Focus on Secure Email

The Verizon Enterprise Center 2.0 UX redesign was a large undertaking, so specific
sections with new, complex functionality required a focused Pluralistic Walkthrough.

In the following walkthrough, we were trying to understand how and when a user would
want to perform Secure Email actions without losing the context of their current work
and when they would want to be taken to the Secure Email Center (new page).

The user is on the Tools page within VEC and a new secure email arrives — pop-up
bubble displays from floating bar.
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Option 1: User clicks Compose New Message from the pop-up bubble.
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| Compose a Secure E-Mail X
Use the form below to send a secure e-mail to the Help Desic
For product or service-specific questions, use the contact methods on the Contact Us page. P
¥
Subject It
k.
Category Please select v b
Attachments (Word doc, Powerpoint, Excel, BMP, JPG or txt, up to 3MB) |
Choose File
Message

(special characters such as " > < & are not alowed. You can enter a maximum of 4098 characters)

We will respond to your secure e-mail within 48 hours. When your reply is ready, you will receive a notification e-mail at

firstname.lastname@email.com m
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Option 2: User clicks Reply from the pop-up bubble.
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Use the form below to send a secure e-mail to the VEC Help Desk.
For product or senice-specific questions, use the contact methods on the Contact Us page B

* Subject RE: 02June2011-Test E-Mail i

Attachments (Word, Powerpoint, Excel, Image or Text) ¥
Choose File !

* Message

{Special characters such as " > < & are not allowed. You can entera { of 4058 characters.)

Mote: the fields marked with (*) are required.
We will respond to your secure e-mail within 1 business day. When your reply is ready, you will receive a notification e-mail

reshma.r pilli@verizon.com
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Note the scrollbar that displays as part of the modal window. To see the full email they
are replying to, they must scroll up. The thought is that the subject line in the bubble was

enough to spark them to reply, so they most likely know the context. Is this logical and
intuitive?



Option 3: User clicks Secure Email Center from the pop-up bubble (loses context and is
taken to Secure Email Center page).
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User is removed from the context of the Tools page, lands on the Secure Email Center
page, and decides to compose a new email; see the next screen for details.
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Use the form below to send a secure e-mail to the Help Desk.

wbant) For product or service-specific questions, use the contact methods on the Contact Us page.
]
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. |
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We will respond to your secure e-mail within 48 hours. When your reply is ready, you will receive a notification e-mail at
firstname.lastnameg@email.com




Option 4: User clicks subject line from the pop-up bubble (loses context and is taken to
Secure Email Center page).
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02June2011-Test E-Mail

+ reshmarpilli@verizon.com: 02June2011-Test E-Mail 2011-06-02 0551 EDT
+ Do_Not Reply@Ve com: Auto-reply Email C ion from Verizen Enterprise Center 2011-06-02 05:51 EDT
- vec-su| 1@veri iness.com: Re: 02June2011-Test E-Mail Trackingld: NSP0116663 2011-06-02 06:01 EDT

Dear Customer, Thank you for contacting Verizon Business Enterpnise Support. Your inquiry has been received and sent (o the appropriate team for processing. Your reference number is
located in the subject line of this e-mail. Please do not resubmd thes email, as this duplication will delay your inquiry. Should you need a status of your inquiry, please reply 1o this e-mail
Please do not alter the subject line of this message when replying. This will ensure of & to your inquiry. You will be notified via e-mail upon the
completion of your inquiry or should additional information be required. As a reminder, all email corespondence should be sent using the Verizon Secure E-Mail Center. Thank you for
choosing Venizon Business

Sincerely,
Venzon Business Enterprise Support

Did you know you can quickly chat with a Live Agent? To chat click on the Ask Verizon link located at the top of each page

06-02-2011 06.00.25
Thanks & Regards,
Reshma

----- Onginal Message-—-

From: reshma r pdi@venzon.com
Sent: 2011-06-02 05:51.22

To: vec-support@verizonbusiness.com
Subject: 02June2011-Test E-Mail

Invoices- Pay Bill

User is removed from the context of the Tools page, lands on the Secure Email Center
page, and decides to reply to the message they are viewing after clicking the subject line
on the pop-up bubble; see the next screen for details.
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Use the form below to send a secure e-mail to the VEC Help Desk. |
For product or senvice-specific questions, use the contact methods on the Contact Us page. J

* Subject RE: 02June2011-Test E-Mail

(Word, point, Excel, Image or Text)

* Message

{Special characters such as " > < & are not allowed. You can enter a maximum of 4098 characters.}

Note: the fields marked with (*) are required.

We will respond to your secure e-mail within 1 business day. When your reply is ready, you will receive a notification e-mail
reshma.r pilli@verizon.com.
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