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About Application
Nissan Auto provides a fully functional web-based 

 using the Salesforce domain, where 

Customers ca�

� Submit a request for lease a ca�

� View all  lease car detail a single place with Contract 

number, payment amount, the due date of payment, 

Loan Tenure & authorized third party detai�

� Easily manage bank & card accounts against lease car�

� View and update personal detai�

� Find a nearby car dealer�

� and many more features

solution for Australia & New Zealand customers to 

lease a car

Tool used for project

Figma

Figma

MS word

MS visio 

Draw.io

Community

MS Teams

LWC

MS-PPT

For the Nissan Auto project, the Team is divided into two 

Team


 is responsible for understanding the 

existing framework for car leases and providing them with 

a better solution using the Salesforce domain.



 is responsible for mapping and managing and 

tracking data in a system



 & My primary 

responsibilities is to understand the existing system, 

conduct an interview and provide a solution using the 

Salesforce domain

Salesforce Team


Master data management team.



Salesforce Team

MDM team

I am part of the Salesforce Team

Project Team

Project Manager

Salesforce 

UX Consultant

Salesforce 

Technical Architect

Salesforce  
Business Analyst

Problem Statement

Design Process

Nissan Auto want to convert their existing 

semi-virtual car lease system to a fully 

virtual system using Salesforce Domain, 

where they can easily track new request 

uploaded by direct customer or agent, and 

provide car possession within 72 working 

hours.

To Minimize the product development 

cost,  UX and UI should be carried out 

using Salesforce out-of-box Component

Salesforce cloud data storing is very 

expensive, so all customer data should be 

stored and retrieve from their existing 

premises

Also, they want a flexible system, where 

customer tracks their vehicle contract, 

manage & change the payment system 

against the contract easily, and authorized 

third party pay loan in absence of the 

actual customer.

Application Goal
Improve customer satisfaction and loyalty 

through the utility of Salesforce domain, 

ease of use, and pleasure provided in the 

interaction with a car lease web portal that 

operated on https://www.Nissan.com.au/



Product Users

Our target audience is the working 

population of the age group 18-60

The design thinking process helps me to observe and develop empathy with the target user. It 

helps me to achieve practical results and solutions that with respect to Technically feasible, 

Economically viable, Desirable for the user

Business Challenges

Project Timeline

Persona

Usability Testing

User Interface

UX roadmap Project timeline March 2021 - May 2021

A p r i l  1 51  M a r c h

Nissan Car Lease

Secondary Research

Design Strategy

Primary Research

User experience

Design Strategy

Keeping the target audience in mind, the app design process was carried out. Connected with 

the users to understand their issues, task & environment while helping them create a useful 

application.

Executive 

Intent

Extend the reach if the app 

by making it available 
nationwide.

Used existing on-premise 
database

Technology


Constraints

Internet, 


Smartphones, 


Salesforce

Target 

Audience

Cross 


Channels 

Make Cross-browser 
support,


fully functional responsive


web portal

General 

Task

Request for a new car 
lease and make a payment 
easily

Critical Success 


Factor

Should be acceptable to 
end-user and replace the 
existing framework using 
Salesforce

18 to 60 Years 

Competitor Analysis

get a car without local credit history or 

driver's license

Expensive, Short term contract

Limitations :

Expatride is an international services to cover 

not only car leasing, 
but also rental cars, 

chauffeur service, airport transfer, and 

armored vehicles with security details.

ExpactRide

Not available for individual person 

Authorize third party is not possible

Limitation :

LeasePlan makes managing vehicle 

requirements for small businesses smooth and 

simple – for both employers and employees

LeasePlan

User research

I did an online survey using Microsoft forms, and end-user interviews using MS-Teams to observe 

any patterns and similarity in what the potential users may want. 

Current portal is old, rigid 

50%

30%
Unable to manage / switch payment , no 


Integration with BPAY

80%
To generate a payout quote they either go to 

the nearest dealer office or a long wait in the 

customer call center queue

75%
difficult to change given communication type

60%
Difficult to add or remove a third party to pay a 

bill

A total of 100+ people responded to 

the survey & 15+ people interviews 

were conducted which assisted us 

in a frame the problem correctly.

User Interview

I have taken 15+ interviews from the targeted group of 


people and came to know some of their needs & pain points, 


below are a few questionnaires to know about the target user.



1. what is your name?


2. how old you are?


3. how do you lease a car in your city/town?


4. which document do you need to lease a car?


5. after how many you taken possession of a car?


6. how do you loan installment of a car?


7. in any case, did your loan paid by another person, and how?


8. what is the process of returning the car to a company?


9. what change do you want in this process?

Persona

Empathy map

John David

Salesforce Persona

Community End User 

Community End User 

Description

Passionate and hardworking having 5 years of 

experience in finance

A day in their life

� He just started his career, and need a 

vehicle to trave�

� Low budget, can not afford to buy a 

vehicl�

� want hassle-free car lease service with 

easy repayment facilities

About

25

Melbourne

MBA

Employee

Community Manager 

Cristiana Buffon

Community Manager 

Description

Passionate and hardworking Employee of 

Nissan Finance with 12 years of experience

A day in their life

� Analyze the car lease request and 

documen�

� approve and maintain the payment track 

recor�

� face difficulty with the old rigid system to 

process request

About

35

Melbourne

MBA

Employee

Salesforce Persona

SAYS/DO

SAYS/DO

THINK/FEEL

THINK/FEEL

HEAR

HEAR

SEE

SEE

Always go to 

nearest office to 

resolve query

For third party 

change customer 

visit office

Not get 

confirmation on 

payment done

Unable to operate 

portable on 

mobile

Want to quickly 

change payment 

method

Payment method 

changes done 

using customer 

care number

Someone will 

make payment in 

absence

Portal where 

customer do their 

job by their own

Current portal is 

very old and rigid

Unable to 

generate payout 

quote by 

customer itself

Lots of 

documents 

required to get a 

car on lease

Not find out 

information easily 

on portal

Miss a payment 

due to not getting 

reminder

Mail request to 

get a statement

Change payment 

date and method 

on fly

work loan should 

be minimized

�� Empathy map for Community user

2. Empathy map for Community manager

Information Architecture

On boarding

Contract No. Customer No.

Dashboard

Home

Personal Detail View loan

Loan Summary

Question

DealerDealer

Contact us

BPAY Detail

 payment Freq.

Contact detail

All mail Change Password

Logout

Request detail Privacy policies

whistleblowing 

Miss Payment

Make PaymentPayment

Third Party

Bank Detail

Statement

Third Party

Forms

Payout Basic Detail Address Detail Contact Detail

Select Date

Select Amount

Bank/Card

Bank/Card

Bambora

Summary Add New Link Account

Save as PDF Send on Email

View

Save as PDF Send on Email Make Payment

Add New

Payout 

Loan Payment Enquiry Inbox Profile Policy

Registered Email

Information architecture is the practice of deciding how to arrange the parts of something to 

be understandable. Information architecture aims at organizing content so that users would 

easily adjust to the functionality of the product and could find everything they need without 

big effort.

John want to make a payment against one of his 

active loan 

John want to Generate Payout Quote 

Scenario 2 :

Scenario 3 :

Task Flow

Customer Journey Map

Created 50+ task flow for small and big task considering all aspect in a mind, Some of the 
most useful task with scenario are as follows

John want to see to his Active car loan and its 

due date

Scenario 1 :

M
or

e 
Th

a
n 

50
+ 

Ta
sk

 Fl
ow

Login

Select Active Loan

View Loan Detail

Click on Make a payment

Select Date

Make Payment Today

Enter/ Select Amount

Schedule Payment

Done

Make A Payment Save

Login

Click on Generate 

Payout Quote 

Select Contract No.

Appear Contract Detail

Select Payout Date

Click on Generate Button

View Payout Quote

Done

Login

Done

Select Active Loan

View Loan Summary

It is important to understand what typical interactions will look like to get an idea of 

the problem & customer motivations. Using this understanding, Visualized the 

journey with the help of a user journey map.

Understand 
Customer needs 
while lease a car 
in Australia and 

new Zealand

Using the 80 20 pareto 
principle & von restorff 

effect provided required 
information home page

Earn the reward point by 


giving feedback

View, manage, performed 
the task related to car 

lease system

Get the notification 
about payment & 

enquiry item

This portal must be 
integrated inside 
existing website

Entice

Research Features Activities Feedback

Enter

To
uc

hp
oi

nt
s

Engage

De
lig

ht
s

Delig
hts

Exit & Extended

From car dealer / 
Nissan website get 
info about portal

Register / login 
using Contract / 

Customer / 
Registered email

View options for 
personal details, 

manage bank 
accounts, download 

statements, 
authorized third party 

& Generate Payout 
Quote

View loan 
detail with 
summary 

information

on click on 
loan summary 
viwe Great the 

detail view

for loan user can 
assign the BPAY, 
Third Party Detail, 
get payout quote

for loan view 
and manage 
and make a 

payment

get a 
confirmation 
statement in 

inbox

as per needs 
user can submit 

the enquire 
which resolved 

in 72 hours

Low fidelity

�� Registration Screen

2. Dashboard / Home Screen

3. Loan Detail view screen

4. Payment Screen

5. Find a dealer Screen

Low Fidelity explain the preliminary screen journey before getting to finalization, IT focus on 

design and concepts, Low Fidelity explain the preliminary screen journey before getting to 

finalization

Low Fidelity explains the preliminary screen journey before getting to finalization, IT focuses on 

design and concepts, Low Fidelity explains the preliminary screen journey before getting to 

finalization

For Each and every task flow, a minimum of two wireframes are created. Total Wireframe count is 
more than 80+ screen

www.Nissan.com

Register

Problem with Register

OR

* Registration Using

LOGIN

C
ha

rt
 W

it
h 

Ei
ns

te
in

Welcome To 


Nissan Finance Online

* Email

* Contract Number

* Date Of Birth

I Accept Terms & Conditions

* Driver License Number

Privacy Policies Whistleblowing Policy © Nissan Australia 2021

C
ha

rt
 W

it
h 

Ei
ns

te
in

Personal Details
Are your personal detail up to date ?

Check now.

Authorized Third Party
Are your Nominee are up to date ?

Check now

Manage My Bank Accounts
Are your Bank Account up to date ?

Check now.

Forms
want to Check your forms ?

Check now.

Download Statement
Want to Download latest statement ?

Check now.

Generate Payout Quote
Want to know payout quote?

Check now.

$ 850.80 25 April 2021 $ 4500.00JHSN-1234ABCD-1234

$ 450.00 1 May 2021 $ 6789.90ABCD-1234XYZS-2345

Contract Number Registration Number Next Payment Due Date Balance

My Active Loans

2 Items • Updated 13 Minutes Ago  • Filtered By - My Active Loans  Search...

Contact USfrequently asked questions Find A Dealer

Contact us

Home Loan Submit an enquiry inbox

John Doe

Payment

Privacy Policies Whistleblowing Policy © Nissan Australia 2021

C
ha

rt
 W

it
h 

Ei
ns

te
in

Contract number

Nissan-C-9876

Contact us

Home Loan Submit an enquiry inbox

John Doe

Payment

Loan Detail BPAY Detail Payment Authorize Third Party Generate Payout 

Quote

Vehicle Description

* Monthly Repayment Date

Amount Financed

Next Due Date

Overdue Amount

* Registration Number

Current Balance

* Next Scheduled Payment Amount

Payout Amount

Loan Summary 

Payment Information

 CANCEL

   

SAVE

 CANCEL

   

SAVE

Balloon Amount

End Date 

Total Loan Term

Start Date 

Estimated Loan Term Remaining

Loan Term

C
ha

rt
 W

it
h 

Ei
ns

te
in

Privacy Policies Whistleblowing Policy © Nissan Australia 2021

Page

Make A Payment

Other Amount

Total Due Amount $ 345.78

Make A Payment Today

Schedule A Payment On

SubmitAccount InformationPayment Information

Select Payment Option

     

NEXT

Contact us

Home Loan Submit an enquiry inbox

John Doe

Payment

* Contract Number

Send Me An Days Before My Payment Is Processed.

Privacy Policies Whistleblowing Policy © Nissan Australia 2021

C
ha

rt
 W

it
h 

Ei
ns

te
in

Page

Find A Dealer

Use my current location

39, ABC Square, Black tower, Haymarket 

Sydney -101010


1 result found

Enter Dealer Name 

ABC Nissan motor

Contact us

Home Loan Submit an enquiry inbox

John Doe

Payment

M
or

e 
Th

a
n 

8
0

+ 
W

ire
fr

a
m

e 
cr

ea
te

d

High fidelity

Color palette

Typography

Usability Testing

�� Filled Color

2. Border Color

High-fidelity prototypes often look like “live” software to users. Prototypes with high-fidelity 

interactivity have realistic (faster) system responses during the test. Interactive-prototype testing 

is less likely to be affected by human error

Interactive prototype link:

www.Nissan.com

Register

Problem with Register

OR

* Registration Using

Contract Number

LOGIN

C
h

ar
t 

W
it

h
 E

in
st

ei
n

Welcome To 


Nissan Finance Online

* Email

Enter Email

* Contract Number

Enter Contract Number

* Date Of Birth

Enter Date Of Birth

I Accept Terms & Conditions

* Driver License Number

Enter Driver License Number

Privacy Policies Whistleblowing Policy © Nissan Australia 2021

C
h

ar
t 

W
it

h
 E

in
st

ei
n

Personal Details
Are your personal detail up to date ?

Check now.

Authorized Third Party
Are your Nominee are up to date ?

Check now

Manage My Bank Accounts
Are your Bank Account up to date ?

Check now.

Forms
want to Check your forms ?

Check now.

Download Statement
Want to Download latest statement ?

Check now.

Generate Payout Quote
Want to know payout quote?

Check now.

$ 850.80 25 April 2021 $ 4500.00JHSN-1234ABCD-1234

$ 450.00 1 May 2021 $ 6789.90ABCD-1234XYZS-2345

Contract Number Registration Number Next Payment Due Date Balance

My Active Loans

2 Items • Updated 13 Minutes Ago  • Filtered By - My Active Loans  Search...

Contact USfrequently asked questions Find A Dealer

Contact us

Home Loan Submit an enquiry inbox

John Doe

Payment 01

Privacy Policies Whistleblowing Policy © Nissan Australia 2021

C
h

ar
t 

W
it

h
 E

in
st

ei
n

Contract number

Nissan-C-9876

Contact us

Home Loan Submit an enquiry inbox

John Doe

Payment 01

Loan Detail BPAY Detail Payment Authorize Third Party Generate Payout 

Quote

Due Date Balance

Vehicle Description

Nissan X-trail 2021

* Monthly Repayment Date

3rd Of Each Month

Amount Financed

$ 5467.87

Next Due Date

15 April 2021

Overdue Amount

$ 360.78

* Registration Number

JHSN-1234

Current Balance

$ 1245.80

* Next Scheduled Payment Amount

$ 345.78

Payout Amount

$ 345.78

Loan Summary 

Payment Information

 CANCEL   SAVE

 CANCEL   SAVE

Balloon Amount

$ 345.78

End Date 

15 December 2021

Total Loan Term

24 Month

Start Date 

15 March 2021

Estimated Loan Term Remaining

$ 345.78

Loan Term

Total Wireframe count is more than 80+ screen, Some of them, most 
important screen are as follows

�� Registration Screen

2. Dashboard / Home Screen

3. Loan Detail view screen

4. Payment Screen

5. Find a dealer Screen

C
h

ar
t 

W
it

h
 E

in
st

ei
n

Privacy Policies Whistleblowing Policy © Nissan Australia 2021

Page

Make A Payment

Other Amount

Total Due Amount $ 345.78

Make A Payment Today

Schedule A Payment On 15 April 2021

SubmitAccount InformationPayment Information

Select Payment Option

     NEXT

Contact us

Home Loan Submit an enquiry inbox

John Doe

Payment 01

* Contract Number

ABCD 12345   Nissan x-trail - NTSH-1234

Send Me An Days Before My Payment Is Processed.03SMS

Privacy Policies Whistleblowing Policy © Nissan Australia 2021

C
h

ar
t 

W
it

h
 E

in
st

ei
n

Page

Find A Dealer

ABC Haymarket, Australia

Use my current location

39, ABC Square, Black tower, Haymarket 

Sydney -101010


1 result found

Enter Dealer Name 

ABC Nissan motor

Contact us

Home Loan Submit an enquiry inbox

John Doe

Payment 01

Mood Board

Statement

It is tec represent UI Concepts visually using images, illustrations, buttons, and color pallets in the 

form of Inspiration for that project.

John  calm  making a received payment of his leased car  Nissan portalfeels when with
Persona Emotation Feature Product

BUTTON

BUTTON

Aa Aa Aa
Nissan  / Montserrat


Bold

Nissan  / Montserrat


Medium

Nissan  / Montserrat


Regular

After the visual design was completed I test 

the prototype with 62 representative users


to see how user-friendly the application is. 



The test was conducted over a video call 

where the participants were given the 

following task, while I observed how they 

navigated through the application.

Navigate between the application

5 second remember test

completion of given task

The participants were easily navigated through the app easily. 










https://www.figma.com/proto/ACtIl0nsvlZEMp2OL7AByd/Nissan-AF?page-id=779%3A0&node-

id=779%3A1453&viewport=317%2C48%2C0.02&scaling=min-zoom&starting-point-node-

id=779%3A1453

Thank you

Send message

Design by 



Santosh Goswami (www.santoshg.com)


Feel free to leave a comment, would love to know your feedback!

— hey, buddy


