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Meet the desigh team

We brought together an interdisciplinary team to help us create our designs.

Nicole Berman Pedro Matarrita Brenes John Carter Tony Contreras

Visual Designer Service & Interaction Designer Design Lead Design Lead

Carol Cordero Jonathan Horiel Brayden Iwasaki Aishwarya Janwadkar

Visual Designer Content Strategist Product Designer Service & Interaction Designer
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Felix Liu

Alexis Lowe

Paz Quesada Natalie Zhang

Senior Manager

Service & Interaction Designer Design Researcher Product Designer
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Dev collaboration

Learn how we worked with the development and
product teams to ensure tight communication and

smooth handoffs

Overview

This project involved delivering pixel-perfect design assets and
specifications to joint Accenture & Sunrun development teams.
The design team developed a great working relationship with the
engineers, and utilized various tools to communicate efficiently.

WayS Of WOI’king Zeplin UX & Dev Collaboration

19 members
Having a strong partnership between the design and the

development team is crucial. Shipping software is challenging

. . . MEMBERS

enough when everyone is physically located in the same

location, and doing it 100% remotely is an even bigger @ © Adam Siefkas
adam.siefkas@sunrun.com

challenge.

® Aishwarya Janwadkar
aishwarya.janwadkar@sunrun.com

The collective team focused on minimizing the amount of
meetings, and we agreed on having daily 1 hour optional open
office hours where the development team could come in with
questions or provide feedback.

O Carol Cordero
carol.cordero@sunrun.com

O Caroline Sellke
caroline.sellke@sunrun.com

This, coupled with ad-hoc Q&A on Google Chat, gave us many
opportunities to collaborate throughout the build process.

O Daniel Reardon
daniel.reardon@sunrun.com

O Dave Seth
dave.seth@sunrun.com

O Dustin Parker
dustin.parker@sunrun.com

3 ® Christian Jessen
/ christian.jessen@sunrun.com
g: JI

Partial view of the Google Chat participants list

Visibility and v o o
shared knowledge S P

During the Discover & Describe phase of the engagement, the o T
design team invited all of the engineers to sit in on the weekly

workshops while the design team showed work in progres. We e
encouraged everyone to share feedback on the wireframes

and the flows as we were constructing the experience. e -
The weekly shareouts also encouraged the Product Owners to
provide guidance, and for the designers to influence the user a
stories.
Early end-to-end flows used in workshops
= |Sprint 0 1 2 3 4 5 6 7 8 9 10
Start Sep 20 Sep 27 Oct 11 Oct 25 Nov 8 Nov 22 Dec 6 Dec 20 Jan 3 Jan 17 Jan 31
[ ] [ J End Sep 25 Oct 8 Oct 22 Nov 5 Nov 19 Dec 3 Dec 17 Dec 31 Jan 14 Jan 28 Feb 11
Holistic plan and
Theme Status Interaction model Wires complete High fidelity Pilot design complete Pilot launch complete Ford launch
Support Foundation
JC/INB DLS In Progress Discover v0.1 v0.2 vi
[ ) PM Live Chat Design Exploration Req Res & Des Deliver Update
PM 360 view of customer for Sunrun agent Not Started Req Res & Des Deliver Update
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JH Cz:t::t aaaaa In Progress Deliver Deliver Deliver Deliver Deliver Deliver
Once we landed on a holistic end to end experience for both O =
Or https://sunrun.jira.com/browse; -7194
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Solar and Ford, we worked with the Product Managers, the TI— T P R ST
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Nz truck reservation) Design Exploration Re Res & Des Deliver
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The plan was mostly agile, and allowed the collective team to & [Fmtcom G e i lreesbm [menes |Daime
Nz Digital Site Survey + results Req Res & Des Deliver
have approximately three to four 2-week sprints to collect ‘)K e
. . . Nz Product grid (shopify-like experience for DIYers) Not Started Regq Res & Des Deliver
requirements, conduct research, design, and deliver. Mostly someconm | " - B——
ILanding page (Nov release, n Progress es & Des eliver
M M FL Landi (D | ) In P R Res & D Deli
agile because we learned of agressive dates for the Ford o Dosgnoomion [ [ ate e opome
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Ugly but effective sprint plan

Sunrun TALK T & SPECIALIST

Design tools to
facilitate handoffs

Principle was used to design, and demo animation of the
landing page for R1.

The home of the future

Sl P el D Can eviolve Inio |I‘I“mm

Principle does not generate code that the developers could
use, but an MP4 was exported and attached to a specific Jira
to explain the interaction.

GIF created by Principle to demonstrate zoom and parallax effects

Zeplin was used for delivering pixel perfect designs for four

@ & - i v
different widths: 480, 768, 1440 and 1640. Ford 1 (E2E) - Zeplin x F

< C Y @ app.zepliniojproject/6él.. & @ M % @ B @& :
Every screen in both Solar and Ford were delivered in 480w,

i [S— Stylequide | N
and only key screens were delivered in the other widths. = sy s U
o “ | l— ——
Ford screens were organized by sections that corresponded —
with parts of the flow, cross-linked to corresponding Jira S——— e
tickets. R— i || .
cine@
Zeplin Dashboard, separated by sections
Zeplin released a new feature called Flow which provided the
© . Ford1 (E2E) - Zeplin X + v

ability to add screens to large canvas that can connect to
each other via arrows. It provided an excellent way to show & C (O @ appzepliniojproject/61.. & @ M * O B @&
developers and business how the end-to-end flow fit
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together, and made communicating updates easier. =
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Zeplin Flow to communicate how all the screens fit together
Text styles, colors, components, and other global elements IO R
are cataloged in the Zeplin Styleguide
(@ About
¢ Color Palette Sunrun Ecomm
Aa Text Style Catalog
H1 _1 440,768 Inter, SemiBold, 61px, @ #Grays/Black 95
i Spacing and Layout Line height: 73.2px
- - Inter, SemiBold, 49px, @ #Grays/Black 95
82 Components H1-480 Line height: 58.8px
¥ Type Scale .
H2-480 Inter, SemiBold, 39px, @ #Grays/Black 95
1440/768 Line height: 46.8px
480 | SemiBold, 31 @ #G /Black 85
. _ nter, SemiBold, 31px, rays/Blac
v Grids H4-1440/768 Line height: 37.2px
1440
H3-480 Inter, SemiBold, 31px, @ #Grays/Black 95
768 Line height: 37.2px
480
320 H5-1440/768 & H4-480 Inter, SemiBold, 25px, @ #Grays/Black 85
Line height: 30px
v cosmos/navigation
1440/768 H5-480 Inter, SemiBold, 20px, @ #Grays/Black 85
Line height: 24px
480
320 Body1-1440/768/480 Inter, Regular, 20px, @ #Grays/Black 60
v ecomm/footer Line height: 24px
1440 Text-link1 (inlineUseOnly)-1440/768/480 Inter, RAeguIar, 20px, @ #Primary Bl.../Primary Blue
768 Line height: 24px
480 1440-768/Body1 Inter, RAegular, 20px
320 Line height: 25px
v cosmos/largeBtn H6-1440/768/480 Inter, SemiBold, 16px, @ #Grays/Black 85
primary Line height: 19.2px
Styleguide automatically populated from Cosmos shared library
The Zeplin plugin for Jira was installed to provide bi- o0 @ N
) ) . . @ [MARCD-687] Ford: Pricing Dr X + v
directional links between the developer tickets, and the
corresponding Ul screens. This allowed the cross-functional C O @& sunrunjiracombrowse/MA.. @ MH * @ R @
team the ability to quickly attach, view, and reference Ul — :
it S U n rU n Your wark Projects Filters Dashboards Paaple Plans Apps Creats Q A
SC ree n S . Projects | @ Marketing: Custom De... | MARCD-517 | L) MARCD-687 .‘L‘ @ 1 ] .<:
I Asslgnes @ Dave Seth
Zeplin Reportesr '@ Scott Couch
@ Attach from Zeplin e Dresign Revlew S1atus Mone
|
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Section in Ford 1 (E2E) project Tech Projact Manager B Nane
Business Approver -B MNaone [
sunrt-m Actual Dev Days None |
—_—— |
Legacy Issue Key Mons
= & = e s
lmlm l:'-r | Label Mons
" -~ Development 1branch
Drawer logic Ybackup-drawer-closed-480 variant Mbackup-drawer-closed-480 variant  Nbackup-Nsolar-drawer-closed-480 1 pull request
Last updated by of ProductSelectorDrawer-_.. of ProductSelectorDrawer- ... wariant of ProductSelectorDrawer-_.. .
nataliezhangdd?9787, 3h Last updated by st up gt up 2 builds ]
) pedromatarritabrenes, Zh
Companents Mone
o — Sprint Banff [#2 '22)
—" o Epic Link FORD P1
= = !i' 1 A Op App - Web Fix versions eComm Ford v1.0
I:E':E-" j:'_'.-r- : . Prigrity O Minor
‘Yhackup-Ysolar-480 variant of Automation g Rule exacutions ‘
ProductSelectorDrawer-solar
s User Stary Map SU Open User Story Map
R BlgPicture - Skills Open BigPicture - Skills
CucumberStudio Open CucumberStudie scenarios |
EEEEE =14 I
Wiarktrant Open Workfront
Activity
Show:  All History Worklog Transitions Workfront Mewest first L7 More fialds
E Add a comment._. Story Pointa (AT) Mons
Pro tp: Original estimate om ir
Scott Couch  January 27, 20232, 9:25 AM Time tracking Mo time logged I
PR: €3 https:/igithub.comySunRun/store-platformfpull336 - Connect to preview

Jira with Zeplin plugin installed
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Solar and Ford followed a Human-centered process
Similar approaCh to deSign We strived to be design-led by considering the needs of our users

first. We validated our designs with real users early on in the process,

and development and incorporated existing Sunrun research on customer needs to

guide our designs.

Cross functional teams

We worked as a cross-functional team across the entire Sunrun
organization from product, development, design, legal, and marketing.
This ensured that our designs served the needs of the business, were
feasible to build within a tight timeframe, and also complied with
regulatory standards.

Established working patterns

We established effective weekly working patterns and check in
between different parts of the Sunrun organization, which
promoted transparency into our process, and timely feedback from
our stakeholders.

What we did fterae

We went through multiple sprints where we created wireframes and Iy ‘4
prototypes to test with users. Once we received feedback, we

incorporated the changes and eventually built out multiple parts of

our Solar and Ford flows.

Discover Define Develop Deliver

Defining our sprints

Sprints were defined based on what we wanted to accomplish for the
project. We also incorporated the business timeline to build a
roadmap to account for time required for planning, conducting and
synthesizing research. K

Our sprints hoped to resolve some of the challenges thatwehad et -
heard from stakeholders earlier in the process. lterate

AN
7

01 Human-Centric in Practice Getting the right idea Getting the idea right

We found out that there was an alignment on being human-centered
but we needed to implement behaviours into practice.

“There’s never been a formal process for compensating customers for
their time”

02 Time for Design

Design wasn’t always baked into Sunrun’s delivery plans.
“Discovery time for design is cut short.”

“Engineers need to start building something”

03 Work management challenges

We realized that stakeholders are still learning about how to best
manage and plan UX work.

“We use two systems to manage our work and it’s difficult to know
where to focus”

Ford research synthesis

Visibility and shared knowledge

V1 V2

rmmarca 3ot Com e v R G Cantgre hey. Cort/Cmachout it Survay eNmIBTO

During the Discover & Describe phase of the engagement, the
design team invited all of the engineers to sit in on the weekly
workshops while the design team showed work in progres. We
encouraged everyone to share feedback on the wireframes and the
flows as we were constructing the experience.

The weekly shareouts also encouraged the Product Owners to
provide guidance, and for the designers to influence the user
stories. o

Early end-to-end flows used in workshops

Design system

There was no dedicated design system at the start of this project
which led us to start early wireframing along with building the
skeleton of the design sytem.

B

Our talented visual designers built a collection of reusable
components, guided by our design principle and ideas emerging
from the early wirframes.

H1 The quick brown fox jumps over the lazy dog

. . BOLD
H2 The quick brown fox jumps over the lazy dog
I INNOVATIVE
TRUSTWORTHY
MEMORABLE
| OPTIMISTIC
I APPROACHABLE
Color, typography and brand descriptors
Project timeline
With the task to create two funtioning web and mobile
experience, we were working with a very agressive timelime
with each week packed with design, research and startegy
efforts. We incorporated multiple sprints in our timeline to get
continous feedback from our users and stakeholders.
August September October November December January February

Project Scoping and early wireframing Dev support and content reviews
Design sprints and development

@ @ @ L @ @
Sprint 1 Sprint 2 Sprint 3 Sprint 4 Sprint 5 Sprint 6
Solar R1 planning Solar R1 Ford R1 planning Ford R1 Ford R1.1 planning Ford R1.1 analysis

and recruitment interviews + and recruitment interviews + and interviews and synthesis
analysis and analysis and
synthesis synthesis Solar R2 analysis
and synthesis
Solar R2
interviews

e C
Solar R1 Ford R1 +
Key milestone Solar R2

Key milestone

Design principles

Conducting stakeholder interviews also helped us establish our four
design principles which were helpful in onboarding new team
members and definng our design system and experience flow.

Be transparent Be a good guide Make it engaging Personalize
the experience

We strive to make the eCommerce
experience personal and relevant
to the user. For every piece of
information a customer gives us
about their home, we strive to
provide value.

Transparency will be a core part We will gain customer trust by The eCommerce experience will
of the eCommerce experience. offering the right amount of help be interactive and fun. Customers
We want to be transparent about when they need it. We strive to will learn more about solar in a
pricing, process, and set communicate in language that our way that is visual, dynamic, and
expectations such that the user customers understand and show engaging.
knows what is happening at every how our home energy solutions
step of their home energy solution can provide value to their
journey. household. We will also give

customers the ability to

communicate with a rep if

needed.

Experiences we designed for

Over the 3 months of design and development period, we created
two different ecommerce experiences : Solar products offered by
Sunrun and EV Charger Installtion for the Ford F-150 Lightining
Electric Truck through Sunrun with the ability to upsell Solar.

®@0®® G Googe X + —
sunrun (800) 222-2222 | GET A QUOTE TODAY sunrun (. R = sunrun
¢ 5> C 0 & Sumn e ——— v @

sunrun } D

Your home

of the future Unlock your Ford

Intelligent
Backup Power
with Sunrun

Get your Ford Charge Station Pro installed
before your F-150 Lightning™ arrives, only
with Sunrun.

sunrun ‘ G

GET A QUOTE TODAY

= TV T |
g l!w :
£

Unlock your Ford Intelligent
Backup Power with Sunrun

Get your Ford Charge Station Pro installed before your F-150 Lightning®
arrives, only with Sunrun.

GET STARTED

o L = =7l
D: T e =TT

b, —> ;g I :
= | —
- i 23
Solar panels

'Explore your home of the future The home of the future starts with
generating your own electricity from the
sun. By harnessing the power of the most

GET STARTED

N2

Ford Charge Station Pro

Solar web and mobile experience Ford web and mobile experience



sunrun

Solar overview

Sunrun’s ask

In 2021, Sunrun set a goal to expand to serve 1 million customers across
the United States. The company’s current customer acquisition channels
rely heavily on salespeople to generate leads, a costly process that hurts
the margins. As a result, Sunrun engaged Accenture/Fjord to envision a
best in industry customer experience to accelerate digital sales.

Experience summary

Going through multiple rounds of design, research, and iteration, we
developed a responsive web experience that was feasible to build within 4
months. The experience was slated to be released in South Carolina, a pilot
market with minimal conflict to Sunrun’s other customer acquisition
channels.

Experience flow chart

Users stepped through a linear experience with 4 different sections, each
accomplishing a different goal.

Guided interviewing

Discovery

Qualify the customer and understand
their home energy needs.

Teach the customer about Sunrun and
the value proposition of going solar.

Learn more

Solar Discovery

Learn about the discovery work that we did to shape the program
and the solar workstream.

Research reports 4

Read our consolidated research report and view clips of our
interviews with prospective customers.

Our approach Ford Solar Dev collaboration Team

Our challenge

Putting solar panels on your roof is a complicated and opaque process. Our
challenge was to clearly articulate and communicate the value of home
energy solutions, educate customers about putting these solutions in their
homes, and guide them through the process, all in an interactive and
engaging fashion.

Configurator Schedule call

Guide the customer to a sales
representative who can complete the
process.

Present the customer with home energy
solutions, while educating them.

Solar design deep dive

Learn more about the design decisions and technical drivers
behind each key section of our solar flow.
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Stakeholder interviews Competitive analysis Journey and wireframing Service blueprint

Solar discovery

Learn about the process that we took to build the
foundations and principles that we used to guide

our designs.

MEE|

Bk

M1 we gwrre

Stakeholder interviews Key findings

Early in the project, we conducted stakeholder interviews to
get to know Sunrun and better understand the landscape of
home energy solutions.

01 Education and service sets Sunrun apart

We heard that education and service is the area in which Sunrun excels.
“Educating the customer is a big part of the sales rep’s responsibility.”

“Sunrun is not the cheapest option ... We beat out other competitiors for
financing method and service package bundling.”

02 The post transaction experience is an area of opportunity
and growth

The post transaction experience is currently an area with a lot of friction.
Customers report poor NPS scores due to service they receive from Sunrun
after their site survey. It is tough for them to understand what is happening
behind the scenes.

“PTO (permission to operate) takes 2-3 months. Customers work with a
direct project coordinator during this time.”

“[We want customers to continute to] look to Sunrun to help them manage
the transition to powering their home needs.”

Competitive analysis

We also conducted a competitive analysis of analogous/
adjacent experiences. We looked into companies like Tesla,
Subaru, Zillow, Zales, and more.

Things we liked

Many of our competitors had nice configurator elements that
we were hoping to incorporate into our design:

e Real-time preview on the product
Comparison between products
Preselected packages to be adjusted later _ N
Simplicity and speed ' ——
Imagery and education

On demand support and assistance P _..E/ ==y

Images of the Tesla solar experience

Flow charts, sketching,
and wireframing

Marth Star Pl Wb o vRcatoa Wi ke samed Soree, e
eeeeeeee

Guidad all digita

We started sketching various ideas and concepts for what our
solar eCommerce experience could look like. After multiple wpawe | EEESREEER W
rounds of feedback from our stakeholders, we settled uypona 7
general flow to follow. From there, we began putting together N —
wireframes for development.

eda flaw

On the right, you can see a view of how we evolved from a

customer journey to sketches and then finally to wires (which

were ultimately transformed into comps and delivered to T
development).

offline

by ] gy 0 e

We went from a rough experience flow

Service blueprint

As we built out sections of our experience, we created a
service blueprint to help us understand the backend
integrations that we had to consider. These ultimately helped
us identify requirements and understand what was feasible to
build within our tight timeline.

While this blueprint wasn’t a named deliverable, it served as a
good exercise for onboarding team members to quickly
understand the landscape.

Find a link to our service blueprint here|.

Learn more
Solution overview Solar design deep dive
Learn about the solar workstream at a high level. Walk through the different sections of our flow in detail to
discover why we made certain design decisions.
Research reports 4

Read our consolidated research report and view clips of our
interviews with prospective customers.


https://www.figma.com/file/VoyYoluGFaxNubFXO8VGgR/Sunrun-%2F%2F-Fjord?node-id=7483%3A30766
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Landing page Guided interview Configurator Schedule call

sunrun

Solar design deep dive

Your home of the future
Turn your home into its own smart power station _wi(h solar, battery storage, and

_DOI

Navigate through commentary from our design
and technical team to find out about how each | P oy i,
section came to be, what challanges each section y BRI Bt U N

with our home energy

1 Explore your home of the future ov
created and how we solve for it , ﬁ
[ Give us your phone number and we'll call you
Our automated site modeling tool is proprietary technology that allows us within 15 minutes!
to design a custom solar energy system directly on your home's roof.
Leam more
M

Landing page sunrun P —

Design decisions

An immersive and engaging hero image + animation gives Your home of the future

users an overview of Sunrun services and how to transform T T T ————
their home. - : — -

Sections below inform the customer about the vision and

mission of Sunrun, and why they should trust the company.

Cost of not going solar communicates the value proposition of
going solar, stable bills in contrast with rising utility rates.

What to expect educates the customer about the solar
process.

Voice of the user

“| like that it starts with a very simple ask at the “It's giving me a list of tax credits, incentives... “How much would it cost to get it installed? ...
very top just enter your address... it gets you into Having this information here without me having those are just some of the things off the top of
the process right away” to search for it is really helpful.” my head that | would think to ask.”
-Ross L., California -Sally D., California -Anthony J., New Mexico

GUIded InterVIeWIng sunrun 222-222-2222

Design decisions .
What type of home do you live in?

A simple questioning process qualifies the customer to make
sure that they are eligible for solar.

O Single family home O Townhome

o o b
k

Customers are asked to provide their email address so that
they can receive a link to their quote.

Questions were determined by what is profitable for the O Vertically split O Other
business, and what types of roofs are feasible to put solar Gl
panels on. \m/ «
Animations and interactions make the experience feel light
and smooth. _—
Voice of the user
“I have no problem with that [answering “l would be ok giving my email but not my phone “I was just thinking what my roof material is. |
questions], because it’s all about getting the number just because i don’t want a sales person think it's composite shingle. Images might be
correct projected estimate for the project.” calling me.” helpful.”
-Aaron M., South Carolina -Colleen L., California -Kristi S., Texas
COnflgurator sunrun {800)-324-1029
Design decisions Your system at a glance Energy solutions for you

Your systed Product t Custom solar system

Users are presented a single solar system placed on their roof,
sized for their current electricity consumption.

14 solar panels
Basad on your S100 utility Bill, this system will Cover your
|-|-_'-;_:!'||'|':':,' needs

System specifications

A sticky drawer element presents financial options to choose
from and showcases the price of the system.

Want 10 make -:'E':"ﬂl'lg!'!.‘. Lo ydur I']l.'!ﬁigl"l':'

REVIEW WITH A SPECIALIST

Sowth Caroling solar ceriificate

Complexity and educational content is hidden away behind
links to not overwhelm the customer.

Customers can reach out to a representative if they need help s R G atad sk ot i o b paoreTatary Tee Nicol IHalaRowe e 1s
design a custom solar energy system directly on your home's raof

and support.

This design was validated with development for feasibility.
Data points and visuals for this design are coming from an
existing database serving salespeople on the ground today.

%200 per month $210 per month (&) m
Voice of the user
“I want to get an idea of the savings versus the “It would be super helpful at this point if there's a “Also, maybe what's missing is the total cost. It’s
investment.” phone number, and | could talk to an actual live giving me an estimate for months, but | want to
human being.” see the bottom line.”
-Jason B., Texas
-Raman M., California -Sally D., California
Schedule call sunrun (800)-324-1026

Design decisions Review your design
with our home energy

Users can enter their phone number to get a call from a specialists.

Sunrun representative to complete their purchase. Give s your phone umber and 'l calyou within 1
If the user is accessing the system outside of business hours,
they will get a call the following morning.
Feature to schedule a call in 15 minute increments will be e e et e L B
available once the Ford experience launches. gl i SN e o3 s
Afterwards, customers are presented with a thank you CALL ME NOW
message, which outlines the next steps of the process. [
Voice of the user
“That’s exactly what I'd be looking for at this “It's nice letting you know what step 1 and 2 “30minutes tops. Preferably, 15.” [referring to the
point [referring to the ability to schedule a call would be. | want to see ... a timeline of how long preferred window time for the call]

with a solar consultant].” this whole process from phase one would

generally take.” -Jackie R., South Carolina

-Anthony J., California
-Colleen L., California

Learn more
Solution overview Solar discovery
Learn about the solar workstream at a high level. Learn about the discovery work that we did to shape the program
and the solar workstream.
Research reports 4

Read our consolidated research report and view clips of our
interviews with prospective customers.
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Ford overview

Sunrun’s ask Challanges

As part of Sunrun’s 2021 digital initiative Sunrun’s partnertship with Ford as Our challenge was to clearly articulate and communicate the value of home
the official installer for the charger stations of the Ford F-150 Lightning integrated solar energy system while allowing the costumer to pick and
Electric Truck implied the need of a new digital channel to serve new Ford choose the products they are interested in an move foward with their
F-150 owners. Aspiring for the best, Sunrun engaged with Accenture/Fjord Ford-150 Electric Truck charger installation

to design a top notch experience

Experience summary

Through multiple rounds of design, research, and iteration, we developed a
digital experience that was feasible to build within 4 months. The experience was
slated to be released in South Carolina, a pilot market with minimal conflict to
Sunrun'’s other customer acquisition channels.

Experience flow chart

Users stepped through a linear experience with 4 different sections, each
accomplishing a different goal.

Landing Page Order Confirmation Product Selector Schedule call/Checkout
Teach the customer about Sunrun and Qualify the customer for service and Present the customer with home energy Guide the customer to a sales
the value proposition of going solar. gather their Ford F-150. solutions, while educating them about representative who can complete the
their charger installation. process.

Learn more

Ford discovery Ford design deep dive

Learn about the discovery work that we did to shape the program Learn more about the design decisions and technical drivers

and the solar workstream. behind each key section of our solar flow.

Research reports 4

Read our consolidated research report and view clips of our
interviews with prospective customers.
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Landing page Order confirmation Product selector Scheduler Checkout Post transaction

Ford Design Deep Dive

Thank you for your

Unlock your Ford_lntelllgent interest in the Home
Backup Power with Sunrun Integration System.

Navigate through commentary from our design and technical team - ol

installation by Sunrun

to find out about how each section came to live, what challanges
each section created and how we solve for it.

Landing Page B ¢ oL

r Q0 @ Susfuncom firm o W

Design decisions

An eye popping hero image that highlights the main selling B

point introduces the user to the experience while an engaging e sy

animation gives users an overview of Sunrun services and

how to transform their home. Unlock your FOI'd Inte“igent
Sections below inform the customer about the vision and Backup Power*with Sunrun

mission of Sunrun, and why they should trust the company.

Get your Ford Charge Station Pro installed before your F-150 Lightning®
arrives, only with Sunrun

Finally a frequantly ask questions module slides in to answer
common questions such as the benefits of solar batteries and
future home upgrades implications

GET STARTED

RrLLIrning cliglomer?

Example animation of landing page contents

Voice of the user

“I would venture to say that the majority [of my “It's almost like a lot to read in a way. But, | do “I would probably like more information like on
questions] has either been answered or when | appreciate that it is broken up with some images the technology, like what type of equipment is
hit ‘get started’ it's going to answer a lot more.” along the way.” that the company uses?”
- Aaron M, South Carolina -Colleen L, California - Tim Y, California
Order Confirmation - -
= sunrun

Design decisions

: : : Get started
A simple questionare that asks costumers for their Ford F-150 o Stare

order number and their zip code to make sure that they are
eligible to service. i

g, SHL-134545008 1

It's also used to confirm the costumer personal information
and homeowner status since it’s a requirement for schedule a £, 05348
charger installation with Sunrun.

In case of users that are not eligible for service they are
redirected to a referal where they can find a local electrician to
persue their charger installation.

Example animation of order confirmation flow

Voice of the user

“It is really easy to navigate, they lay everything “I was actually anticipating entering it all myself... “We're kind of curious on the ‘enables vehicle-to-
out for you.” but it was already kind of pre-populated for me, home charging with the Sunco power converter. |
which is kind of nice.” kind of want to get more information on that and

- Michael Z ,California o -y
- Colleen L, California '

-Latisha T, California

Product Selector g A

. oo = sunrun
Design decisions

Users are presented with a linear decision making process on Ford Charge Station Pro
3 steps: installation - $1,550

 Introduction - Summary page where the user adds their
charger installation to the services they want to purchase

« Home energy integration system - Optional purchase
of the home integration system, a key piece of hardware
needed to unlock the vehicle to home charging capabilities
of the Ford F-150 truck

« Home solar consultation - Optional choice to included
solar panels as part of the installation package and reach
great benefits as a costumer

Your Ford F-150 Lightning®
comes with a Ford Charge
Station Pro (80-Amp) included.

| earn mora

With Sunrun, you can arrange
your charger install today:

Our Sunrun home energy experts will assess if your
ne needs any electrical upgrades™ to accomodate
F -harging station. Then we will take care
af thea full imstallation o prepara your homae Tar your
F-150 Lightning®,

+ Trusted install partner - Ford has chosen
Sunrun o be their prefarred install pariner Tor
the entire United States

Secuencing was key on this part of the experience since the
installation service includes products from both companies
and it was pretty easy for users to get confused if they were Example animation of product selector flow
to be exposed to a lot of information in one sit

In addition, to acommodate for essential information, such as
pricing, without overwhelming the user with too much
information the team propose a expandable “drawer”
component.

Said drawer component updates automatically to reflect the
users selections throughout the process, an animation is
played over the drawer to promt the user to open it.

Finally depending on the users choices they’ll either proceed
to checkout or schedule a call with an advisor.

Voice of the user

“I wonder what kind of steps that they're going “l want to know exactly what the designing “I would [be comfortable paying the refundable
to be taking to ensure my home is ready for process is like...before | want to, | want to do the design fee] because it's refundable... I'd probably
electric vehicle charger installation.” [referring to refundable design fee.” look for some little tab with the fine print about
content in the drawer] . . . what the refund terms are.”
-Latisha T, California
-Jessica M, Georgia -Tim Y , California
Scheduler g ¥
= sunrun

Design decisions R

Thank you for your interest
Said scheduling module encapsulates the functionality in a home solar consultation.
so it has a resusable nature in different parts of the
experience = = s

During testing an overwhelming amount of users opted
for this option when presented with several choices to
establish contact with an advisor. Ease to use and

(S20) 555-1212 F

. : o
comfort were some of the reasons why this optios was
as well recieved
The module lets the user select a date an hour of their
convinience and schedule a call in 15 minute increments, this
timeframe was implemented thanks to user research that o _ _
Suggested people responded well to 15 minute calls. Example animation of the scheduler interaction
Afterwards, customers are presented with a thank you
message, which outlines the date they schedule their call and
next steps.
Voice of the user
“It may be a great idea to have another edit box “Im pretty surprised that they have a consultant “I would choose to be able to schedule since |
where someone can select time or time duration in 15 minutes. | would like to have an option to would have my calendar with my phone”
they can be called. :[s,ii:T:wee"cule an appointment for a more convenient _Latisha T, California
- Tony H, California
- Tim Y, California
Checkout o Y¥
= sunrun
De5|gn decisions
Available only to users that selected exclusively with their Payment
charger installation. Geca o v e oo, Yot i
Here users can enter their payment information and cancel the
mandatory refundable design fee.
) ) ) ) Cost summary
Costumer can also review their contact information before
Due today
payment. Refundeble design fee () $200
After payment is procesed users continue to a virtual site Oue after instation
survey where they need to answer several questions e Mo s B
regarding their installation preferences and upload certain
images of their electrical installation Payment method
Example animation of the checkout screen interactions
Voice of the user
“Pretty standard. This breakdown of what is due “l think it's a understandable amount to get a “It says Review and Pay and | am thinking wow
and what is due after is very clear.” process going, so | would do it” [complete another step. | thought | would have already
_ Colleen L, California purchase online] gsleo:. ltthli?] Sci);tcc())frfelife" of mind to make sure
- Aaron M, South Carolina y 9 '
-Jessica M, Georgia
Post transaction experience
= mysunrun
Design decisions
After either scheduling or payment, the user must
complete certain steps for the installation, for that
Sunrun enables a portal to keep track of said steps and
sustain comunication with costumers
. . . Order #45375112 Order FAQs
For starters, costumers must complete a digital site ’ —
survey where, this platform enables the user not only _
: : : : Installation process
answering questions but also upload pictures of their
electrical panels for Sunrun to cjeck an availability whili C) SHEHONM ARSAaqmont. -
. . Next, we need to verify a few things
taking into account costumer preferences about your home for the installation and
placement of your Ford charger.
Example animation of digital site survey flow
Voice of the user
“I would like to see a little chat box on the “ probably would do it in one sitting because I'm “Oh my God, for every single appliance? That is
bottom right. To just say..’'hey if you need help the type of person that once | start something | where you would lose me...because that’s ‘doing
filling out this form you can send a chat to do want to complete it, but given that this is too much’ as my kids would say.”
someone’ and maybe that person on the other kind of pretty extensive, there's a lot of

line can walk me through.” information needed, | probably would have to - Letisine! 1, Callielie

_ Violet V. California reserve a good time to do it.

- Colleen L V, California

Learn more
Ford Discovery Solution overview
Learn about the discovery work that we did to shape the program Learn about the Ford workstream at a high level.

and the Ford workstream.

Research reports 4

Read our consolidated research report.



S U n r U n Our approach Ford Solar Dev collaboration Team

Stakeholders interviews Journey and wireframing Service Blueprint

Ford Discovery

Learn about the process we took to build the principles that'll
guide our designs decisions

Stakeholders interviews o
Key findings
Early in the project, we conducted stakeholder interviews to
get to know Sunrun and better understand the landscape of 01 Education and service sets Sunrun apart

home energy solutions.
We heard that education and service is the area in which Sunrun excels.

“Educating the customer is a big part of the sales rep’s responsibility.”

“Sunrun is not the cheapest option ... We beat out other competitiors for
financing method and service package bundling.”

02 The post transaction experience is an area of opportunity
and growth

The post transaction experience is currently an area with a lot of friction.
Customers report poor NPS scores due to service they receive from Sunrun
after their site survey. It is tough for them to understand what is happening
behind the scenes.

“PTO (permission to operate) takes 2-3 months. Customers work with a
direct project coordinator during this time.”

“[We want customers to continute to] look to Sunrun to help them manage
the transition to powering their home needs.”

03 Communication and flexibility are key to success

At the beggining of the project, Ford was still an unknown that was needed
to connect to solar, a lot of questions didn "t have a yer or no answer so our
team needed to work really close with the product team and quickly adapt
to new decision on the run, as well a constantly communicate with other
teams to gather requirements and validate designs

Costumer Journey Map, Sketching, Wireframing

Discover Cross Sell

eeeeeeee

Guided all digita

We started sketching various ideas and concepts for what our
Electric Vehicle charger installation site experience could look

like. After multiple rounds of feedback from our stakeholders, s |
we settled upon a general flow to follow. From there, we e |

began putting together wireframes for development. I _ T

......

eeeeeeeeeee

On the right, you can see a view of how we evolved from a

customer journey to sketches and then flna”y to wires (which wereser i W e e ey
were ultimately transformed into comps and delivered to

development). P

nnnnnnn

We went from a rough experience flow

Service Blueprint

. . . E2E
As we built out sections of our experience, we created a Service

service blueprint to help us understand the backend e
integrations that we had to consider. These ultimately helped
us identify requirements and understand what was feasible to
build within our tight timeline.

While this blueprint wasn’t a named deliverable, it served as a
good exercise for onboarding team members to quickly
understand the landscape.

Find a link to our service blueprint here\.

Reference image of service blueprint

Learn more
Solution overview Ford design deep dive
Learn about the solar workstream at a high level. Walk through the different sections of our flow in detail to
discover why we made certain design decisions.
Research reports 4

Read our consolidated research report.


https://www.figma.com/file/VoyYoluGFaxNubFXO8VGgR/Sunrun-%2F%2F-Fjord?node-id=3067%3A31466
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