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Executive summary

Heuristics assessment

Honda seeks to understand the current state of their applications as it relates to user
experience and overall usability for Honda’s AcuraLink™ and HondaLink™ mobile
applications. An application user experience assessment has been performed using best
practice heuristics.

The focus of heuristics assessment will be to determine gaps and opportunities within the
apps to enhance the user experience. Not all elements of the app are represented in this
report, particularly areas where issues were not found.

The report will only capture findings, including the issues identified, a rating of severity,
and recommendations for improvement. Recommendations centre around the creation
and enforcement of guides that establish consistency in design, brand and content.
Recommendations that could potentially be easily implemented are also noted in the
report.

IBM iX / © IBM Corporation
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Why perform a heuristic evaluation?

Methodology

IBM iX / © IBM Corporation
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Quick and efficient way to gauge usability

Engagement of experienced usability
professionals

Flexible, and can performed at any stage of
the development cycle

May be performed before or alongside other
usability testing methodologies to further
examine potential issues

Results

Identify usability problems with specific
user flows and evaluate impact on overall
user experience

Provide insight into importance and
priority of identified issues

High value in creating tailored
recommendations

Recognize good usability practices in the
design (not the focus of the current report)

IBM



What we did
November, 2020

IBM iX / © IBM Corporation
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Vehicles

Weeks

2

Scenarios
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Analysis methodology
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Over a period of four weeks, the team used the
AcuralLink™ and HondaLink™ applications with:

» Accord Hybrid Touring
* MDX Tech Plus
« Clarity Touring

For each vehicle, nine scenarios were assessed,
both from the usability of the user interface, as well
as the holistic experience.

e Onboarding

e Remote features

e Phone and vehicle connectivity
* Routes

e Charging / fuel

 Parking / find my car

e Real-time statistics

e Maintenance

e Parental controls

IBM



Report Summary

Key issues:

1.

Consistent use of design patterns
There are times when the app deviates from established or the latest iOS patterns and industry norms. Some
components and styling are not accessible and in some cases break from established branding conventions.

. Consistent layout and prioritization

Access points for some features are not where a user might expect or needs them to be. Some screen
templates do not have a consistent layout across the app.

. Establish trust
While the app does update to the reflect the vehicle’s status, there are inconsistencies with synchronization.

There may be some technical challenges impacting reliability and performance efficiency. Some messaging
is difficult to understand and does not accurately reflect the Honda brand or voice.

Error handling
There are a number of obstacles and language barriers within error handling and help guides that act as
blockers for new user onboarding and everyday use.

Help guides
Some of the help guides and vehicle documentation is difficult to use and not considered user friendly.

IBM iX / © IBM Corporation

7




1. Consistent use of design patterns examples

Overall UX/UI

Screens inside the app have
varying look and feel, as well
as design inconsistencies.
For example, there are
different background colours
used throughout the app,
different fonts, and different
button styles.

(see page: 9)
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Service

Visual design of scheduling
a service doesn’t align with
CCaRRoesan oo ersee the rest of the app. This
section is not completely
optimized for mobile
(some horizontal scrolling
v to select appointment

Terms & Conditions slots) (see page: 10)

Account Settings

Version
Sep 2020

/
)

Schedule Service

What does your ACCORD HYBRID

need?

Seasonal Tire Swap (on steel

rims)

Four Wheel Alignment

HondaLink™

IBM



Overall UX/UI MDX Tech Plus — AcuraLink™

Consistency & standards; aesthetics & minimalism

Account Settings ~ Registration

Observations & recommendations

Acuralink

Register for an account or sign in to enable ‘ Step10f3
additional features.

Screens inside the app have varying look and
feel, as well as design inconsistencies. For

example, there are different background Regist “and more
colours used throughout the app, different
fonts, and different button styles.

Terms & Conditions

Recommendations: Version | Schedule service with Acura Dealers
Both apps should have a uniform
visual design. Establish a design
system/guidelines then update
apps to align. Use native patterns
wherever possible for ease of
maintenance and consistent
device experience.

IBM iX / © IBM Corporation
IBM
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Service

Consistency & standards; aesthetics & minimalism

Observations & recommendations

Visual design of scheduling a service doesn’t align with the rest of the
app. This section is not completely optimized for mobile (some
horizontal scrolling to select appointment slots)

Recommendations:

Screens should have a uniform visual design. Establish a design
system/guidelines and update apps to align. Since this view is a third-
party view, using standard visual design will help tie it closer together
with the app. For example, keeping the tint colours the same, and
using the same background colours.

IBM iX / © IBM Corporation
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Schedule Service

ACURA DOWNTOWN

ACURA

& Date/Time °

ehchan@ca.ibm.com

REMINDERS & UPDATES

Review

2020 ACURA MDX
Any Advisor

| will take the shuttle

6 Services

ENTER PROMO

Schedule Tue, Sep 29 12:45 PM
e —

Accord Hybrid Touring — HondaLink™

Schedule Service

Honda Downtown

What does your ACCORD HYBRID

Honda Recommended Services
See package details
Please click here to select Maintenance Minder and Sub

Itom services.

Seasonal Tire Swap (on steel

rims)

Four Wheel Alignment

IBM



2. Consistent layout and prioritization examples HondaLink™

11:30 9

e | Support Nl
2020 AcCORD Layout for support
requires multiple taps and FAQ
the information hierarchy < I 2 vitercnat

makes the content difficult i
to find. (see page: 13)

Remote features
Access points for some
features are not where a
user might expect or need < O ® 0

them to be. Start Stop Lock  Unlock
(see page: 12) & locate | EDLights | == Hom

IBM iX / © IBM Corporation
IBM
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Overall UX/UI HondaLink™

Flexibility & efficiency

ACCORD-~ 2 CLARITY

2020 CLARIT
2020 ACCORD i 34

Observations & recommendations

The information on the landing screen can be grouped and
organized differently. Remote features are grouped together in
the drawer, separate from the status of the car that it affects.

Recommendations:

Take inventory of all content listed on the landing screen
and prioritize what the user needs most. Not all content
needs to be surfaced, if it is infrequently used. Some
features can be reorganized to be grouped together to
match the user’s mental model, so the information is where
they expect to find it. Consider a design refresh to
implement information architecture that is closer to the
user’s needs.

Start Stop Lock Unlock

& Locate ED Lights == Horn

IBM iX / © IBM Corporation
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HondaLink™ | AcuraLink™

Support

Flexibility & efficiency; help & documentation

11:30 9 o F \\ 1 o F A\ i M30+9
< Support Customer Support ‘ < FAQ General Questions
. .
Observations & recommendations General Questions R ————

FAQ Number (VIN)?
Login Questions

o
2 virtual Chat

Some support related content requires
multiple taps (up to 4) to access the desired
information or action.

&, Contact Us

Recommendations:

Reorganize this section for better
information hierarchy, to eliminate the
number of taps required. It would make
the information easier and quicker to
find. For example, all FAQ questions can
be shown on a single screen and does
not require an additional push screen.

IBM iX / © IBM Corporation
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Onboarding

Some messaging is difficult
to understand. It is unclear
that tapping on accept would
accept the trial for all three
subscription packages. From
this screen, it seems like
tapping on each of the
packages would allow the
users to subscribe to each
individual package.

(see page: 15)

IBM iX / © IBM Corporation
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3. Establish trust examples

9:40

¢ Back Subscription Status

Concierge
Remote

Security

@ ) 8

Activate Remote Features

To activate remote features, please review &
accept the Terms and Conditions

Notifications

While the app does update
to the reflect the vehicle’s
status, there are
inconsistencies with
synchronization.
Information provided to the
user in the app and in the
vehicle do not align. The user
was sent this alert, but
according to the vehicle, the
brake system was not a
problem. This is particularly
alarming for the confused
user, as it is a safety issue.
(see page: 16)

HondaLink™

8:48

¢ Back 2020 ACCORD

Brake Svstem Problem
o

Brake Svstem Problem

IBM



Onboal‘ding Accord Hybrid Touring — HondaLink™

User control & freedom; error prevention;

Subscription Status Security
Observations & recommendations Automatic Collision Notification
St ot ol i e
Concierge | that help be sent in the event of a crash,
It is unclear that tapping on accept would accept the trial for all three || (- ‘ Emergency Call
subscription packages. From this screen, it seems like tapping on each - ‘ plopiepisrorys gty
. . o . ( went of an emergency.
of the packages would allow the users to subscribe to each individual ’ ey
Enhanced Roadside Assistance
package. Get towing and repair services using the
blue LINK button in your vehicle.
Recommendations: Porsonal Dats Wi
Redesign the subscription flow to make it clear to the user what they estore you o W0 e gation o

are signing up for.

The user is not able to subscribe to only one package.

Recommendations: Activate Remote Features

Give the user the control to only subscribe to the package they want. [losctivste remote festures, bleasa Teviow:S

accept the Terms and Conditions

There is no information given on how long each trial lasts, or when the
last day would be. These is also no information on pricing for after the
trial period ends, or if the user will be charged.

Recommendations:
Proving this information upfront will reassure the user on what to

expect, reducing uncertainty and building trust.
IBM iX / © IBM Corporation
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Notifications

Visibility of system status

Observations & recommendations

Information provided to the user in the app and in the vehicle do not
align. The user was sent this alert, but according to the vehicle, the
brake system was not a problem. This is particularly alarming for the
confused user, as it is a safety issue.

Recommendations:
The user needs to be confident that they can trust the messages
and notifications being provided. Having the vehicle and app send

two conflicting messages erodes that trust. Ensure that that the two

sources of information are in sync, and that the information
provided is reliable.

The wording on the alert is alarming, and can create panic for the user.

Recommendations:

Any communication sent to the user regarding safety, or that causes
concern, should be carefully vetted so that is reliably true. Repeated
false alarms could cause the user to ignore any serious warnings. In
addition, consider categorizing the types of alerts in high/medium/

low issues so the user can respond appropriately, particularly for
those users who don’t have much car knowledge.

IBM iX / © IBM Corporation
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8:48

¢ Back 2020 ACCORD

Brake Svstem Problem

Brake Svstem Problem

Accord Hybrid Touring — HondaLink™

€ 2020 ACCORD Details

Brake System Problem

IBM



4. Error handling examples Hondalink™

Registration

Honda

Wo are currently experiencing technical
difficulties. Please try again later.

Onboarding - Support
There are a number of
obstacles and language
barriers within error handling
and help guides that act as
blockers for new user
onboarding and everyday
use.

(see page: 18)

IBM iX / © IBM Corporation
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Onboarding — support

Recognize, diagnose, recover — error states

Observations & recommendations

Although the outage period passed, registration was still not possible.
Registration broke down in several places, which caused a variety of pain
points. This may result in irreconcilable adoption barriers. Support
outside of the app such as the call centre was not sufficient to resolve the
issue.

Recommendations:

If registration is not possible, the user needs to be informed of the
issue. For example, there was an outage for Canadian users but this
information was not provided, even at the call centre. The user should
not have to guess what the issue is and how it can be resolved.

IBM iX / © IBM Corporation
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Subscription Status

Premium
Connect

Standard

HondaLink™ | AcuraLink™

Registration

Honda

We are currently experiencing technical
difficulties. Please try again later.

IBM



5. Help guides examples

Support

All warning lamps are shown
in support, even the ones not
available for this model. Not
all this information is useful,
and requires the user to sift
through it in order to find
what they need. This can be
time consuming, and also
requires the user to figure
out which warning lamps are
applicable.

(see page: 20)

IBM iX / © IBM Corporation
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/
)

Warning Lamps

All warning lamps may not be available for

‘ ACC

(©)
®
5@3

all models

Adaptive Cruise Control

Anti-Lock Brake System

Auto Idle Stop

Blind Spot Information System

Brake Fluid Low

Brake System

Charging System

Electric Power Steering Problen

e N
) Engine System Problem

Forward Collision Warning

Support

Features guide could not be
accessed for both
HondaLink™ or AcuralLink™.
It is also unclear where else
the user can go to find this
information. (see page: 21)

/
)

N—

acura.ca
—

HondaLink™

i —————

IBM



Support

Match system & real life; flexibility & efficiency

Observations & recommendations

Q All warning lamps are shown in support, even the ones not available for this
model. Not all this information is useful, and requires the user to sift through
it in order to find what they need. This can be time consuming, and also
requires the user to figure out which warning lamps are applicable.

Recommendations:
Only show the warning lamps that are applicable to the user.

IBM iX / © IBM Corporation
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HondaLink™ | AcuraLink™

Warning Lamps

All warning lamps may not be available for

ACC

all models

Adaptive Cruise Control

Anti-Lock Brake System

Auto Idle Stop

Blind Spot Information System

Brake Fluid Low

Brake System

Charging System

Electric Power Steering Problerr

) Engine System Problem

Forward Collision Warning

IBM



Support

Help & documentation

acura.ca

Observations & recommendations

Features guide could not be accessed for both HondaLink™ or AcuraLink™.
It is also unclear where else the user can go to find this information.

Recommendations:

Having a broken link erodes the credibility of the app and the information
provided, and makes it seems like the app is not up to date or prioritized.
Ensure all links in the app take the user where they are expecting to go.

Roadside assistance can be found under the roadside assistance button as
well as support. In support, it is buried under a few extra taps.

Recommendations:

It is unnecessary to have roadside assistance in both sections. Since is is
already surfaced in the landing screen, and users are more likely to need it
on hand during emergencies, recommend removing from the Support
section.

IBMiX / © IBM Corporation
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HondaLink™ | AcuraLink™

IBM



Heuristics opportunities

®

Recognize, diagnose, recover
— error states

+

3

Recognition
vs. recall

22

*For more information please visit: https://www.nngroup.com/articles/ten-usability-heuristics/

IBM iX / © IBM Corporation
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N

Flexibility
& efficiency

++

©

Aesthetics
& minimalism

+44

83

Help
& documentation

Es

bl

Match system
& real life

+44

O

Error prevention

Es

g
Consistency
& standards

++4

&

Visibility of

system status

++

()
User control
& freedom

444
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Findings and User Impact

34

=¥k Quick Wins

14 High Quick Wins
6 Medium Quick Wins
15 Low Quick Wins

38

@ High

Issues that will cause significant user
error and/or confusion. These changes
are required to maintain ease of use and
usability.

IBM iX / © IBM Corporation
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12

& Medium

Issues that will moderately impede the
progress of a user while using the
applications. It is recommended that
these changes be made to enhance ease
of use and usability.

21

® Low

Issues that will minimally impact a user
while using the applications. These
changes are not urgent, but will still

provide overall benefit to the experience.

IBM



Top 5 Issues

INCONSISTENT DESIGN
Individual design inconsistencies add up within a holistic
experience, and take away from the trust and confidence the
user has.
INFORMATION ACCESS
Information is not always where it is expected or needed.
Opportunity to review information architecture.
NOTIFICATIONS, ALERTS & ERRORS
Opportunity to consolidate handling of notifications, alerts and
messages.
ONBOARDING & SUBSCRIPTION
There was confusion at multiple points in the subscription
process and difficulty getting onboarded.
MULTI-CHANNEL EXPERIENCE

Opportunity to enhance the experience of moving between
channels (mobile, vehicle console, web, call centre)

IBM iX / © IBM Corporation
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Detailed Recommendations

UX/UI, visual and content

There are design inconsistencies throughout the apps such as varying button
styles, fonts, and colours. Although each is a minor issue by itself, together
they fragment the design language and the user's expectations.
Standardization of the design will also reduce friction in the user’s experience.

Feedback to users

Notifications, statuses, states, cues, actions, indicators and error messages
are in some cases absent, difficult to find or hard to understand. Often, they
are not where the user expects to find them. Improving messaging will keep
users informed which builds trust and helps them reach their goals while
reducing abandonment.

Suscription models

Users are seeking digestible information about subscription models before
they sign up and what other options are available to them. There should be
greater clarity with all aspects surrounding subscription models information,
particularly in the app. Users will feel more comfortable with subscribing and
using the trial if all the information is easily accessible.

IBM iX / © IBM Corporation
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Support

Empower call centre agents with updated and accurate information to support
users, and smoothly assist users to complete tasks. Ensure all in-application
support is accurate, and can provide up-to-date information. Give users
control of even the most unexpected situation by anticipating their needs so
they feel supported, and their issues can be resolved.

Onboarding

New user experiences are confusing and difficult to understand. The current
onboarding flow can create experience disconnects and irreconcilable
blockers. Increase adoption while reducing abandonment by identifying and
removing barriers, and ensuring the process is as smooth as possible.

Feature enhancement

There are a number of restrictions users face relating to data, vehicle
maintenance, remote controls and older vehicles. Users want to love their
technology and they want it to be an essential part of their lives without
significant limitations. It is important to delight users by considering their
current pain points and exceeding their expectations.




Detailed Recommendations

Information hierarchy

Information access may not be where the user would anticipate functionality
to exist thus reducing ease of use. All features compete for space on the
dashboard screen, without considering the priority of the functionality to the
user. Content structure and strategy could be reorganized, and adjusted to
improve usability overall based on the priorities of user and frequency of use.

User expectations

Some users are experiencing confusion after subscribing to their vehicles
application. The client in-app experience should be aligned for all client facing
touch points by taking a user centred approach in improving end to end client
experiences from the sales funnel to using the app.

Technical difficulties

Application and vehicle information is often not synchronized or properly
connected. User authentication and wait times are cumbersome. Some
possible solutions include revisiting diagnostics assessments, application
debugging and unit testing with robust quality control processes.

IBM iX / © IBM Corporation
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Application ratings

User ratings in the application store in Canada are currently hovering around
2.7 for HondaLink™, over half are 1 out of 5 stars. In the U.S. the ratings are
4.5 for AcuraLink™ and HondaLink™ is 3.1. Optimize customer experiences
with a wholistic approach to client experience by resolving quick, near-future
and long-term user focused fixes while incentivizing internal buy-in, leveraging
your promoters, engaging detractors, and responding to customers.

Multi-channel experience

Customers move between the Honda app, website and vehicle console, and
expect to have a similar brand experience and seamless handoff between
channels. There are design inconsistencies and some examples of awkward
handoffs between channels that could be enhanced. There needs to be a
single point of contact who owns all digital client facing experiences (website,
mobile applications and vehicle console) to ensure consistency and standards
are met throughout all touch-points.




Findings
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Calendar

User control & freedom; flexibility & efficiency

Observations & recommendations

The address listed in the calendar can take the user to the Atlantic Ocean
off the coast of Africa (Long. 0° / Lat. 0°). This happens if the address isn’t
precise. It is also not compatible with many of the newest forms of
calendar listings (Webex, Zoom, and Skype).

Recommendations:

Ensure that the locations of calendar items show up on the map
correctly, even if the user does not enter a location with a precise
format. Implement a way to recognize and handle virtual meetings
gracefully, by perhaps linking out to the appropriate app.

IBM iX / © IBM Corporation
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Accord Hybrid Touring — HondaLink™

TUNISIA
MOROCCO

{/‘
ALGERIA A

LIBY

MAURITANIA

MALI NIGER
WESENEGAL
Bamako
UINEA-
BISSAU. oore NIGERIA

D'IVOIRE 94006

5 Basildon Cres.,
Scarborough Ontario
M1M3E1, Canada

5 Basildon Cres., Scarborough
Ontario MIM3E1, Canada
5,684 mi
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Remote featu res Accord Hybrid Touring — HondaLink™

Flexibility & efficiency

ACCORD- ACCORrRD-
2020 ACCORD 2020 ACCORD

Observations & recommendations

User must input the 4-digit pin number, or use Face ID frequently when
remote command is sent. This is time—consuming to do, and since the
user is already authenticated in the app, it should not be required.

Recommendations:
Remove requirement to authenticate if possible, which reduces
friction in using the app.

wa 4,193 km

Start Stop Lock  Unlock

& Locate ZD Lights =] Horn Remote Commands

IBM iX / © IBM Corporation
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Remote featu res Accord Hybrid Touring — HondaLink™

User control & freedom; flexibility & efficiency

ACCORD~ 4 ACCORD-

2020 ACCORD 2020 ACCORD

Observations & recommendations
ggy 4194 km
As the UI of the card changes when the engine is on, the user cannot
take another action without stopping the engine. ‘ © Maps
Recommendation:
Consider redesigning this flow to that the user is not restricted from
taking other actions, which gives the user more freedom and
control.

m= 10/02/2020 at 8:45 AM

09:57 mins Engine On
Auto OFF

¢

Extend
Start Stop Lock Unlock

& Locate ED Lights == Horn

IBM iX / © IBM Corporation
IBM
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Overall UX/UI HondaLink™

Flexibility & efficiency

ACCORD-~ 2 CLARITY

2020 CLARIT
2020 ACCORD i 34

Observations & recommendations

The information on the landing screen can be grouped and
organized differently. Remote features are grouped together in
the drawer, separate from the status of the car that it affects.

Recommendations:

Take inventory of all content listed on the landing screen
and prioritize what the user needs most. Not all content
needs to be surfaced, if it is infrequently used. Some
features can be reorganized to be grouped together to
match the user’s mental model, so the information is where
they expect to find it. Consider a design refresh to
implement information architecture that is closer to the
user’s needs.

Start Stop Lock Unlock

& Locate ED Lights == Horn

IBM iX / © IBM Corporation
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Service

Flexibility & efficiency

Observations & recommendations

Total price isn’t readily shown while selecting the services, or on the
summary view. The user has to tap on the services to view another screen
to show final price.

Recommendation:

As the user selects services, show the total price increase as services are
added. On the summary view, show the user the total price so that they
are aware of the cost before scheduling the appointment.

If the service selected has mandatory input from the user, tapping the
circle will show the open text box. However circle is not selected, and
user does not know the input is mandatory.

Recommendation:
Use visual cues to indicate which actions are mandatory and help the user
understand what actions they need to take to complete the form.

IBM iX / © IBM Corporation
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Schedule Service

N ACURA DOWNTOWN
ACURA

& Date/Time o

ehchan@ca.ibm.com

REMINDERS & UPDATES

Review
2020 ACURA MDX
Any Advisor

| will take the shuttle

6 Services

ENTER PROMO

HondaLink™ | AcuraLink™

Schedule Service

Honda Downtown

Exhaust System Concern

Fluid Leak Concern

Key/Remote Concern (point

here for important info!)

Tell Us More

IBM



HondaLink™ | AcuraLink™

Support

Flexibility & efficiency; help & documentation

11:30 9 o F \\ 1 o F A\ i M30+9
< Support Customer Support ‘ < FAQ General Questions
. .
Observations & recommendations General Questions R ————

FAQ Number (VIN)?
Login Questions

o
2 virtual Chat

Some support related content requires
multiple taps (up to 4) to access the desired
information or action.

&, Contact Us

Recommendations:

Reorganize this section for better
information hierarchy, to eliminate the
number of taps required. It would make
the information easier and quicker to
find. For example, all FAQ questions can
be shown on a single screen and does
not require an additional push screen.

IBM iX / © IBM Corporation
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Charging

Flexibility & efficiency

Observations & recommendations

Q The current enable, disable, and modify flow is an extra step for the user,
and does not take advantage of the available real estate on the screen.
The buttons are all quite distant from the reminder. The user can also only
set one reminder with this control.

Recommendations:

Show plug in reminder time even if it is currently disabled and allow
user to turn on/off using a toggle switch.

Move the location of the modify plug in reminder button closer to the
time being modified.

IBM iX / © IBM Corporation
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Clarity Touring — HondaLink™

IBM



Support

Match system & real life; flexibility & efficiency

Observations & recommendations

Q All warning lamps are shown in support, even the ones not available for this
model. Not all this information is useful, and requires the user to sift through
it in order to find what they need. This can be time consuming, and also
requires the user to figure out which warning lamps are applicable.

Recommendations:
Only show the warning lamps that are applicable to the user.

IBM iX / © IBM Corporation
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HondaLink™ | AcuraLink™

Warning Lamps

All warning lamps may not be available for

ACC

all models

Adaptive Cruise Control

Anti-Lock Brake System

Auto Idle Stop

Blind Spot Information System

Brake Fluid Low

Brake System

Charging System

Electric Power Steering Problerr

) Engine System Problem

Forward Collision Warning

IBM
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Outages - support — notifications

Recognize, diagnose, recover — error states

Observations & recommendations

New users of HondaLink and AcuralLink are not informed of the
scheduled outage when using the app for the first time. They would
have to wait for notification to be sent, and therefore users are
surprised when they are not able to register and use the app.

Recommendations:

Show an alert when the app is installed for new users to inform
them of the outage so they are immediately aware of the issue. This
will reduce friction later as they try to access these features but are
unable.

Notifications and messages are not stored in the app in demo mode. If
the user dismisses the alert, then it would be difficult for them to find
the information again.

Recommendations:

Information about the scheduled outages, particularly where
important features are not available, should be made easily
available for the user. This could mean storing the alerts in the app’s
messages, showing the alert every time the user tries to sign in, or
better communication outside of the app.

IBM iX / © IBM Corporation
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i

Tuesday, September 22

o

For Canadian Customers only

Creating a new Honda ID, Changing yo.

HondaLink™ | AcuraLink™

Registration

Acuralink
Step10of3

er y
ed)
ehchan@ca.ibm.com
1D be

You!
sele

IBM



Outages - support — notifications

Recognize, diagnose, recover — error states

Observations & recommendations

Registration error message is inaccurate, and confuses the user further
as to why onboarding is not possible. The message displayed seems to
indicate there could be something wrong with the email address
provided, when there is an outage.

Recommendations:

Use more accurate messaging on why the user is not able to
complete registration, which in this case is due to the scheduled
outage. It would then be clear to the user that is not an error on
their part for them to rectify, and they are aware of any next steps to

resolve.

IBM iX / © IBM Corporation
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Tuesday, September 22

o

[t

For Canadian Customers only

HondaLink™ | AcuraLink™

Registration

Acuralink
Step10of3

your email to create your Acura

d)

ehchan@ca.ibm.com

Il be created in the region

IBM



Onboarding — support

Recognize, diagnose, recover — error states

Observations & recommendations

Although the outage period passed, registration was still not possible.
Registration broke down in several places, which caused a variety of pain
points. This may result in irreconcilable adoption barriers. Support
outside of the app such as the call centre was not sufficient to resolve the
issue.

Recommendations:

If registration is not possible, the user needs to be informed of the
issue. For example, there was an outage for Canadian users but this
information was not provided, even at the call centre. The user should
not have to guess what the issue is and how it can be resolved.

IBM iX / © IBM Corporation
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Subscription Status

Premium
Connect

Standard

HondaLink™ | AcuraLink™

Registration

Honda

We are currently experiencing technical
difficulties. Please try again later.

IBM



documentation

Help &
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=




HondaLink™ | AcuraLink™

Onboarding — support

Help & documentation

Subscription Status Registration

Observations & recommendations

Honda

Premium We are currently experiencing technical

Although the outage period passed, registration was still not possible. Il coreet , , ST ex: Floere oy Soni Miws
Registration broke down in several places, which caused a variety of pain

points. This may result in irreconcilable adoption barriers. Support
outside of the app such as the call centre was not sufficient to resolve the
issue.

Standard

Recommendations:

If registration is not possible, the user needs to be informed of the
issue. For example, there was an outage for Canadian users but this
information was not provided, even at the call centre. The user should
not have to guess what the issue is and how it can be resolved.

Call centre hours listed in the app were also incorrect, as the call centre
was not available on weekends. This is is an additional pain point, as the
user is not able to access help even though they expect it to be available.

Recommendations:
Ensure that the information provided to the user is reliable, and that
the hours are accurate.

IBM iX / © IBM Corporation
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HondaLink™ | AcuraLink™

Outages - support — notifications

Help & documentation

Wi UTE -

Registration

Observations & recommendations ) AcuralThk
9 * O1 I Step1o0of3

Call centre agent was unsure what time the outage would be over, or if ‘ Tuesday, September 22

user would be notified. The message was, “You’ll just have to try it on =

TueSday'” Ft;rcanad:an Customers only

Recommendations: _ stures WA not work mbe : youriemaito cre

While call centre agent was aware that the outage was occurring, - e

better messaging could be provided to the user. It would be more
reassuring to be given more definitive information, which projects
better communication and awareness amongst Honda teams.

v Honda ID, Changing yo.

IBM iX / © IBM Corporation
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HondaLink™ | AcuraLink™

Support

Flexibility & efficiency; help & documentation

11:30 9 o F \\ 1 o F A\ i M30+9
< Support Customer Support ‘ < FAQ General Questions
. .
Observations & recommendations General Questions R ————

FAQ Number (VIN)?
Login Questions

o
2 virtual Chat

Some support related content requires
multiple taps (up to 4) to access the desired
information or action.

&, Contact Us

Recommendations:

Reorganize this section for better
information hierarchy, to eliminate the
number of taps required. It would make
the information easier and quicker to
find. For example, all FAQ questions can
be shown on a single screen and does
not require an additional push screen.

IBM iX / © IBM Corporation
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Support

Help & documentation

acura.ca

Observations & recommendations

Features guide could not be accessed for both HondaLink™ or AcuraLink™.
It is also unclear where else the user can go to find this information.

Recommendations:

Having a broken link erodes the credibility of the app and the information
provided, and makes it seems like the app is not up to date or prioritized.
Ensure all links in the app take the user where they are expecting to go.

Roadside assistance can be found under the roadside assistance button as
well as support. In support, it is buried under a few extra taps.

Recommendations:

It is unnecessary to have roadside assistance in both sections. Since is is
already surfaced in the landing screen, and users are more likely to need it
on hand during emergencies, recommend removing from the Support
section.

IBMiX / © IBM Corporation
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HondaLink™ | AcuraLink™
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Error prevention

IBM



SCthUle Climate Clarity Touring — HondaLink™

Visibility of system status; error prevention

! CLARITY - 4 Cancel Add Schedule CLARITY -

Observations & recommendations e oA

Last Updated at 10:26 AM Last Updated at 02:16 AM Refresh

Scheduled climate only occurs when car is M 520k isokm  com— 510 km | #64km
properly charged. ‘ ¥476km CEEIENENED % rme————
Turn On Climate?
Recommendations: : e e =
The user should be warned if scheduled Rmay ake sbout o it forthe
climate setting won’t be met ahead of ; ClmteCotrl vt e ey
time so that they have the opportunity to - L Every Monday 1 oot
. . . Please note that Climate Control
do something about it. For example, if 8 e Every Tuesday camo e on el
the user is notified, they are reminded to Every Wednesday
plug in the car instead of having to Every Thursday
remember this condition. Every Friday

Every Saturday

m= Calendar

Every Sunday

Climate scheduled today at 02:45 PM

IBM iX / © IBM Corporation
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Onboal‘ding Accord Hybrid Touring — HondaLink™

User control & freedom; error prevention;

Subscription Status Security
Observations & recommendations Automatic Collision Notification
St ot ol i e
Concierge | that help be sent in the event of a crash,
It is unclear that tapping on accept would accept the trial for all three || (- ‘ Emergency Call
subscription packages. From this screen, it seems like tapping on each - ‘ plopiepisrorys gty
. . o . ( went of an emergency.
of the packages would allow the users to subscribe to each individual ’ ey
Enhanced Roadside Assistance
package. Get towing and repair services using the
blue LINK button in your vehicle.
Recommendations: Porsonal Dats Wi
Redesign the subscription flow to make it clear to the user what they estore you o W0 e gation o

are signing up for.

The user is not able to subscribe to only one package.

Recommendations: Activate Remote Features

Give the user the control to only subscribe to the package they want. [losctivste remote festures, bleasa Teviow:S

accept the Terms and Conditions

There is no information given on how long each trial lasts, or when the
last day would be. These is also no information on pricing for after the
trial period ends, or if the user will be charged.

Recommendations:
Proving this information upfront will reassure the user on what to

expect, reducing uncertainty and building trust.
IBM iX / © IBM Corporation
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Send to car Clarity Touring — HondaLink™

Error prevention

Observations & recommendations sogman @) 07
S d
oo O o oShoppers[')!
It is not immediately obvious how the user receives , 09
locations in the car (Clarity Touring). The feature is (1 B3 (S)h =
. . oppers Dru:
hard to discover, and causes frustration for the user. -

Swiping down from the top of the screen in the 00 oo
vehicle is only described if the user taps send to car
guide which only appears in the app after the user

believes they have finished the task. 0

pers Drug Mart

Recommendations:

This caused significant pain for the user as it was
difficult to find the information that was sent to
the car. The information should be where the user
expects to find it, or prominently surfaced which
was not the case for this vehicle. Although a guide
was provided, the design should be intuitive
enough that referencing the guide should not be a
critical step to accessing that information.

Shoppers Drug Mart
0.7 my

IBM iX / © IBM Corporation
49 IBM



Remote features

Error prevention

Observations & recommendations

Restrictions are presented a few minutes
after the commands are sent. This is
frustrating, particularly in the case where
the user initiates a remote command,
leaves the phone, and comes back to find
that the command wasn’t executed.
e Application restricts the maximum
start requests for turning the engine on
« Issues with coverage areas (although

there are full bars)

Recommendation:

If possible, let the user know if the
command can be executed immediately,
and do not make them wait only to have the
command fail. Consider only presenting
options that are actionable, which will
reduce frustration when the command does

not work.

IBM iX / © IBM Corporation
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ACCORD-
2020 ACCORD

4,194 ki < 80 %
ggW o> ™ W, 2%

@ Maps

Maximum start requests
reached. Please reset by
turning the car ON then OFF.
= Remote Engine Start
not executed.

OK

ACCORD-
2020 ACCORD

4,194 ki
gge 198 km

© Maps

N ?c(vncg

Ensure vehicle is in good
coverage area.

View All

2020 ACCORD

Remote command not
executed. The vehicle may be
on.

u 4193 km

Accord Hybrid Touring — HondaLink™

IBM



Climate

Error prevention

Observations & recommendations

If the battery is below a certain threshold, remote settings for climate are
not available. However, this is not indicated on the card.

Recommendations
Items that cannot be actioned should be disabled, so it is clear to the
user from the onset that the feature is not available.

IBM iX / © IBM Corporation
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Clarity Touring — HondaLink™

CLARITY -

2020 CLARITY

1,620 mi

IBM



OnbOaI‘ding HondaLink™ | AcuraLink™

Error prevention

3:42 w \ / @05
Cancel Add My Vehicle £ Find VIN Scan VIN

Observations & recommendations
. . . . . Scan or enter your Vehicle Identification

Q Although line provided indicates where the user should align to the 4 Number (VIN) to add your vehicle.
bottom of the barcode in order to scan, this is slightly unclear.

Recommendations:
Use a box as an indicator, or additional instructional text to be a little
more clear.

VIN. 5J5YDAHE2LLB00TBO :
LG

TYS L CET .MsswY R L

) Useris unable to paste in the VIN number in this field, and must either
scan the barcode at the vehicle or type the VIN in manually.

Recommendations:
App should allow the user option to paste in text field, as VIN is
complex and hard to type without mistakes.

Aim at the barcode and hold the phone steady.
The Vin will be automatically scanned.

IBM iX / © IBM Corporation
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Visibility of
system status




Outages

Visibility of system status

Observations & recommendations

0 Outages occurred twice within the 4 week evaluation, and the first
outage had a duration of almost a week. In particular, features that
were unavailable were basic features such as login, which prevented
the user from using the app at all. Outages of this type and duration are
not typical for a mobile app experience, particularly for paid apps.
Onboarding experience during outage is frustrating, particularly since
the user has just paid for the vehicle.

Recommendations:

Preventing or reducing the impact to the users would improve the
experience. The outages seem scheduled, and better messaging
and notifications not just to current users but to prospective users
would better manage expectations.

Instead of locking the users out of the app entirely, consider making
only certain features unavailable. Perhaps implement smaller scale
adjustments that would not keep the app off-line for as long.

IBM iX / © IBM Corporation
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"
9@l

Tuesday, September 22

MDX Tech Plus — AcuraLink™

For Canadian Customers only

We're working hard to make
improvements! The following features will
not work from Oct-18 10:00 PM to Oct-19
6:00 AM due to maintenance.

- Login, Creating a new Acura ID, Changing
your password

We apologize for this inconvenience, if you
have any questio

IBM



Notifications

Visibility of system status

Observations & recommendations

Although app notifies user of parental control alerts, the notification is not
available to view in the app’s messages centre, only under the parental
control tile. In addition, the tile for parental controls does not indicate
that there is a new violation, and is not discoverable.

Recommendations:

Store notifications in the messages centre, where the user typically
expects to find it. If the notification is easy to find in the message
centre, then there is no need to see the indicator on the parental
controls tile.

IBM iX / © IBM Corporation
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"
6:00

Thursday, October 1

Accord Hybrid Touring — HondaLink™

IBM



SCthUle Climate Clarity Touring — HondaLink™

Visibility of system status; error prevention

! CLARITY - 4 Cancel Add Schedule CLARITY -

Observations & recommendations e oA

Last Updated at 10:26 AM Last Updated at 02:16 AM Refresh

Scheduled climate only occurs when car is M 520k isokm  com— 510 km | #64km
properly charged. ‘ ¥476km CEEIENENED % rme————
Turn On Climate?
Recommendations: : e e =
The user should be warned if scheduled Rmay ake sbout o it forthe
climate setting won’t be met ahead of ; ClmteCotrl vt e ey
time so that they have the opportunity to - L Every Monday 1 oot
. . . Please note that Climate Control
do something about it. For example, if 8 e Every Tuesday camo e on el
the user is notified, they are reminded to Every Wednesday
plug in the car instead of having to Every Thursday
remember this condition. Every Friday

Every Saturday

m= Calendar

Every Sunday

Climate scheduled today at 02:45 PM

IBM iX / © IBM Corporation
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Charging

Visibility of system status

Observations & recommendations

Once the caris plugged in, the app does not show how long user
must wait for charge to be full. This is important information for user
to be able to plan around the charging time, particularly if they are
charging outside the home at a charging station. User must mentally
calculate rate of charge by returning to the vehicle, checking how
much it’s charged in X period of time, and guess how long it will take
to complete charge.

Recommendation:

Prominently display the estimated time to full charge, so that the
user will be able to plan accordingly. By providing the information,
it takes the mental load to calculate off the user.

IBM iX / © IBM Corporation
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CLARITY ~

2020 CLARITY

Last Updated at 03:37 PM

327 km * 10 km
#317km GENEEEN
Charging - 240v

Stop Charge Schedule Charge

2,658 km

- Charge @
) Ma
d Stations v

= 10/23/2020 at 9:00 AM

Climate scheduled today at 05:15 PM

Clarity Touring — HondaLink™

CLARITY ~

2020 CLARITY

Last Updated at 03:37 PM

327km | #0km
¥317km GEENEEE
Charging + 240v

2,658 km

@ Maps

e 10/23/2020 at 9:00 AM

Climate scheduled today at 05:15 PM




Charging Clarity Touring — HondaLink™

Visibility of system status

CLARITY ~ P CLARITY ~

2020 CLARITY 2020 CLARITY

Observations & recommendations
User can pull to refresh, however that gesture and animation can be
deceiving. The app does not actually refresh any of the content, and the Ul 327 km *10km U§ 327 km|*10km

. . . . . #317km GENEENN ¥317km GENEEEN
last updated time does not change. However, there is no clear indication s iy i
that the refresh failed other than that the information remains static,
which may be detail that the user does not notice.

Stop Charge Schedule Charge Stop Charge Schedule Charge

Recommendation:

If the refresh action failed, then the app should show the user that the
information was not updated. For example, if the app is offline then an
alert can be displayed after the user pulls to refresh so that is is clear
that no update occurred.

2,658 km f1joL] 2,658 km

=, Charge O =, Charge >
49 o O) Maps $3 o @ Maps
¥ Stations i ¥ Stations -

Pull to refresh only seems to be enabled if the vehicle is on. This requires
the user to physically return to the vehicle check the charge status, which
is inconvenient. It is frustrating for the customer who wants convenient

and reliable data to make decisions. Climate scheduled today at 05:15 PM Climate scheduled today at 05:15 PM

= 10/23/2020 at 9:00 AM = 10/23/2020 at 9:00 AM

Recommendation:
The app needs to display accurate and timely information to be
trusted, and the user needs to be able to access that information
remotely to understand the true state of the vehicle.

IBMiX / © IBM Corporation
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Authorize Account Clarity Touring — HondaLink™

Visibility of system status

Cancel

Observations & recommendations

Code Successful

In two days you will receive an email and a

User must wait 48 hours to receive an activation email. This amount of otfication on your device prompting You to
. . . . { inish the activation process.
time is uncommon, particularly for mobile apps.

When you receive the notification, please
return to this app to complete the final step

Recommendation: g of activation.
Reduce time to receive email. If the duration is due to constraints and
cannot be changed, provide up more information up front on why this
step takes so long. If possible, break this down to smaller steps and
update the user on when those steps are complete to provide
feedback and reassure the user that this is progressing.

IBM iX / © IBM Corporation
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Notifications

Visibility of system status

Observations & recommendations

Information provided to the user in the app and in the vehicle do not
align. The user was sent this alert, but according to the vehicle, the
brake system was not a problem. This is particularly alarming for the
confused user, as it is a safety issue.

Recommendations:
The user needs to be confident that they can trust the messages
and notifications being provided. Having the vehicle and app send

two conflicting messages erodes that trust. Ensure that that the two

sources of information are in sync, and that the information
provided is reliable.

The wording on the alert is alarming, and can create panic for the user.

Recommendations:

Any communication sent to the user regarding safety, or that causes
concern, should be carefully vetted so that is reliably true. Repeated
false alarms could cause the user to ignore any serious warnings. In
addition, consider categorizing the types of alerts in high/medium/

low issues so the user can respond appropriately, particularly for
those users who don’t have much car knowledge.

IBM iX / © IBM Corporation

60

8:48

¢ Back 2020 ACCORD

Brake Svstem Problem

Brake Svstem Problem

Accord Hybrid Touring — HondaLink™

€ 2020 ACCORD Details

Brake System Problem

IBM



Connectivity

Visibility of system status

Observations & recommendations

When connecting the device to the car, there are
mixed messages, which reduce trust in the
experience. The screen shows both a connection
and no connection, and the mobile app may or
may not show the connection.

Recommendations:

The user needs to be confident that they can
trust the messages and notifications being
provided. Having the vehicle and app send two
conflicting messages erodes that trust. Ensure
that that the two sources of information are in
sync, and that the information provided is
reliable.

IBM iX / © IBM Corporation
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Accord Hybrid Touring — HondaLink™

Support

Become an Authorized Driver

If you are the primary driver of this vehicle, tap
the button below to start the authorization
process. Please note, the authorization process
requires access to the vehicle and Bluetcoth
pairing.

£ \ No Device Connec.. =" '3 3:30

Connection Required

b m— g et & Suppont
@ Phone Connection Status

@ oot ink Subseription Status acT™e e . 9' 6
cee see
- - —;

w Bluetooth Pairing Guide

Cancel

IBM



Remote featu res Accord Hybrid Touring — HondaLink™

Visibility of system status;

ACCORD-

2020 ACCORD 2020 ACCORD

Observations & recommendations

The state of the vehicle shown in the app is misleading. The locked/
unlocked status of the app only changes when a remote command is
issued. If the vehicle is locked and unlocked via the key, or in the car, the
status does not change and they are out of sync.

Recommendations:

Vehicle state in the app should reflect the true state of the vehicle. It
erodes trust to have the vehicle and app show two conflicting
messages.

wa 4,193 km

Start Stop

& Locate 2D Lights " Remote Commands

IBM iX / © IBM Corporation
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Remote featu res Accord Hybrid Touring — HondaLink™

Visibility of system status

ACCORD-
2020 ACCORD 2020 ACCORD

Observations & recommendations

Remote commands and vehicle status are separated in the app, and
does not look connected even though one affects the other.

Recommendation:

Consider visually merging the two sections to provide a clearer
picture of the app’s current status, so the user does not have to look
in two different areas.

Remote commands for the Accord are static. The button state doesn’t
change, and it’s difficult to tell what the user’s last action was. gy 4,193 km

Recommendation:

Commands should be tied to the state of the vehicle, if possible.
Note that this is already implemented the case for the Clarity, where
the button state does change. Sttt Stop

& Locate 2D Lights " Remote Commands

IBM iX / © IBM Corporation
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Parental Controls Accord Hybrid Touring — HondaLink™

Visibility of system status

2:10

ACCORD- B4 { Back Parental Controls
2020 ACCORD

Observations & recommendations
Az 4,193 km o Geofence Settings
While users are notified when parental control restriction has been | ‘ Speed Alert Settings
violated, there are no details of the event provided. ‘ - @ Activity Log

Recommendation:

For example, if it was speeding violations, the detail could include what
was the maximum speed reached or how long was the duration of the
violation. The additional information provides clarity for the user as to = [ bt
the severity of the violation, and they have more context to make
decisions.

Roadside
Assistance

Remote Commands

IBM iX / © IBM Corporation
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Authorize Account - messaging / notifications Clarity Touring — Hondalink™

Visibility of system status

Observations & recommendations

User is informed that the activation is ready via
an email as well as a push notification on the
app. However, the push notification disappears
and is not available in messages.

Recommendations:
Store notifications in the messages centre,
where the user typically expects to find it.

HondaLink Activation Ready
Please login and follow the instructions to
start using Hondalink features.

IBM iX / © IBM Corporation
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Add to garage alert

Visibility of system status; user control & freedom

Observations & recommendations

Q Itis unclear as to what adding to garage does. The alert shows many
times even if the user taps yes and there is no discernible difference in
the app. In addition, it is not clear in the app where to find this
information, or how to remove from the garage if the user changes their
mind.

Recommendations:

Provide more context to the user. Help them understand what add to
garage means and help them understand what change has taken place
once they have added something to garage.

Have clearer information architecture in the app so the user is aware of
where the feature can be found.

IBM iX / © IBM Corporation
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Clarity Touring — HondaLink™

Add My Vehicle 4 K Terms and Conditions

Standard

Scan or enter your Vehicle Identification
Number (VIN) to add your vehicle.

Do you want to add
JHM; to garage? (1]
2 If you are an authorized user, please i
Sign In or Register. If you are not an
authorized user, please contact the
primary driver to request access. Do you want to add to garage?

Sign In

Activate Remote Features

To activate remote features, please review &
accept the Terms and Conditions

Decline

IBM



Charging

Visibility of system status

Observations & recommendations

Q There is no indicator on the landing screen if a charge has been
scheduled, or a reminder has been set.

Recommendations:

Display on landing screen whether a reminder/scheduled charge has
been set or not. This will stop the user from having to discover it
themselves.

Q This alert may not be necessary as the user has only just set the reminder
themselves, and the action is easily reversible.

Recommendations:
Remove the alert if it’s not necessary to confirm the action.

IBM iX / © IBM Corporation
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Clarity Touring — HondaLink™

CLARITY ~

2020 CLARITY

Last Updated at 03:37 PM

327 km | *10km
®317km GENEENN
Charging - 240v

Stop Charge Schedule Charge

L] 2,658 km

-, Charge ®
E3 Maps
¥ stations »

= 10/23/2020 at 9:00 AM

Climate scheduled today at 05:15 PM
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Recognition
vs. recall

IBM



Onboarding MDX Tech Plus — AcuraLink™

Recognition vs. recall

Account Settings
Observations & recommendations
count or sign in to enable
After dismissing the card with the trial option, there is nowhere for the
user to access the trial again. It is not apparent to the user that that they
are also able to start the trial through the registration flow in settings (it is
an identical flow). It seems like the option to start the trial disappears and
the user is unable to access it, which can be disconcerting.

Terms & Conditions

Schedule service with Acura Dealers Ver:

Recommendations:

Be clear that the trial can be started from settings, so that the user
knows how to access this once it is dismissed. The user would feel
more comfortable in taking the action (dismiss) if they are aware it can
be reversed. Consider adding additional context to the start trial card,
and to settings itself.

IBM iX / © IBM Corporation
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HondaLink™ | AcuraLink™

Support
Recognition vs. recall

ACCORD- DY ¢ Back Roadside Assistance

2020 ACCORD

Observations & recommendations

Unlock more features

e K
rad o\
&
\/\Q/!’

Within the roadside assistance features, the user does not know what
type of coverage they have.

Recommendations: & 1(800) 465-7587
Showing the available coverage on this screen would be helpful and : :
would not depend on the user to remember their coverage type. This
would help them in determining if calling roadside assistance is the
right course of action.

Display more details to the user about their roadside coverage using
the member’s account information.

« Where is the closest help?

- When does my subscription expire?

- What is my coverage like?

IBM iX / © IBM Corporation
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Aesthetics
& minimalism




Overall UX/UI MDX Tech Plus — AcuraLink™

Consistency & standards; aesthetics & minimalism

Account Settings ~ Registration

Observations & recommendations

Acuralink

Register for an account or sign in to enable ‘ Step10f3
additional features.

Screens inside the app have varying look and
feel, as well as design inconsistencies. For

example, there are different background Regist “and more
colours used throughout the app, different
fonts, and different button styles.

Terms & Conditions

Recommendations: Version | Schedule service with Acura Dealers
Both apps should have a uniform
visual design. Establish a design
system/guidelines then update
apps to align. Use native patterns
wherever possible for ease of
maintenance and consistent
device experience.

IBM iX / © IBM Corporation
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Service

Consistency & standards; aesthetics & minimalism

Observations & recommendations

Visual design of scheduling a service doesn’t align with the rest of the
app. This section is not completely optimized for mobile (some
horizontal scrolling to select appointment slots)

Recommendations:

Screens should have a uniform visual design. Establish a design
system/guidelines and update apps to align. Since this view is a third-
party view, using standard visual design will help tie it closer together
with the app. For example, keeping the tint colours the same, and
using the same background colours.

IBM iX / © IBM Corporation
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Schedule Service

ACURA DOWNTOWN

ACURA

& Date/Time °

ehchan@ca.ibm.com

REMINDERS & UPDATES

Review

2020 ACURA MDX
Any Advisor

| will take the shuttle

6 Services

ENTER PROMO

Schedule Tue, Sep 29 12:45 PM
e —

Accord Hybrid Touring — HondaLink™

Schedule Service

Honda Downtown

What does your ACCORD HYBRID

Honda Recommended Services
See package details
Please click here to select Maintenance Minder and Sub

Itom services.

Seasonal Tire Swap (on steel

rims)

Four Wheel Alignment

IBM



Notifications Accord Hybrid Touring — HondaLink™

Aesthetics & minimalism _
8:48
ACCORD- = { Back 2020 ACCORD

2020 ACCORD

Observations & recommendations

Brake Svstem Problem

2 Notifications

436 km ae=n ] Brake Svstem Problem

Q While it is good that important notifications are surfaced, it is redundant
to have notifications button and the message icon.

Recommendation:

Consolidate the button and icon indicator so they are in one place.
Using a badge on the message icon to indicate new messages, or
important messages. This will achieve the same effect of indicating to
the user that attention should be paid.

Start Stop Unlock

& Locate £D Lights =] Horn

IBM iX / © IBM Corporation
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Sel‘\lice Accord Hybrid Touring — HondaLink™

Consistency & standards; aesthetics & minimalism

Service Schedule Service

Observations & recommendations v)

Red used as the tint colour is normally reserved for errors, warnings and
notifications.

What does your ACCORD HYBRID

Recommendations:
Keep the same tint colour as the HondaLink and AcuraLink app. No Servicing Dealer Assigned

Honda Recommended Services
See package details
Please click here to select Maintenance Minder and Sub

Itom services.

seasonal Tire Swap (on steel

rims)

Four Wheel Alignment

Find a Dealer

IBM iX / © IBM Corporation
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Alert — remote features

Consistency & standards; aesthetics & minimalism

Observations & recommendations

This is a lot of information on the alert, almost overwhelming. Some
information the user may not need to be seen every time and could be

placed elsewhere. Standard alerts do not normally show this much text.

Recommendations:
Follow conventional guidelines for messaging on alerts.

IBM iX / © IBM Corporation
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Clarity Touring — HondaLink™

() CLARITY ~

2020 CLARITY

Last Updated at 04:16 PM Refresh

348 km *3Tkm G i

Turn On Climate?
Climate Control will be turned on for up
1o 30 minutes.

it may take about a minute for the
climate control to start.

Climate Control will drain the battery.
. Please be aware of the remaining
1) battery lovel. m

Please note that Climate Control
cannot be turned on remotely when
charging through a 120V outiet.

f’;\& Find My Car

IBM
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Range

Match system & real life

Observations & recommendations

Total range on the vehicle and the app
sometimes becomes out of sync. The vehicle
seems like the most up to date. For example,
the range on the vehicle’s dash reads 330km,
and the app reads 378km. This means that the
app information may be unreliable for the user.
This does not update even if user pulls to
refresh.

Recommendations:

The users needs to trust that the app is
providing the correct information. If the data
provided by the app is old, or cannot be
updated, there needs to be clearer
messaging to convey that.

IBM iX / © IBM Corporation
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Clarity Touring — HondaLink™

CLARITY -~
2020 CLARITY

« 0km K
¥378 km GHENNENI

Schedule Charge

HEH Odomet 2,633 km

7y Charge © Maps
¥ Stations 5

= Service

= Calendar

Climate scheduled on Thu at 04:09 PM

IBM



Find my car Clarity Touring — HondaLink™

Match system & real life

i LTE &%

Car Finder

Observations & recommendations

The Find My Car feature is not always accurate. The car location is not
always where the app says it is, which diminishes the value of the feature.
Even after the user manually updates the location, the incorrect location

does not update to the correct one. It is unclear how or when the car
location is updated.

Toronto
Recommendations:
The user needs to be confident that they can trust the information

in the app. If the information cannot be updated, then use clearer
messaging to explain why the update was unsuccessful. Perhaps

o

®Maps

also allow the user to manually set the location, if the automatic ﬁ;fztzt;gg?oegton
update does not work. 4:39 PM

400m

IBM iX / © IBM Corporation
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O\Ierau UX/UI HondaLink™ | AcuraLink™

Match system & real life

558 wilLrEs

< Home Account Settings

Observations & recommendations

Name

The vehicle in the photo thumbnail is not the right car, since the vehicle in
real life is white, not black.

Honda ID
Email
Recommendations:

Although this is a minor issue, it speaks to level of detail paid in the
app. Having these minor things not match gives the users pause, and
introduces doubt to the accuracy of the app and the information given.
If automatically showing the correct vehicle is difficult, consider
allowing the user to upload their own photo of the car to solve this

Issue. Terms & Conditions

@B 2020 ACCORD

Version

Face ID

IBM iX / © IBM Corporation
IBM

80



Support

Match system & real life; flexibility & efficiency

Observations & recommendations

Q All warning lamps are shown in support, even the ones not available for this
model. Not all this information is useful, and requires the user to sift through
it in order to find what they need. This can be time consuming, and also
requires the user to figure out which warning lamps are applicable.

Recommendations:
Only show the warning lamps that are applicable to the user.

IBM iX / © IBM Corporation
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HondaLink™ | AcuraLink™

Warning Lamps

All warning lamps may not be available for

ACC

all models

Adaptive Cruise Control

Anti-Lock Brake System

Auto Idle Stop

Blind Spot Information System

Brake Fluid Low

Brake System

Charging System

Electric Power Steering Problerr

) Engine System Problem

Forward Collision Warning

IBM



Consistency
& standards

IBM



Overall UX/UI MDX Tech Plus — AcuraLink™

Consistency & standards; aesthetics & minimalism

Account Settings ~ Registration

Observations & recommendations

Acuralink

Register for an account or sign in to enable ‘ Step10f3
additional features.

Screens inside the app have varying look and
feel, as well as design inconsistencies. For

example, there are different background Regist “and more
colours used throughout the app, different
fonts, and different button styles.

Terms & Conditions

Recommendations: Version | Schedule service with Acura Dealers
Both apps should have a uniform
visual design. Establish a design
system/guidelines then update
apps to align. Use native patterns
wherever possible for ease of
maintenance and consistent
device experience.

IBM iX / © IBM Corporation
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Remote featu res Accord Hybrid Touring — HondaLink™

Consistency & standards

ACCORD- ACCORrRD-
2020 ACCORD 2020 ACCORD

Observations & recommendations

my 4,194 km
HaH

Once engine is on, it is difficult to know what is tappable in this card, as ; ‘
actionable items and regular text both use white. ‘ © wops

Recommendation:

Make adjustments to the UI and content to ensure that the user
has visibility on what is actionable within the context of their
current flow.

m= 10/02/2020 at 8:45 AM

09:57 mins Engine On
Auto OFF

¢

Extend
Start Stop Lock Unlock

& Locate ED Lights == Horn

IBM iX / © IBM Corporation
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Service

Consistency & standards; aesthetics & minimalism

Observations & recommendations

Visual design of scheduling a service doesn’t align with the rest of the
app. This section is not completely optimized for mobile (some
horizontal scrolling to select appointment slots)

Recommendations:

Screens should have a uniform visual design. Establish a design
system/guidelines and update apps to align. Since this view is a third-
party view, using standard visual design will help tie it closer together
with the app. For example, keeping the tint colours the same, and
using the same background colours.

IBM iX / © IBM Corporation
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Schedule Service

ACURA DOWNTOWN

ACURA

& Date/Time °

ehchan@ca.ibm.com

REMINDERS & UPDATES

Review

2020 ACURA MDX
Any Advisor

| will take the shuttle

6 Services

ENTER PROMO

Schedule Tue, Sep 29 12:45 PM
e —

Accord Hybrid Touring — HondaLink™

Schedule Service

Honda Downtown

What does your ACCORD HYBRID

Honda Recommended Services
See package details
Please click here to select Maintenance Minder and Sub

Itom services.

Seasonal Tire Swap (on steel

rims)

Four Wheel Alignment

IBM



Calendar Accord Hybrid Touring — HondaLink™

Consistency & standards

Observations & recommendations

Generally, calendar entries will link out to a map app and sync with Apple
CarPlay and Android Auto to view the location and handle directions. It is
difficult to compete with established and frequently used apps such as
Google Maps for the same functionality.

Recommendations:

Use an analytics tool to assess how frequently this feature is actually
used by customers to ensure it solves a real user pain point. Users
likely also have preferred calendar apps, and may bypass this feature.

Q The date and time format could be easier for the user to scan. For
example, 10/16/2020 at 10:00AM is more difficult to read and has less
info than Fri. Oct. 16 at 10:00AM

Recommendations:
Change the format of the date listed

IBM iX / © IBM Corporation
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Connecting

Consistency & standards

Observations & recommendations

Dismiss button leaves the user no other option to exit the screen, and the
user can remain stuck on this view. The term dismiss is also a negative
message, and the user may be afraid to tap on the button.

Recommendations:

Dismiss should be changed to leverage an affirmative message
representing progression into the app. For example, continue, ok, or
next.

In the alert cancel and ok do the same thing - dismiss the alert window
and returns the user to the initial screen. Having the two different options
is confusing, as they typically indicate two different outcomes.

Recommendations:
Adjust the UI to leverage a single message of confirmation, such as ok.

IBM iX / © IBM Corporation
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2020 CLARITY

HondaLink™

Warning
Ensure your car is stopped in a
safe location before operating
your mobile phone.

Cancel OK

Dismiss

IBM



Onboarding — connectivity — outages

Consistency & standards

Observations & recommendations

The final screen when connecting to vehicle promotes features that are
not available because registration is required. Users are unable to access
the features because registration was not available due to system
outages.

Recommendations:

Consider only showing features that are currently available to the user,
and what features will be available later to manage expectations. This
will reduce frustration later on when these advertised features cannot
be accessed.

IBM iX / © IBM Corporation
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Accord Hybrid Touring — HondaLink™

Success

Here are the features available on your
2020 ACCORD

Remote Start & Stop

Get comty by cooling down or warming up your car
ahead of time.

Remote Lock & Unlock
Remotely lock o unlock the car doors usi

Q Find My Car
e adle your car by seeing the location
ash ehicle's Bghts, or sounding the hoen
wi

IBM



Mapping charge stations

Consistency & standards

Observations & recommendations

Currently the user enters the map view by tapping charge stations but
once in this area, they can delete this option and view other map-based
location categories such as restaurants or fuel.

Recommendations:

While displaying the charge stations, hiding the option to delete
electric would avoid frustrating the user. In the current information
architecture, this section is focused on charging so it should only show
information pertaining to that topic.

Other map categories should be shown when tapping maps only.

IBM iX / © IBM Corporation
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Clarity Touring — HondaLink™

10:117

Cancel

Elexicon Energy

55 Taunton Rd E - Ajax

Available - DC Combo

Available - CHAdeMO

IBM



HondaLink™ | AcuraLink™

Support
Consistency & standards; recognition vs. recall
4:02

ACCORD- DY ¢ Back Roadside Assistance

2020 ACCORD

Observations & recommendations

Unlock more features

e K
rad o\
&
\/\Q/!’

Within the roadside assistance features, the user does not know what
type of coverage they have.

Recommendations: & 1(800) 465-7587
Showing the available coverage on this screen would be helpful and : :
would not depend on the user to remember their coverage type. This
would help them in determining if calling roadside assistance is the
right course of action.

Display more details to the user about their roadside coverage using
the member’s account information.

« Where is the closest help?

- When does my subscription expire?

- What is my coverage like?

IBM iX / © IBM Corporation
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HondaLink™

Overall UX/UI

Consistency & standards

CLARITY

2020 CLARITY

Observations & recommendations

Q More could be done with “Maps” tile, as it does not surface additional
information to the user like the other tiles. It would also align more
stylistically with other tiles such as Calendar.

Recommendations:

Provide more context to the user by including additional information,
or a map thumbnail. Additional information could be the user’s last
route, or upcoming route etc that was sent to the vehicle.

€ Find My Car is map-based but not with the other map-based content.

Recommendations:
Rethink informational hierarchy, and consider reorganizing to place
map-based content closer together (not necessarily in the same tile).

Turn On Climate Schedule

@ Find My Car

IBM iX / © IBM Corporation
IBM
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Clarity Touring — HondaLink™

Overall UX/UI

Consistency & standards

CLARITY -

2020 CLARITY

Observations & recommendations

Q For the Clarity, the visual indicators that , '
indicate amount of fuel and amount of 265mi ‘6™ ¢
charge differ greatly in the app and in the ‘ 'ZS:SM..ZOV----'

vehicle.

Recommendations:

It is easier for the user to switch
between these medium if there is more
consistency between the indicators. The
app should adopt a visual language that
corresponds better with in-car
instrumentation.

IBM iX / © IBM Corporation
IBM
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Overall UX/UI

Consistency & standards

Observations & recommendations

Q Hondalink is a light app, while AcuralLink is a dark app. iOS and Android
systems are designed to support both light and dark modes. It takes the
user out of the experience to use an app that doesn’t align with other
apps on their device.

Recommendations:
Support light and dark mode for both apps, and allow the user to
choose which style to use.

Q In some screens, the app is not optimized to support larger devices sizes
and there is an area at the bottom that is visibly different.

Recommendations:
Ensure that the screen are optimized for all screen sizes.

IBM iX / © IBM Corporation
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6:31 WILTES

Cancel Set speed alert Done

Speed Limit

Always On

HondaLink™ | AcuraLink™

Customer Support

’\. Contact Us

IBM



Alert — remote features

Consistency & standards; aesthetics & minimalism

Observations & recommendations

This is a lot of information on the alert, almost overwhelming. Some
information the user may not need to be seen every time and could be

placed elsewhere. Standard alerts do not normally show this much text.

Recommendations:
Follow conventional guidelines for messaging on alerts.

IBM iX / © IBM Corporation

94

Clarity Touring — HondaLink™

() CLARITY ~

2020 CLARITY

Last Updated at 04:16 PM Refresh

348 km *3Tkm G i

Turn On Climate?
Climate Control will be turned on for up
1o 30 minutes.

it may take about a minute for the
climate control to start.

Climate Control will drain the battery.
. Please be aware of the remaining
1) battery lovel. m

Please note that Climate Control
cannot be turned on remotely when
charging through a 120V outiet.

f’;\& Find My Car

IBM



Authorize Account Clarity Touring — HondaLink™

Consistency & standards

Takeover

Observations & recommendations

This 2020 CLARITY is already associated
with another HondalD.

Start authorization is the most important call to action on the authorize
account flow. However, it is not the primary button on this screen.

(%)

Recommendations:
. . . . . For "Additional Driver" A
Adjust UI and content on this screen so that the primary action is e e e
C leal’ account owner and request to be added through

the Manage Drivers feature.

Sign In to Associated Account

If you may have created another account that is
associated with this vehicle, sign out to try a
different HondalD or call 1 (288) 946-6329 to
recover your account information,

To Authorize this Account

If this is your vehicle and you want access
transferred to this account, ehchan@ca.ibm.com,
tap “Start Authorization* below. Please note, you
will need physical access to the vehicle.

rization

IBM iX / © IBM Corporation
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Parental Controls Accord Hybrid Touring — HondaLink™

Consistency & standards

63 Wi LTES

(

{ Back Geofence Settings Edit

Observations & recommendations

79 Wellington

79 Wellington St W
Toronto, ON, CA M5J 2R2

Checkmark and X symbols are meant to indicate keep in and keep out
areas, but they are misleading. The X symbol looks tappable, and looks
like it should be used to delete this restriction. | 3600 Steeles

3600 Steeles Ave W
Vaughan, ON, CA L4L 8P5

Recommendation:

Use symbols that more closely reflect its purpose. In this case,
symbols are not necessary, and table cell headers can be used to
differentiate the keep-in, and keep-out settings.

IBM iX / © IBM Corporation
IBM
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Sel‘\lice Accord Hybrid Touring — HondaLink™

Consistency & standards; aesthetics & minimalism

Service Schedule Service

Observations & recommendations v)

Red used as the tint colour is normally reserved for errors, warnings and
notifications.

What does your ACCORD HYBRID

Recommendations:
Keep the same tint colour as the HondaLink and AcuraLink app. No Servicing Dealer Assigned

Honda Recommended Services
See package details
Please click here to select Maintenance Minder and Sub

Itom services.

seasonal Tire Swap (on steel

rims)

Four Wheel Alignment

Find a Dealer

IBM iX / © IBM Corporation
IBM
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Calendar

User control & freedom; flexibility & efficiency

Observations & recommendations

The address listed in the calendar can take the user to the Atlantic Ocean
off the coast of Africa (Long. 0° / Lat. 0°). This happens if the address isn’t
precise. It is also not compatible with many of the newest forms of
calendar listings (Webex, Zoom, and Skype).

Recommendations:

Ensure that the locations of calendar items show up on the map
correctly, even if the user does not enter a location with a precise
format. Implement a way to recognize and handle virtual meetings
gracefully, by perhaps linking out to the appropriate app.

IBM iX / © IBM Corporation
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Accord Hybrid Touring — HondaLink™

TUNISIA
MOROCCO

{/‘
ALGERIA A

LIBY

MAURITANIA

MALI NIGER
WESENEGAL
Bamako
UINEA-
BISSAU. oore NIGERIA

D'IVOIRE 94006

5 Basildon Cres.,
Scarborough Ontario
M1M3E1, Canada

5 Basildon Cres., Scarborough
Ontario MIM3E1, Canada
5,684 mi

IBM



Onboal‘ding Accord Hybrid Touring — HondaLink™

User control & freedom; error prevention;

Subscription Status Security
Observations & recommendations Automatic Collision Notification
St ot ol i e
Concierge | that help be sent in the event of a crash,
It is unclear that tapping on accept would accept the trial for all three || (- ‘ Emergency Call
subscription packages. From this screen, it seems like tapping on each - ‘ plopiepisrorys gty
. . o . ( went of an emergency.
of the packages would allow the users to subscribe to each individual ’ ey
Enhanced Roadside Assistance
package. Get towing and repair services using the
blue LINK button in your vehicle.
Recommendations: Porsonal Dats Wi
Redesign the subscription flow to make it clear to the user what they estore you o W0 e gation o

are signing up for.

The user is not able to subscribe to only one package.

Recommendations: Activate Remote Features

Give the user the control to only subscribe to the package they want. [losctivste remote festures, bleasa Teviow:S

accept the Terms and Conditions

There is no information given on how long each trial lasts, or when the
last day would be. These is also no information on pricing for after the
trial period ends, or if the user will be charged.

Recommendations:
Proving this information upfront will reassure the user on what to

expect, reducing uncertainty and building trust.
IBM iX / © IBM Corporation
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Remote featu res Accord Hybrid Touring — HondaLink™

User control & freedom; flexibility & efficiency

ACCORD~ 4 ACCORD-

2020 ACCORD 2020 ACCORD

Observations & recommendations
ggy 4194 km
As the UI of the card changes when the engine is on, the user cannot
take another action without stopping the engine. ‘ © Maps
Recommendation:
Consider redesigning this flow to that the user is not restricted from
taking other actions, which gives the user more freedom and
control.

m= 10/02/2020 at 8:45 AM

09:57 mins Engine On
Auto OFF

¢

Extend
Start Stop Lock Unlock

& Locate ED Lights == Horn

IBM iX / © IBM Corporation
IBM
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Turn on climate

User control & freedom

Observations & recommendations

Itis unclear to the user what what climate
means, or what happens when it is turned
on. There is no way for the user to control
climate preferences, such as temperature
or duration.

Recommendations:

Users should have clarity on what
climate is. If the user isn’t able set a
preferred climate, then messaging
should indicate what temperature it will
be set to. Ideally, user should be able
choose what climate settings they prefer,
which gives them more freedom and
control.

Consider a different label to make the
action clearer, such as turn on heat, if
that is the case.

IBM iX / © IBM Corporation
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() CLARITY -

2020 CLARITY

Last Updated at 10:26 AM

540 km +64km G
¥476 km GEENENENED

2,902 km

= Calendar

Climate scheduled today at 02:45 PM

Clarity Touring — HondaLink™

CLARITY ~ =y () CLARITY -

2020 CLARITY 2020 CLARITY

Last Updated at 10:26 AM Refresh

Start Charge Schedule Charge 96%
v Ry
540 km | *84km

¥ 476 km EEIENENED
BEM Odometer 2,902 km

Turn On Climate?
Chmate Control will be turned on for up
to 30 minutes.

1t may take about a minute for the
climate control to start.

2,902 km

== Calendar

Climate scheduled today at 02:45 PM

IBM



Mapping charge stations

User control & freedom

Observations & recommendations

There are multiple types of charging stations,
each has slight variations. The list is
currently shown by closest location.

Recommendations:

For customers new to electric vehicles,
providing additional information about the
types of charging stations may be
valuable.

If there are different costs or speeds for
charging stations, it would be valuable to
let customer know with quick visual
indicators. An option to filter or narrow
down these results could also be helpful
as they may have a membership with
certain charge stations, or they are looking
stations free of charge.

In addition, the list could hide all electric
outlets not compatible with the user’s
vehicle, which lessens the cognitive load.

IBM iX / © IBM Corporation
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1017

Cancel

Whitby Hydro

®

Region of Durham
Meadauarters (B
v

Whitby )
®
) Residence inn

arion

Homewood Suites

B @ “Ajax
dian Tire

VanDusen Chevrolet

ng® (@) | e

rtacio Power Generation

®Maps

Elexicon Energy
55 Taunton Rd E -+ Ajax

Available - DC Combo

1) Available - CHAdeMO

ONGOS cmm—

101129

Cancel

Elexicon Energy
55 Taunton Rd E + Ajax

) Available - DC Combo

) Available - CHAdeMO

Longos
1Rossland Rd E - Ajax

(@) unknown - Level 2 11772

@ Unknown - Level 2 J1772

Hilton Garden Inn Ajax
500 Beck Crescent - Ajax

@ Unknown - Tesla S HPWC

@ unknown - Tesla S HPWC

Homewood Suites
600 Beck Crescent - Ajax

@ unknown - Tesla S HPWC

@ unknown - Tesla S HPWC

Clarity Touring — HondaLink™

10116 7

Cancel

) Level 21772
© Lever2 1772

Level 2 J1772

Network
Greenlots

Station Parking
Free

Address
55 Taunton Rd E, Ajax, ON L1T 0J3, Canada

Station Info

Greenlots APP required to activate charger.
In SKY, is under Veridian Connections Inc.
Veridian DC Fast Charger - 43116

Opus Dual L2 - 112002

Two Eaton level 2 chargers, one Greenlots
DC charger and two Greenlots level 2
chargers with solar canopy. Free parking. For
level 3 DC charging, once at 80% charge
please allow others to charge if someone is
waiting to plug in, thank you.

s fournies par [)PlugShare

IBM



Alert - remote features Clarity Touring — HondaLink™

User control & freedom

CLARITY ~ ( CLARITY ~

2020 CLARITY 2020 CLARITY

Observations & recommendations

Last Updated at 04:16 PM Refresh Last Updated at 04:17 PM Refresh

Users are forced to turn off changing if they turn off the climate, which may 348 k| ¢ 31m  e— 349 k| 32km  em—
not be what the user intended. If user would like charging to continue, they o R ot ¥317km  GEENENE
. . Turn On Climate? 4 Charging » 240v
would need to turn it back on, which would be an extra step. CumstaConc it n o
o Stop Charge Schedule Charge
Recommendations: i Lot
These two actions should not be tied together, and the user should be Clmste Contrl vl ra th battry T e g
able to separately turn on and off climate as well as charging. This choice " i T 7 m
. y Please note that Climate Control
is currently out of the user’s control, and they are forced to take an T Close :
[*¥ stations NZareps

action they may not want.

Climate on Inside Temp. 23°C

@ Find My car @) Find My Car
% y y

IBM iX / © IBM Corporation
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Add to garage alert

Visibility of system status; user control & freedom

Observations & recommendations

Q Itis unclear as to what adding to garage does. The alert shows many
times even if the user taps yes and there is no discernible difference in
the app. In addition, it is not clear in the app where to find this
information, or how to remove from the garage if the user changes their
mind.

Recommendations:

Provide more context to the user. Help them understand what add to
garage means and help them understand what change has taken place
once they have added something to garage.

Have clearer information architecture in the app so the user is aware of
where the feature can be found.

IBM iX / © IBM Corporation
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Clarity Touring — HondaLink™

Add My Vehicle 4 K Terms and Conditions

Standard

Scan or enter your Vehicle Identification
Number (VIN) to add your vehicle.

Do you want to add
JHM; to garage? (1]
2 If you are an authorized user, please i
Sign In or Register. If you are not an
authorized user, please contact the
primary driver to request access. Do you want to add to garage?

Sign In

Activate Remote Features

To activate remote features, please review &
accept the Terms and Conditions

Decline

IBM



Next steps




Recommendations

Enterprise Design
Thinking

A framework for adopting the practice of Enterprise
Design Thinking organization-wide, creating
outstanding user experiences and repeatable
outcomes at scale.




Design prompts

Putting the power of IBM Enterprise Design Thinking into
the hands of our subject matter experts and users.

Design must solve a specific problem or pursue an opportunity and is evaluated by how
effective it is at that. Design prompts define the problem to be solved and are a
declaration that conveys the challenge at hand.

Prioritized design prompts:

1. Design a better way for HondalLink™ and AcuraLink™ users to leverage
the IoT data available from the vehicle.

2. Design a better way for HondaLink™ and AcuraLink™ users to take control
of their vehicle using remote features.

3. Design a better way for HondaLink™ and AcuraLink™ users with older or
unconnected vehicles to take advantage of experiences within the
applications.

Additional design prompts backlogged for future opportunities:

1. Design a better way for HondaLink™ and AcuralLink™ users to onboard to
their vehicle’s corresponding application.

2. Design a better way for HondaLink™ and AcuraLink™ users to understand
and take advantage of the application subscription models available
to them.

3. Design a better way for HondalLink™ and AcuralLink™ users to manage
their vehicle’s maintenance.

IBM iX / © IBM Corporation
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Appendix

Bugs
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Onboarding - connectivity - Outages Accord Hybrid Touring — HondaLink™

Error prevention; recognize, diagnose, recover — error states;
help & documentation

Success

Observations & recommendations

Here are the features available on your
2020 ACCORD

Remote Start & Stop

Get comty by cooling dawn or warming up your car
ahead of time

Remote Lock & Unlock
Remately lock or unlock the car doors using the app.

When you initially open the app after
entering the car the first screen “connecting”
just remains. Only after force quitting the app
and re-opening does the app work.

2020 ACCORD

Find My Car

Be able 1o find your car by seeing the location,
flashing the vehicle's Bghts, o sounding the horn
with the 8pp.

IBM iX / © IBM Corporation

111 IBM



Charge Stations Clarity Touring — HondaLink™

Visibility of system status; Recognize, diagnose, recover — error states;
help & documentation

Cancel

Observations & recommendations

There seems to be defect for Charge Stations, where
sometimes tapping on the station shows no information.

IBM iX / © IBM Corporation
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Connectivity — onboarding

Visibility of system status; consistency & standards;
recognize, diagnose, recover — error states; help & documentation

Observations & recommendations

Final step of starting the trials included pairing via
bluetooth with the vehicle to authenticate. There
was some issues with bluetooth connection, both
the vehicle and the phone said the connection
was established, but HondaLink™ did not
acknowledge the connection. Eventually, the app
was deleted and reinstalled to fix the issue.

IBM iX / © IBM Corporation
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£ \ No Device Connec.. =" '3 3:30

b | i g e & Support
@ Phone Connection Status

@ Hu.22t ink Subscription Status

ACTR"

Accord Hybrid Touring — HondaLink™

Support

Become an Authorized Driver

If you are the primary driver of this vehicle, tap
the button below to start the authorization
process. Please note, the authorization process
requires access to the vehicle and Bluetcoth
pairing.

Connection Required

View Bluetooth Pairing Guide

Cancel

IBM



Charging

Visibility of system status; user control & freedom

Observations & recommendations

This feature did not result in any progression
within the app. The user is left waiting on the
spinner and has to force quit to cancel/
abandon this process.

IBM iX / © IBM Corporation
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Clarity Touring — HondaLink™
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