Google

UX Playbook for Auto

Collection of best practices to delight your users



Creating Frictionless Experiences Across the Funnel

The automotive mobile landscape continues to lag behind user expectations for frictionless, fast experiences. In order to
better align with the role that mobile plays in the auto shopper path to purchase, in many cases, auto sites require a fresh
approach altogether. Rather than striving to facilitate all business initiatives on the mobile site, it is critical that auto
companies make user intent the highest priority to help to guide decisions.

After looking at dozens of auto sites, we learned that there are certain universal UX elements that help create a frictionless
auto shopping experience. The following list of principles aims to provide a checklist for improving your mobile site
experience across 4 key site areas:

Form

Homepage & Optimization

Build & Price

Navigation & Drive to
Dealership

Google



Creating Frictionless Experiences Across the Funnel

Form

Homepage & Optimization

Build & Price

Navigation & Drive to
Dealership

v/ Ensure key calls to v/ Provide transparent pricing '  Optimize form fill v/ Focus on key performance
action appear above v Display pricing options a Reduce # of fields targets (Start Render,
the fold v Offer easy ways to Qa Use correct Speed Index, Time to

v/ Highlight value compare models keypads Interactive)
proposition & drive to v/ Use high quality, fast a Provide real-time Limit page weight &
relevant landing pages images & helpful videos validation number of requests

v/ Encourage users to v/ Allow users to save & share O  Leverageauto-fil v Test Accelerated Mobile
view & filter offers built vehicles v/ Streamline the process to Pages (AMP)

v/ Include support & post ‘locate a dealer’ v/ Consider integrating
sales activity in menu v Make it easy to book a Progressive Web App

test drive (PWA) technology

Google



All recommendations
should be A/B tested!
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Playbook at a glance

Creating frictionless experiences across the auto shopping funnel

Form
. Build & Price Optqulzatlon .
Navigation Drive to
Dealership

Homepage &

Key Suggestion F;:Tecr)rf\en tation Impact Key Metric
Ensure key calls to action appear above the fold Easy High Clicks on CTA, Bounce rate
Highlight value proposition & drive to relevant landing pages Easy Medium Clicks on CTA, Bounce rate
Encourage users to view & filter offers Medium Low Bounce Rate, CvR
Include support & post sales activity in menu Easy Low Bounce Rate, Engagement

rate, Repeat Visitor Rate

Google



Ensure key calls to action appear above the fold

tesla.com

toyota.com

9 @@TOYOTA | B=

rototype shown wi

GET YOUR 2018 TACOMA FOR

$299/mo |36 mo

$1999 due at signing

SHOP NEW INVENTORY

e ——
SHOP USED INVENTORY e o o o @ o

ORDER MODEL S

ORDER MODEL X @\

Google
BUILD

LINCAL CcDErY



Highlight value proposition & drive to relevant landing page

lexus.com mbusa.com

Q@ == "o (. [E=5) MENU =
=5 EXPERIENCE AMAZING

THE 2018415

Cue the Mercedes-Benz Summer
Event.

Take advantage of an exceptional offer on the Mercedes-
Benz of your dreams.

View Offers
]
& ® o
SHOPPING TOOLS '
Build Special Offers View Inventory

Google



Encourage users to view & filter offers

Shop.ford.com (Incentives & Offers)

Incentives & Offers

@

ot
Filter —o— Sort by
—0

All Vehicles

Cars

2018 FIESTA

Starting At $14,205 51
EPA-Est. MPG 27 City/ 35 Hwy S11

| =

Reset All 5 Vehicles

Shop.ford.com (Incentives & Offers)

@

Apply

Model Year

Current Previous

Market

Personal Vehicles

D Commercial Vehicles

Power Source
Select one or more power source.

|:| Gas D EcoBoost

Plug-In
Hybrid Hybrid

|:| Electric

Google



Encourage users to view & filter offers

mitsubishicars.com (Special Offers)

o

MITSUBISHI

MOTORS DEALER BUILD MENU

.‘ MITSUBISHI MOTORS '.

SUMMER

SEASON PASS

SALES EVENT

SELECT YOUR MODEL———
_— X o
PSE CROSS OUTLANDER PHEV OUTLANDI

Q Fitters
Enter ZIP Code

4 Offers for Outlander PHEV

2018 OUTLANDER PHEV Ep Apr Offer
0.0% For 60 MO

0.0% APR for 60 months (60 monthly payments of $16.67 per
$1,000 financed at 0.0% APR)

More Details )

CASH

FILTER YOUR OFFERS:

OFFER TYPE

&x Eo'l:(

APR LEASE
MODEL YEAR

2018
2017

CLEAR ALL FILTERS

mitsubishicars.com (Special Offers)

OTHER

Google



Include support & post sales activity in menu

Ford.com (Menu) Ford.com (Menu) Ford.com (Menu)

X C Gorc @ % < @ ¥ <>

=  Vehicles > = Your Vehicle v - Your Vehicle 24
® il ? & Service & Maintenance v =Y Service & Maintenance A\
W  Finance > ~ O T R i = Schedule Service

Your Warranty
0\ Owner >
0\ FordPass W Q Service Coupons & Offers

Q LocateaDealer Redeem & Rebate

Roadside Assistance

Google
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Playbook at a glance

Creating frictionless experiences across the auto shopping funnel

Homepage & Build & Price

Navigation

Key Suggestion

Provide transparent pricing
Display pricing options

Offer easy ways to compare models
Use high-quality, fast images & helpful images

Allow users to save & share built vehicles

Form

Optimization &

Drive to

Dealership

Ease of
implementation

Easy
Medium

Difficult

Medium

Low

Impact
High
High
Medium

Medium

Medium

Key Metric

CVR, exit rate
CVR, exit rate

Bounce Rate, CVR

Bounce Rate, Engagement
Rate (# of photos viewed)

Cross-device conversions,

share rate

Google



Provide transparent pricing

ford.com (Menu)

X <>

4 Vehicles

= Cars

2018 FIESTA
=y Starting at $14.205 '

Q o

2018 FOCUS

Starting at $17.950 '

—
e

2018 FUSION

Starting at $22,215

AT,

buick.com (Vehicles Listing Page)

@BUICK VEHICLES v MORE

CURRENT
VEHICLES

2019

CONVERTIBLE

CASCADA
g Starting at: $33,070L
As shown: $37,195%

SUVs & CROSSOVERS

- ENCORE

- ﬂ ’ Starting at: $23,200%
As shown: $24,600%

. ENVISION
= _o Starting at: $31,995%
ﬁ —‘l.'.:w'v‘(j.v €37 945%

gmc.com (Vehicles Details Page)

< Ve m_—
EDIT

2018 CANYON
$28,195 netprice: @

Max Trailering (LBS): 3,500:

MORE

>

2WD Crew Cab, Short Box Canyon

CONFIGURATION (3) o

MSRP from $29,7951
'- Crew Cab, Long Box

fal Box Length: 74.00 in

m
w

MSRP from $28,195 ¢

J 'h Crew Cab, Short Box

Box Length: 61.70 in

m
)

Google



Display pricing options
tesla.com tesla.com

MODEL S MODEL X

MODEL S MODEL X MODEL S
$90,550

$76,250

) August Delivery

NEXT >
SAVE DESIGN $],318 /mo $1186 /mO

_0a ent = Y d

Selected Options

Model S 75D

Dual Motor All-Wheel Drive
Deep Blue Metallic Paint
Sunroof

21" Sonic Carbon Twin Turbine
Wheels

Black Premium

Carbon Fiber Décor

") August Delivery

Dark Headliner

%) August Delivery

Premium Upgrades Package

NEXT >

Destination & Doc Fee
NEXT >
Google

SAVE DESIGN

SAVE DESIGN



Offer easy ways to compare models

mazda.com

SELECT YOUR MODEL

2018

é MAZDA3 4-DOOR
MSRP: $18,095
2017
s MAZDA3 4-DOOR
B - MSRP: $17,845
_ 2018
MSRP: $19,345
2017
A, MAZDA3 5-DOOR

MSRP: $19,095

mazda.com

COMPARE VEHICLES

2018 MAZDA3 4-DOOR 2017 HONDA
TOURING AT CIVIC SEDAN LX
MSRP: $21140 cvT

MSRP: $19,540

SPEC

mazda.com

2018 MAZDA3 4-DOOR 2017 HONDA
TOURING AT CIVIC SEDAN LX
cvT

SPEC

PRICE =

MSRP
$21140 $19,540
COMPARABLY EQUIPPED PRICE
$22,030 $20,430
DESTINATION CHARGE

$890 $890

mazda.com
2018 MAZDA3 4-DOOR 2017 HONDA
TOURING AT CIVIC SEDAN LX
CVT
PHOTO




Use high quality, fast images & helpful videos

tesla.com

tesla.com

tesla.com

Select Color

QVOeow ©

Deep Blue Metallic | $1,000

Select Your Car

BWOm\' 140mph 515

Range Top Speed 0-60 mph
(EPA est.)

Standard Battery available in 6-9 months

Select Wheels

@0

19” Sport Wheels | $1,500

$41,400 After savings

$51,500 Delivery in ~1-3 m

Full Self-Driving Capability

Select Option $3,000

In the future, Model 3 will be capable of conducting
trips with no action required by the person in the

driver’s seat.

Requires Enhanced Autopilot

$5,000 upgrade if added after delivery

This functionality is dependent upon extensive software
validation and regulatory approval. It is not possible to know
exactly when it will be available, as this is highly dependent on
local regulatory approval, which may vary widely by

jurisdiction.

$41,400 After savings

$51,500 Delivery in ~1-3 months




MODEL EXTERIOR COLOR

2019 QX50 PURE
TOTAL MSRP *

$37.545

DESTINATION AND
HANDLING: $995

[E] ESTIMATE PAYMENTS > sélzlGCNLDE

LEASE OPTION PRICE

VIEW INVENTORY 73

—MODEL-

CURRENT SELECTION: 2019 QX50 PURE

2019 QX50
B Pure
2019 QX50 PURE

KEY FEATURES =

STARTING AT

$36,550

SELECTED OPTION

Allow users to save & share built vehicles

infinity.com

infinity.com

CLOSE ><

SAVE
YOUR
VEHCLE

Select and save the link below to access
your vehicle later.

https:/www.infinitiusa.com/cfign/48c93eldf!

SELECT

Google



Allow users to save & share built vehicles

vw.com vw.com vw.com

%

1.4TS Summary

< Edit build * Saved

View all MSRP and key info o

Would you like to
Pick an exterior: save this build
configuration?

If saved, you can access this build
in your Favorites

DON'T SAVE

SAVE

SILK BLUE METALLIC

0 ©

BACK © 3%

TOTAL MSRP Price excludes title,

$ 19'495 tax, options, VIEW

installation costs and INVENTORY
dealer fees.

@ View Price Details

Your Jetta14TS Google

Be seen in all the right places with LED
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Playbook at a glance

Creating frictionless experiences across the auto shopping funnel

Form

Homepage & Optimization &

Build & Price

Navigation Drive to
Dealership

. Ease of .
Key Suggestion implementation Impact Key Metric
Optime form fill: Reduce # of fields Easy High CVR (form submission),
Bounce Rate
Optime form fill: Use correct keypads Easy Medium CVR (form submission),
Bounce Rate
Optime form fill: Provide real-time validation Medium Medium CvVR (form submission),
Bounce Rate
Optime form fill: Leverage auto-fill Easy High CVR (form submission),
Bounce Rate
Streamline the process to locate a dealer Difficult High Map to Dealer, Call Dealer
Make it easy to book a test drive Difficult High CvR ("Book a test drive

completion rate) Google



Typing on
mobile is hard

me_every_time@
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Optimize form fill: Reduce number of fields

Landrover.com
(5 fields)

Tesla.com
(4 fields)

Toyota.com
(Full name single line)

LAND ~
VEHICLES V' ®

YOUR CONTACT INFORMATION

Test Drive MOdel 3 FIRST NAME LAST NAME
Model 3 test drives a
soon. Sign up toc v )
schedule your appointment. I M I NTE R E ST E D EMAIL (REQUIRED) !
FIRST NAME e et e S e 4
t Land Rover Re rwill tact PHONE
A o oot S
ADDRESS
* v
* * I Beth 145 A v X
*
ZIP CODE
* QIWIEJR|TIYJUITJO|JP

*********
+* Z|X|CJV|B|N|MI g
* Required v - - < J

SUBMIT Coneaer sl
= . .-

YOUR CONTACT INFORMATION

NAME (REQUIRED)
Elizabeth Pingle

EMAIL (REQUIRED)

beth

PHONE

ADDRESS

CITY



Optimize form fill: Use correct keypads

mazdausa.com

mazdausa.com

Personal Information

FIRST NAME*

LAST NAME*

1 2 3
4 5 s
L8 e

0 1 X

+ % #

XXX XXX XXXX

Select up to 2 dealers near

Google



Optimize form fill: Provide real-time validation

bmwusa.com lincoln.com

@ TELL US HOW TO REACH YOU THE LINCOLN
— MOTOR COMPANY
First Name 2018 LINCOLN MKZ [ x |
N
| Gel a Quote
Please enter a valid name ATl Fields Required
Last Name First Name: Last Name:
1 |Test ‘ [Test
Please enter & valid last name Phone Number: Email Address:
Email Address [ ] [ ]
Zip Code:
| 90404 |
Preferr :t Method
° Add a question or special request
Phone
Please include Linceln Automotive Financial Services
M offers

U?urc

may contact me with offers or information

that BMW USA and or an

Yes, e-mail me information on Lincoln vehicles and special
offers

v

ove. By providing my email

ch offers and information
Get a Quote
Current Dealer:
Submit
Santa Monica Ford Lincoln - 1.05 mi Google

nail

ng to receive




Optimize form fill: Leverage auto-fill

audi.com

Request a quote

Audi A3 Sportback e-tron

First Name*®

Last Name®

Email*

Phone

audi.com

Audi A3 Sportback e-tron

First Name™

Last Name*®
Email*
Pho

Elizabeth 90291 Beth (650) JUUIDONE . o X

QIWIEJRJTIYJULITJO|P

audi.com

Audi A3 Sportback e-tron

Beth

Pingle

bet oogle.com

(650) 495-55¢

By clicking “Submit,” you authorize Audi and its dealers to
contact th marketing information throue ten

commu s, calling or texting you at the ph

U unde

Google



Optimize form fill: Spotlight on Toyota

Reduce fields . ) Labelling inside field .
Real-time Auto-fill Correct A Pre-populates closest dealer using
w/full name on . R saves space (minimizes, . .

. . validation x 2 available Keypads x2 S previously entered zipcode
single line remains visible)

YOUR CONTACT INFORMATION YOUR CONTACT INFORMATION

YOUR CONTACT INFORMATION
YOUR CONTACT INFORMATION
NAME (REQUIRED) \/ NAME (REQUIRED)
FIRST NAME LAST NAME Elizabeth Pingle NAME (REQUIRED)
Elizabeth Pingle v
EMAIL (REGUIRED) EMAIL (REQUIRED)
EMAIL (REQUIRED) ! beth EMAIL (REQUIRED)
beth I -
PHONE
PHONE PHONE
PHONE
ADDRESS
ADDRESS DRRESS
ADDRESS
cIty
cry
I~ ¥ T T NV
1 2 3 + ADD COMMENTS
rftyyjujijofnr asc DEE
¢ h Kl 4 5 6 SELECT A DEALER 90291 &
g J GHI JKL MNO
A __A__A__ A& __A&__A& A& ® Marina Del Rey Toyota
zlxlclvibinim 7 8 9
L A0 i EQRS ) & Tuy B & badebid ; VIEW MORE DEALERS +
space @ + %4 0 <&




Streamline the process to locate a dealer

chevrolet.com

CHEVROLET Vehicles Shopping More
Owners 4
Find A Dealer >

Q Espanol

Search >

chevrolet.com

CHEVROLET Vehicles Shopping More

Find A Dealer

30291 x a

Angeles
National Forest

¢ Map  Satellite
-
1wusand iony
o1 E
Sare Gep Pasadena i
a
Los Angeles
Malibu Santa Moni=
2
@ G
Lo S 8
= & =
Toiance Anahoim
+
Long Beach
Si — A
Google 2018

NISSANI BROS CHEVROLET
6101 WEST SLAUSON AVENUE CULVER CITY, CA 9023C

4.2 Mi

Sales
424-216-7400
Ope: M

Serv
424-228-8359

X1 Dealer Website

@ Driving Directions

See All Dealers

chevrolet.com

== .ee
CHEVROLET Vehicles Shopping More

Find a Dealer

&7 Show All Dealers on Map Ennt
Angeles
National Forest
¢ Map  Satellite
&
1ousand fon
oD E
Oaks = Pasadena BB
h2104
Los Angeles
jvalibuy Santa Moniz
2
= @ o o
Toiance Anaheim
+
Long Beach
S = A
na in
Google Mag data ©2018 Google, INEGT || Teths o U
90291 <

Filter by Dealer Service

V"  AllDealers
Bolt EV Sales & Service

Business Elite

Google



Make it easy to book a test drive

vWw.com

V.4 1 07:00

HOME

i®

MODELS

INVENTORY

BUILD YOUR OWN

FIND A DEALER

OWNERS

F © 0 P )

ESTIMATE

vWw.com

Schedule a Test Drive

Beetle Convertible -

Your local dealer :
Volkswagen Santa Monica, L.L.C.

When are you free to take a test drive? Select up to two
dates.

SAT SUN MON TUE
6/30 mn 712 m

MORNING MORNING MORNING

Google
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Playbook at a glance

Creating frictionless experiences across the auto shopping funnel

Key Suggestion

Focus on key performance targets (Start render, Speed
Index, Time to Interactive)

Limit page weight & number of requests
Test Accelerated Mobile Pages (AMP)

Consider integrating Progressive Web App (PWA)
technology

Ease of
implementation

Difficult

Medium

Medium

Medium

Impact

High

High

High

High

Key Metric

Bounce rate, CvR, Pages
Viewed

Bounce rate, CvR, Pages
Viewed
Bounce rate, CvR, Pages
Viewed
Bounce rate, CvR, Pages

Viewed, Engagement Rate,
Return Visitor Rate

Google



Starting July 2018, page
speed is now a ranking
factor for organic mobile
searches




Key performance targets

<4,000ms

Start Render Speed Index
The first point in time that something The average time at which visible parts of The time until the page being loaded is
was displayed to the screen. the page are displayed. considered usable and will respond to

user input.

Google


https://sites.google.com/a/webpagetest.org/docs/using-webpagetest/quick-start-quide#TOC-Start-Render:
https://sites.google.com/a/webpagetest.org/docs/using-webpagetest/metrics/speed-index
https://github.com/WPO-Foundation/webpagetest/blob/master/docs/Metrics/TimeToInteractive.md

Optimize weight & requests for optimal performance

Total Requests

Limit the total number of
requests to <75 per page to
avoid unnecessary round trips

0w 0

Page Weight
(total # of bytes)

Limit the total number of bytes
to <1.0MB to avoid heavy
assets slowing the page load

Google



Speed Tools

There are several speed monitoring
tools available which serve a different
purpose depending on the objective &
audience using

Source: https://developers.google.com/web/fundamentals/performance/speed-tools/

D)

WEBPAGH
LIGHTHOUSE WEBPAGETEST
Gives you personalized advice on how to Allows you to compare performance of one or
improve your website across performance, more pages in a controlled lab environment,
accessibility, PWA, SEO, and best practices. deep dive into performance stats, and test

performance on a real device. You can also
run Lighthouse on WebPageTest.

A

TESTMYSITE PAGESPEED INSIGHTS
Allows you to diagnose webpage Shows speed field data for your site,
performance across devices and provides a alongside suggestions for common
list of fixes for improving the experience from optimizations to improve it.

WebPageTest and PageSpeed Insights.

m=mll
SPEED SCORECARD IMPACT CALCULATOR
Allows you to compare your mobile site speed Allows you to estimate the potential
against your peers in over 10 countries. Mobile revenue opportunity of improving your
site speed is based on real-world data from the mobile site speed based on benchmark
Chrome User Experience Report. data from Google Analytics.

©

CHROME DEVELOPER TOOLS
Allows you to profile the runtime of a page, as well
as identify and debug performance bottlenecks.



Accelerated Mobile Pages 0.5 seconds

Leverage streamlined code and Google average load time
caching technology to create pages
with lightning fast load times. 1 Ox Iess d ata

Used compared to non-AMP page
O ~we

Source: https://www.ampproject.org Google



Progressive Web Apps

Implement service worker technology
to create a reliable, fast & engaging

experience for your users.

Source: https://developers.google.com/web/progressive-web-apps/

Features:

Loads Instantly & Works
Offline

App-like capabilities like
Push Notifications
&
Add to Homescreen

Google



BMW: AMP & PWA Case Study

© . JUNGuMATT

3-4X

Faster load times

30%

Higher click-through to national websites

26%

More mobile users

Source! . https://www.ampproject.org/case-studies/bmw/

- . .
- e

- -

The most**
spectacular
street circuits in

._motorsports

3 min reading time



Thank You
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