen
- Acknowledge product limitations

- Reassure users that Generative Al products are
constantly evolving

- Apologise and provide options or alternatives

- Offer to interact with a human whenever possible

- Gather feedback

7/~ \
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Nissan Al V

Hi, I'm Nissan Virtual Assistant.

| am a new service powered by ChatGPT. | am still learning, so whilst all
efforts have been made to ensure accuracy of the information | share,
errors may occur and certain replies might not reflect the most current
or comprehensive data about the Qashqgai e-POWER. The website or a
dealer should be referred to for further information. Here are a few
examples you can ask me about:

For the latest pricing information, please check the details shown on this page. Keep in
mind that prices may change based on your selections while configuring your car on the

next step.

If you have any other questions about the Qashqai, feel free to type your question above,

and I'll be happy to assist you!

Unfortunately, | cannot provide information about the X-Trail e-Power.
However, | would be happy to share details about the Nissan Qashgai. The
Nissan Qashgqai is available in multiple trim levels, but its overall dimensions
remain consistent across all grades. The overall length is 4,425mm, the overall
width (excluding mirrors) is 1,835mm, and the overall width with mirrors is
2,084mm. However, the front and rear track widths may vary slightly
depending on the specific grade level.

If you have any other questions about the Qashgqgai, feel free to ask, and I'll be
happy to assist you!
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Gen Al User Interface Elements

As Nissan integrates more Generative Al features, it's
essential to create a consistent visual language that
helps users quickly identify Al-generated content and
interactions.

A clear and intuitive Ul builds trust, enhances
usability, and ensures a seamless experience across all
Al touchpoints. By incorporating standardised design
elements—such as the Al star icon, labeling, and
thoughtfully crafted CTAs—users can easily recognise
and engage with Al features, reinforcing positive
brand association

)
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Presenting Gen Al VRN

NISSAN
V

There are specific visual elements to identify Gen Al features and content.

Using these elements help to build brand consistency and positive user <*+ T >>
associations with Al features. As Nissan uses more generative Al, the idea

is that customers get excited and look forward to interacting with Al. 2GR SRETEeEE
Stars

The Al stars are used to identify any generative Al feature or content. C:__T Ez_f ct @
Similar icons are used across industries and users associate it with Al.

When used in a CTA, animation can be used to get users’ attention.

Labeling Gen Al Content +
When content is generated by Generative Al, a minimalistic version of the C,(
stars should be added near the text.

Q
0
®
©

Buttons and CTAs

When inviting users to interact with text Gen Al features, use 'Ask Al' to *‘ Need help with research insights? m X
clarify its usage from the start. On CTAs, ask a question that speaks to the

customer insight and need to get users' attention - i.e. “want to learn

more about the Qashqgai?”
ASK Al m ASK Al

Find out more about Nissan’'s gen Al design system on Drive CE:
https://wds.drivetheexperience.com/3e76f0987/v/0/p/05b358-generative-ai



https://wds.drivetheexperience.com/3e76f0987/v/0/p/05b358-generative-ai

Generating Answers
and Loading Ilconography

Instant results can sometimes feel “too fast to be real,”
making users question accuracy. Presenting load icons and
adding a slight delay before showing results creates the
perception that the system is working, which aligns with
user expectations and builds trust.

Timing

Even if Gen Al can create the right answer right away, create
a sense that it is taking the time to properly assess the query
by adding seconds to display outputs.

Chat interfaces
Use the 3 dots animation to represent a virtual agent
thinking, looking up for information, and typing an answer.

Non-chat interfaces

Use the loading spinning wheel to represent collecting
information and generating an output. Describe the action
to communicate to user what it is doing, like “looking up
information” or “gathering insights”.

7/~ \
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Does the Qashgai Accenta
come with Google maps/

sat navigation?

Al Assistant

..« Searching for the information

t:' Gathering Insights



Collect Feedback

Because Generative Al can answer the same questions in an
infinite number of ways, it's important to get direct feedback on
whether the users found the information relevant or irrelevant.

When collecting feedback we are able to make improvements
to the model in order to increase accuracy. By giving feedback,
users feel like they are directly impacting the product and
performance.

Thumbs up/down
After outputs, create thumbs up/down icons so users can give
direct feedback on specific outputs.

Understand why negative

If users respond with ‘thumbs down’, display an open-form
suggestion so they can give direct feedback on why the output
wasn't up to expectations, so we can improve our model.

Rating experience

After interacting with Gen Al experiences, collect ratings (out of 5
stars) to track the quality of our products, models, and
improvements made, if any.

4 Nissan Al Assistant X
® welcome to Nissan /\

NISSAN

Al Assistant V

Hello, I'm here to assist with your

Nissan X-Trail questions

You
Does the Qashqgai Acenta
Premium come with Google
maps/sat nav?
Al Assistant

No, the navigation system is not
available for the Acenta Premium
grade. It is available for only

N-Connecta and above grades

ik oF

was this useful? [ GA

was this answer useful? [y GJ

How would you rate your overall Al Assistant experience? ‘* ﬁ * * ‘*



+ Nissan Al Assistant - /\

Disclaimers, Notes and | A
H a nd Ove rS Hi, | am Nissan Al, a Google- V

powered assistant to help you

Displaying disclaimer is essential in order to help users withiyour queries. | amestil

. . . learning, so whilst all efforts have
understand how to use the information provided and to Hgps e W Y

been made to ensure accuracy of

notify when they are interacting with Generative Al or a O ————
human. In some cases, displaying disclaimers are also a may occur and certain replies
|ega| requirement_ might not reflect the most current

or comprehensive data. Please
. . verify the information to be sure.
Informatlon icon @ For further details related to

Displaying the icon @ next to important information

before users interact with Generative Al
1 UNDERSTAND

Accepting T&Cs
If users need to agree to terms and condition, add an

+
‘Il understand’ button in order for them to access + l B R . R s R T
Generative Al eXperiehCGS (D) our Al Is here to assist, but It's not perfect. Please fact-check critical details
Handover %
In chat interfaces, clearly signal when users are transferred <4 What do you get extra on the N-Connecta comj

from interacting with Generative Al to a human agent and
@ | am a new service powered by Google Gemini Al. | am still learni

vice-versa : :
might not reflect the most current or comprehensive data aboul
Please review the attached terms & conditions in conjunction wi
to call our Customer Services and let them know.
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1. Drive CE Al assistant

Gen Al can be used to digest all of the knowledge in Drive CE and allow
users to interrogate the repository using natural language:

Search:Allow users to search using natural language to extract the
information they are looking for. Natural language will allow for a more
targeted response from the Ai eg,

Current - “Test Drive’

With Gen Ai search - “What are the best practices for the test drive
booking form?”

Gen Ai Summary:

The Al model will provide a summary of insights which could be an
aggregation of knowledge from a number of articles of documents. The
aim is to reduce the time required to read detailed documents and,
instead, have the work done by Al and get it to produce a more digestible
summary.

Referenced sources:

At the end of the summary, a list of the articles that were used to generate
the response will be shown so that the user can deep-dive into a
particular one if they wish to do so. A ‘relevance score’ will be shown next
to each referenced article to notify users of its relevance to the question.

46 Major governance forum titles can go here

INSIGHTS ~ FOUNDATIONS  GUIDEUINES  ARTICLES ABOUT s

o —
NissaN DRIVE CE
V

Welcome to Drive the experience

Use the insights, guides, templates, assets and more so
you can deliver best in class customer experiences.

<+ Need help with re:

Suggested further questions:

After providing a summary of insights based on the original question, Gen Al can
be used to suggest further questions that the user could ask in relation to the
topic, to help them deep-dive more on the topic, or rephrase questions to get a
more focussed response.

Translations:

In order to improve the ease-of-use as well as the potential overall usage of the
tool, Gen Al could be used to provide summaries in the native language of the
user, rather than relying on just English as it does now.

Nissan Confidential C



1. Drive CE A| assistant damak

Answers & Insights at your fingertips.

Il help you find the answers within our Insights library. Start by typing your question.

3 :
INSIGHTS FOUNDATIONS GUIDELINES ARTICLES ABOUT ‘ +# Q <+ what are customers' preferences when contacting dealerships?| X

VRN
NissaN DRIVE CE © ourarisnereto
A4

fact-check critical detalls

but It's not perfect. Ple:

Here's what | found

What are customers' preferences when contacting dealerships?
Customers have various preferences when it comes to contacting dealerships, particularly for
different scenarios such as requesting quotes or booking test drives. Here are some key insights;
1. Requesting a Quote for a New Vehicle: When it comes to getting in touch with a dealer for a
quote, customers show a preference for direct communication. Specifically, 28% prefer calling
the dealer directly, while 25% prefer emailing. Additionally, 22% prefer showing up in person to
. . . discuss their needs
Answers & Insights at your fingertips. T R T T i e
directly, indicating a desire for a more conversational approach. 30% prefer showing up in
I'll help you find the answers within our Insights library. Start by typing your question person, while 20% prefer leaving their contact details in a form for the dealer to contact them.
3. General Contact Preferences: Many customers prefer to contact dealers directly for urgent
matters, allowing them to get immediate answers. However, they also appreciate the option
to leave their details for non-urgent inquiries, although there are concerns about high-
pressure sales tactics and unwanted follow-ups
4. Onboarding and Learning About Features: When learning about new vehicle features,
customers tend to prefer emailing the dealer directly, likely due to existing relationships with

¥ What can Buye 0 on MyNissan Das

specific dealers
@ ourAlis here to assist, but it's not perfect. Please fact-check critical details.

Overall, customers value quick responses and personalized interactions, while also expressing
concerns about the frequency of marketing communications. If you have any more specific

questions about customer preferences or related topics, feel free to ask!

Referenced sources

Dealer contact preferences report DCE - Pages - 12, 30, 20,

25, 26, 19, 23
Published: 2023-10-01

4,28, 16, 37, 40, 44, 22, 24,13, 21,17,

22 02 Ideal Account Creation process - Page - 20
Published: 2021-12-20

was this answer useful? [ Gl

©2025 Nissan Motor Corporation Cookie Policy  Privacy policy ~Contact

Nissan Customer Experience

47 Major governance forum titles can go here Nissan Confidential C
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2. Version Explorer Al Assistant

~~~~~~

Choose your New Nissan
Qashqai

Filters STEP10F 2
Select your grade

zzzzzzzzzzzzzzzz

4 Got questions about Qsshas! grades? Lat

Visia

Key Features.

Major governance forum titles can go here

our Al assist you.

Acenta Premium

£32,166

Key Festures

Show all features

— —

N-Connecta

@ Thisimageis » guize

£30,585

Key Features

n

7/~ \
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N

Objective: Nissan Qashqgai and Nissan X-Trail are one of the most popular Nissan vehicles with several

grades and engine types. These grades offer various features and specifications, making it challenging for
customers to identify the best vehicle for their needs.

Gen Al Solution: By utilising Generative Al, we provide a solution that allows users to ask specific
questions about models and engines, and to compare different models, to determine the most suitable

vehicle.
Strategic placement facilitating customer journey

e Inline placement of the Gen Al Assistant is strategically minimal and non-interrupting
e  Provides an opportunity to customers to learn more about the vehicles that propels their journey strategically.

Short-form content generation

e The UX has been designed to support customers, providing them with the list of questions to choose from.
e The answers are usually descriptive yet short and concise, with clear options to read more - read less.
° The tone of voice is conversational, professional, and encouraging.

UX design elements add-on to the Gen Al solution

e The UX design elements such as “Ask Al” button act as a clear call to action for the customer encouraging
them to ask questions.

e  “Was this useful” as a feedback mechanism helps users feel in full control of their journeys.

Nissan Confidential C
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2. Version Explorer Al Assistant fis=ak

(

STEP 1 0F 2 STEP 1 OF 2

Select your grade Select your grade

Level of & ment for the vehicle
! quipmer ven Level of equipment for the vehicle

i i i Hide A : ) ) )
ASicive shyEting/aboutine Nissan Qashqal : Ask me anything about the Nissan Qashqai. Hide A
+ What are the differences between X-tronic and e-Power? X
Freq y asked q i @ Generative Al can make mistakes. Double-check details. Learn More

Does the Qashgai Acenta Premium have Google Maps/sat nav?

—_ Here's what | found
Wwhat are the differences between Xtronic and e-Power?

What are the differences between Xtronic and e-Power?

Does e-Power offer any benefits over electric vehicles?
\, The Nissan Qashqai Xtronic and e-POWER are two different powertrain options available in the Nissan Qashqai. The

How does e-Power differ from electric? Xtronic is a continuously variable transmission (CVT) that provides a smooth and efficient driving experience. The e-

POWER is a system that combines a gasoline engine with an electric motor to provide both power and efficiency.

Is the Nissan Qashqgai available as a hybrid?

Here is a more detailed explanation of how each system works...

Read More Vv

Previous Questions

What are the differences between Xtronic and e-Power?

© Thisimage is » guise @ Thisimage is » guice O Thicimage is = guice
Does e-Power offer any benefits over electric vehicles?
v
From © From @ from © Show More
£34,585 incluong tax £32,166 inciuang tax £30,585 inciuang tax

49 Major governance forum titles can go here Nissan Confidential C
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Nissan X-TRAIL

AUSTRALIA'S

ONLY 10 YEAR e-POWER or
300,000KM WARRANTY

WHEN SERVICING WITH Petrol
NISSAN"® POWERTRAIN AVAILA

Major governance forum titles can go here

@) Location

® welcome to Nissan

Start exploring the Nissan X-
Trail features. Here are some of

the examples of questions you

O =

N

Objective: Our objective is to use Generative Al for chatbot that can answer customer questions about
specific models and engines, and compare different models, to help them find the best vehicle for their needs.

Gen Al Solution: Our Nissan Al chatbot provides timely customer support, guiding users through the initial
exploration stages. The chatbot allows users to ask specific questions, helping them with answers so they feel
supported and empowered.

Pop-up Chatbot Assistant

e The Nissan Al Assistant/Chatbot is positioned at the right bottom corner of the homepage. This is
the most convenient and preferred position for a chatbot as per the UX principles of design.

e  The conversation begins with a disclaimer that states that the Gen Al isn’t flawless, setting the
right expectations for the user.

Content generation and tone of voice

e The answers are short and to the point.
e The tone of voice is transparent and ethical. The use of disclaimers about the flaws of Al and data

compliance make it evident.

Nissan Confidential C



3. NMA VLP+ Car Expert N

N

+ Nissan

{
| Nissan Al

Nissan Al Assistant - X Hi, | am Nissan Al, a Google-

‘ powered assistant to help you

with your queries. | am still
GOT QUESTIONS ABOUT NISSAN X-TRAIL?

Ask Nissan's Al Assistant.

| learning, so whilst all efforts have
Engine options | been made to ensure accuracy of
the information | share, errors
may occur and certain replies

Try asking Nissan Virtual Assistant, our experimental Al might not reflect the most current

Al Assistant

about the X-Trail—Interior, Exterior, specs, Tech, and more! or comprehensive data. Please

verify the information to be sure.

Here are the engine options for
9 P For further details related to

Qashqai versions i 3 5 : a3 at is the seat capacity of

DIG-T 140 Mild Hybrid: Acenta rail
Premium, N-Connecta 1 UNDERSTAND
DIG-T 158 Mild Hybrid: Acenta

Premium, N-Connecta, Tekna,

Q-
.

What are the unique

features of X-Trail?

The Nissan X-TRAIL offers both 5-

@ Al ASSISTANCE izDesian ¢ and 7-seat confiaurati

- 190 e-POWER: Acenta Premium, Seat and 7-seat configurations.
Premium Seating, 12.3-inch digital N-Connecta, Tekna, N-Design The 7-seat option is available on
display, Climate Control, ProPILOT the 2.5L ST, ST-L and N-TREK 4x4
Assist, 360-degree camera If? g] models. The 5-seat configuration

is available on all trims, including
the e-POWER models.
Does the Qashqai Acenta B

51 Major governance forum titles can go here Nissan Confidential C
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Introducing Gen Al to Users

Turn product ideas into
concepts instantly with GenZ

Visualize, communicate, and iterate on wireframes and prototypes in minutes. Empower your
product team with Al!

Uizard

)

NISSAN

(

+

+

Hello again

Tell me what’s on your mind, or pick a suggestion.

Understand Create

racter from a book job negotiation and accept... @ spring getaway
@ pack accordingly game night planning plant care tips

* research a topic out-of-office message cooking trends

GCemini

Help users form good inputs by providing:

< List key points from [file] Create an FAQ based on [file] How do | write a re
Clear suggestions

List ideas for a fun remote team &

Large input boxes and
character counters PS

Microsoft
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Minimalist UX Jssax

What is Nissan's biggest car

Al r

What can | help with?

4 AlOverview

Messsae ChaicPT Nissan's largest car is the Armada, which is a big SUV with
0B8® (1] seating for up to eight people. The X-Trail is Nissan's largest
SUV that seats up to seven people. ¢ i

B Create image Summarize text @ Analyze images Getadvice  More

Armada ¢
« Alarge SUV with a V8 engine and body-on-frame construction
« Can seat up to eight people or carry a lot of cargo

¢ Has an available four-wheel-drive system for off-roading

Chat GPT Google Search

| - [80%\

" N G Job Notes
Professional Summaries D) phishiiand
" : BIVUS® E= L
BUSQL & °
~ e
Does this cover design principles for mobile apps?
00,
1 - .
xn ©® 8 W = & ocharactars

Amazon Teal



Native Experiences Examples

A brief description summarizing the
content of the subsection

{1 Tableau Pulse

Hey, Caroline! Here's today’s pulse.

+* Appli while Branch
steadily increasing. Of the 12 metrics you are following, 1 s unusual
Unusual 1 Nommal

Following  ForYou Al Metrics

Appliance Sales a

Week to date, Cambridge

1,675 units

+356 units (+27% compared to previous period)

\/\//.‘6K
13K

WK14 WK 18

&+ The week to date Appliance Sales has seenan
unusual increase of +356 units (+27%) over the last
week and is now 17% above the normal range.

Tableau

S EMAEEOD Y903

Microsoft Copilot

Branch Revenue Norma
Quarter to date, Cambridge

£10.7M

+£0.7M (+7% compared to previous period)

/. o
0

wK14 wk1s

4+ The quarter to date Branch Revenue had an
increase of +10.2% over the equivalent quarter to date
value a year ago, mainly contributed by Home
Appliance as usual

Qa © % @

J JOHN LEWIS
PARTNERSHIP

Campaign ROI Normal
Monthly, Cambridge

379%

+11 percentage points since last month

oct May

4 The monthly Campaign ROI has been increasing at
arate of 1 percentage point per month forthe past 6
months,in ine with change i rate of increase on Social
Media campaigns.

Sales v

@ Threads
B> Drafts & sent

¥ Team
4t announce-sales
3 sales-amer-west

1 sales-big-wins

@ Accounts
3 acct-capricom
# acctom

B acct-insights-labs-renewal

# acct-omega

Customers
2t ext-capricomn

## extinsight-labs
# ext-omega

Slack

< summary
= #acct-omesa

1 @

B ot Hereis a sum

discussed in the unread messages of this.
Friday, December 13th v channel

of the main topics

Sarah Anderson Digital Innovation Marketing Event:
am-omega, Omega support said they are interested in Predictive Routing in : 15 coondinating attendees,
‘our add-on opportunity, but the deal is in danger right now if we don't get crisp e wid Eibloasiet Thal tave 2

about why we are better than the competition unagn sisidies regiticad snd o

BE oo invited prtners e Boyd

e o i Opportunities and Projects:
« The tea s positioning an uplift of
Carmen Adams 5 ol
looking forward to our meeting next week. Hore's  bricfing to getyouup | 1cC15e* With predictive routing, They want
8 forwtictorod S petw 2briching toELYOUUP | 1o migrate the customer from Phoenix to
to speed!
the services platform but need to focus on
competitive advantage. Raad M
‘Omega Customer Briefing Other topics:
+ @CHris needs help with contract
Capricorn Coffee Customer Briefng management given lack of BDR support.

« The team is planning an outreach event
related to a Al. Read Mor

a e O
a O ¢ O © Good Neutral

Make it sound more inspirational

M

Hello team,

Thank you for your work thi
week for the company. We')
good progress on our proje)
what we will accomplish m¢

Best,
Abhi

Google Gmail

Team,

It has been incredible to see what this team has
achieved this week. We have made remarkable
progress on our projects and have pushed the

boundaries of what was thought to be possible.

Best,
Abhi

Rey Rephrase

3' Improve it l & Simplify it

.Q-a Shorten it @3 Adjust tone

NISSAN
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Continuing Journeys Examples HissaN

(

®; Rufus "
\} -
-
o Kitchen Degreaser Spray
ﬂ Amazon Q X é
+ Chat generated by Now Assist
Dish Soap You have two options: You may either change the
It looks like you need help with network connectivity issues, dm Of mr paml m b M 3 day'
- Amazon Q works with VPC Reachability Analyzer to provide Qﬂl‘“ﬁf. or you may M 3 dm of PTO. The
an interactive generative Al experience for ing section option will give you more overall time off.
n network connectivity issues. You can try the Em-virw o
What are best practices for cleaning experience here_(available in US East N. Virginia Region).
kitchen appliances?
o © O What would you like to do?
How can | effectively clean kitchen cabinets . Request PTO
and drawers? New conversation
O Change parental leave dates
I Ask me anything about AWS b
What products are recommended for cleaning
kitchen floors?
Amazon

How can | clean kitchen countertops effectively?

What are some tips for cleaning kitchen sinks?

Ask Rufus a question ]

Amazon




