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verizon User Experience Objectives

e Adoption and Seamless User Experience

— Increase adoption by providing seamless user experience

— Improve usability via efficient global navigation

— Provide role driven and customizable content across all functional areas

— Services, Topology, Transactions & Events on Google maps enabled with
point-and-click actions

— Consistent and standard Ul flow, look and feel of widgets and Ul elements
across Medium Business

e Cost saving / Reduce calls
— Improve self-service via “Call to Action”
— Improve online status content across all functional areas (Billing Inquiry,
Repair, Order)
— Reduce calls to center via collaboration tools (click to chat)
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verizon Current Usability Issues

Functional Silos

e Lack of “call to action” focus

- No unified calendar with actionable events (consolidated timeline from
ticketing, ordering, alarms etc.)

e |nefficient navigation
— User unaware of actions available under each functional area
— Sub-menu becomes only available on the individual, siloed goal page
— Lots of clicks to do key tasks

* Inconsistencies across siloes
— E.g., table controls such as customize, filters; How links are grouped

Overall Look & Feel

e White space — Inefficient use of screen real-estate
— Too much scrolling to get to functions and content

e Visually monotonous representation
— Too many links, static text, and white space.
— Does not feel dynamic and interactive
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Global Navigation & Home Page
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verizon

Home Page Ul Experience

e Improve usability via global navigation improvements (megamenus, global
search, bottom floating bar)

e Role driven and Customizable content

e “Call to Action” to drive self-service via timeline events and Quick tasks

Home MyServices Invoices  Orders  Service Support

verizon | Enterprise Center

ccounts & Maintenance

Enterprise Center

Recent Activity ¥/ Quick Links (' SearchiCreate (v  Utiiti

Jayaram Aithala | Seffings v | Sign Out

| Language: US EnclishilS Endish w

*| Support (¥

Invoices | Repairs

Welcometothe Verizon Enterprise account management hub.

WAN/LAN Inventory 0
hsof Feb 13 10:07 EMT
Top Circults by Servios Type

w ‘/’/-—‘

i

M Eicais by Sorvicn Tyge

LANWAN Inventory (-]

il Invetory v

s of Feb 13 19:21 GMT

Ancilay Inventory by Type

Support & Communications (-]x]

Live Chat Dleed heln? Live Chal

vBlog Sharsyour thoutts trough
Vietizon Busingss blog

Document Collahorate and manage
Management documents

Verizon on Twitter Check Verizan Business tieels

Goto Support & Cammmunications

Global Scorecard Tickets (=%}

Report: | Ticket Scorecard v
TROUBLE TICKET Current Month

Proactive P1 Trouble Ticket 4

Reastive P1 Trouble Ticket 1
[Total P1 Ticket %
{Other Priority Tickets 1

B Resp. WO-PTT P1 Tickets| 34

Security

| want to [¥.

Tool Access & Request Status

* Request Additional Access

* Yigw My Existing Access Reuests

Message Center
1125062

Verizon Enterprise Center Maintenance...
February 20

Delete | Read rmore

Notices Now Being Sent to VEC USers....
PLEASE READ

Delete | Read more

Your Enterprise Center home page has a neW...
Mew Pergonalization Features

Delets | Read rore

Verizon Enterprise Center's Repairs andl

Letivitethic Waaband (f hanre

WnatsHot  Verizonto aquire Teramark ¢ Il %

Tools

Custonize [0

Action

Invelce for Accaunt 001278872933 Is resdy (due Fek 20)

Quick Tasks
Timeline Events
= Today, Mon, April 25, 2011
W ] et
Invoices Tickets T Ticket is RESOLVED,
Pay | View | Learn more Learn more
) Ticket
| Order COn20357550 i aceepted
Friday, April 22, 2011
Wireless Orders § g i account
Manage Accounts|Manage Humbers  Create | Update |Status
Friends & Family | Learn more View | Learn more

0 Order Recuest 320815 2 & pending acceptance

Order Type Summary Biling Charge Category Trend

Al products [ syt e v

Total Gharge Breakdown by Invoice Type Network Alarms and Tickets

Asof Feb 01 20:17 GHT.

Dashboard Detsis (@)

Total Biling Spend Trend

Integrated Northly Statemert Surmary

SRS IS PP

Date

Operational Performance

Alarm Severity Trouble Ticket
aple e e [N
J—
PRIZ a M
PR3 i
Copyright ©2011 | Privacy Policy | Terms & Conditions | Verizon Business % Q
¥ Lnggs B sorobmat 0 Ao @R Askvorion
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PROMO Pod for
marketing promotions

Fly over menus for
quick function access.

Orde
s Hot . . T Verizon Enterprise Center's Repairs and Dashboard .. Seftings | Favorites | History | Support Ask Verizen
What's Hot: Verizon lo aquire Terramark & | Il 3 Fnac maore | Messoge Cantar | Naxt Q
My Verizon header in -
y Custori
Quick Tasks
Timeline Events
Today, Mon, April 25, 2011 o
HE
e = .
Y Ticket 2011010112345 is O HOLD, Recuives Test Access Windaw
Q uic k t as kS Invoices Tickets S Ticket 2011010154321 is RESOLVED, Pending Customer Corfirmation
Pay | View | Learn more Learn more

&

— Do frequent tasks
directly on the home
page

- Call to action to work =
on pending items in the
timeline.

- One-Click or Drag and
drop actionable tasks
from the timeline

Wireless quick task
updated

Explore entitled
services

Point and click to
perform ordering,
ticketing etc.

Footer display with

/ ::::: §2K 3K 44K FSK FeR
/ Total Charge Breakdown by Invoice Type Network Alarms and Tickets

Floating bar at bottot’ﬂ\\}
Copyright ©2011 | Privacy Policy | Terms & Can

) Ticket 2011010154321 has updsted comments, Pending Customer Action

0020357930 s accepted

= | Invaics for Accourt 001278872339 is reacy (dus Fsb 20)

Friday, April 22, 2011

Wireless Orders FE | Biling incpiry for Aceourt 001276872339 has been resalved
Manage Accounts| Manage Humbers  Create | Update | Status =
Friends & Family | Learn more View | Learn more 5
L Ortter Request 320515_2 s pending acceptance
Dashboard Detailz | ()
Order Type Summary Biling Charge Category Trend Total Billing Spend Trend
T g e i Integrated Monthly Statement Summary

Marzoie - Fob 2011

F PP AL F

nange servise G soc o
R —_—
[ £
E  ran . sk
B L]
R
Date

Operational Performance

As of Feb D1 20:17 GMT

Mg et M8 [ Alarm Severity Trouble Ticket
Status Priority Al Locations ~  Previous & Monthy.

PRI

PRI 2

PRI

PRI 510

— - No Priosity

0 25 5 75
View All Tickets

PIP MTTR v

View All Alarms

wtions | Werizon Business

Redesigned Home Page

Google like search
across all domains

Customizable

— User will be able to
add and organize the
page as he wishes

— Also theme based
pre-defined charts (e.g.
Service Delivery vs.
Network)

Consolidated cross
domain collection of
charts, trends and
analytics

(Ordering, Billing,
Repair, Alarms,
Network Utilization
etc.)
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verizon Global Navigation - Menus

Header (Current)

Jayaram Aithala Settings | v Sign Ot

White space —
inefficient use of
real-estate

Questions about this site? ) |
' L/ LiveChat | o age US EnglishiUS English

|_En_ergri_e_en_ter_________________
[ 1 Recent Activity (v Cuick Links (v Search/Create (w Lhilities (v Support | v
| | Home Accounts & Maintenance | Orders | Invoices | Repairs | Network Tools | IT Solutions | Security |

Functional “Silos” — User unaware of actions available under each Tabs
Sub-menu becomes only available on the individual, siloed home page

Header (Proposed)

Walcome John Doe | Sign Out

\—"

verizon

Home My Services Invoices Orders Service Support Tools —

| Business Center

What's Hot: Verizgh 1o aguire Terramark

Learn
* Howrto use -
® Searchthe Knowledge Base ' I
® Readtechnical blogs

Check Status Place an Order Explore Products & Solutions

® Yiew Croers

Featured Solutions
*|T Solutions
® Security

MNew
® |nstall @ new service

Get Reports ® Order wireless lines,

Voice, Datafand IP Orders

Filter | jort | Downlosd | Legend |

uest# v Status

® Anglysiz & Reporting

Wirel

Order Form Tools
® Templates
® Contact book

o

T

My Verizon header in line

nding Acceptance

phones, and accessaories

Change

e flake a changefadd a feature

® Change a hilling recard

® Change the carrier

® hanage wireless lines & accounts
Move

® Maove an existing service

Disconnect
e Disconnect and existing service

-3

Browwse ar Design

® Training video
® Cnline Ordering User Guide
#® Send ardering feedback

Communicate

® AsloVerizon

® Contactus

® Discuss your orders
® Share documents

with VZW and VZT
—g

Consistent and scalable fly over submenus for quick function access. Links
grouped consistently across silos. Allows entitlement based links to be
presented without requiring dedicated screen space.

AR057T T Pending Acceptance AT
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\—

verizon Global Navigation — Menus

Menus & Submenus (Proposed)

Graphical represent.ation of. y Order (new install, MACDS)

services and associated activities for new or existing services Collection of tools (network, service | Google-like key
(orders, tickets, alarms etc.) on with online Status updates and product related) that customer | Word based
Google Map with point and click to has access to — to manage his search

initiate transactions

service/network

Welcome John Dog | Sign Out

Wn’m | Business Center Home My Services Invoices Orders Service Support Tools

Cent Re ) \ Settings avorites fistory Support Q~rl \Verizor

p—— ] —-
[ ¢ ‘/\ Customize | {5 |
Wy

What's Hot: Verizon to aquire Terramark & Il <

Home page consisting of Billing with ability to view, download Repair, technical support and
customizable widgets for quick and pay, analytics and reporting, trouble shooting for

functions, graphs & charts — dispute charges and status on the services/products (create ticket,
Customizable via personalization & inquiries escalate, close, request test etc.)
role based themes

Bottom Floating Bar (Proposed)

Persistent bar for: Collaboration & context sensitive tools

Houses features like Chat, Secure Email, Discussions, Alerts, VA etc.

As updates (e.g., new alerts) are available, user sees on-screen indication. Can use these
features while navigating the site.
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Redesigned Home Page — Settings menu

verizon | Business Center Home My Services Invoices Orders Service Support Tools

_—
What's Hot: Verizon to aguire Terramark  de | Il s
Quick Tasks

e
Invoices Tickets

Wireless Orders

Order Type Summary
Al products.

[
——
R

Mave Samvice

Total Charge Breakdown by Invoice Type

come John Dos | Sign

Verizon Enterprise Center's Repairs and Dashboard Seftings | Favorites | History | Support Q Ask Verizon
Read more | Message Center | Next

= Access Reusst

Currrert Secess Settings
My Prafile [En (5]

Settings menu link

PepatinsSvcctrs moused — menu
displayed.

T Ticket 2011010112345 is OM HOLI, Renuires Test Access Window

s e e s 0

Timeline Events

Today, Mon, April 25, 2011

Ticket 2011010154321 i= RESOLWED, Peneling Customer Confirmation

51 Ticket 2011010154321 has updated comments, Pending Customer Action

Order CO020357930 is accepted

Invoice for Account 001 27887 2939 is ready (due Feh 20

Friday, April 22,2011

Billing incuiry for Accourd 001 276572939 has been resolved

Ortler Recuest 320515_2 s pending acceptance

Dashboard Details | 23

Billing Charge Category Trend Total Billing Spend Trend

g Paid M 11 Irtegrated Morithly Statement Summary
Mar 2016 - Fob 2011
iegrted Chvga Cutugey Sumasry
P ok .
Usage MK I
Famx
E H
30K
b B o P
§O FiK $2K 3K FEK TN N IR R
Date

Network Alarms and Tickets Operational Performance

As of Feb 01 20:17 GMT

" 3 PIP MTTR v
Alarm Severity Trouble Ticket
Status Priority M Locations S8]| Provious 4 Months
Priorty 1 Private IP Maan Tima 1o Regair
PRI ® TR ® TerAMTTR & T BMTTR
oRIZ . . Tes " s
FRI3 s o Tier 8.0y =
PRI4 Ea vl g
nd
PRI 510 . i,
No Priority !

0 25 5 75
View All Alarms View All Tickets

Copyright ©2011 | Privacy Policy | Terms & Canditions | Verizon Business p
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verizon Redesigned Home Page — Settings menu

verizon | Business Center Home My Services Invoices Orders Service Support Tools

T T Vrtzon t0 squire Taramark (LN Verizon Enterprise Center’s Repairs and Dashboard Seffings | Favorles | History L Support Q:M Verizon
Read more | Message Center | Next
= ® Access Request
® Currrent Access Settings k . .
Settings menu link
 Profile Admiristration
Quick Tasks ® Eiling Structure m O u S ed — an d
Timeline Events ® Feporting Structucture
§ Today, Hon, Aol 25, 2011 5 Eoten Language Selector
Chinese (Simplifiex))
-‘\Q,\KE == DutchMedzrlands
S5 Ticket 2011010112345 is OH HOLD, R Se ecte — ro =
£ FrenchiFrancais
. German/deutsch .
Invoices Tickets T Ticket 2011010154321 is RESOLVED, i on d own d IS p | ays :
Japanese
TSP Ticket 2011010154321 has updated cc  Horean Astion
L Portuguesebortugues
I| Oreler CO020357930 is accepted Spenishizspanal
SwedishiSvenska
UK English
Irvveice for Account 001276572339 is
Friday, April 22, 2011
Wireless Orders Billing inqiry for Account 00 276572938 has been resolved
L0 Oreler Request 320515_2 is pending acceptance
Dashiooard Details | &)
Order Type Summary Billing Charge Category Trend Total Biling Spend Trend
s Integrated Monthly Statement Summary
el B Ad Mar 2018 - Fes 2011
tmatses | I O T
— P .
Slncomect Sarvicn Ussas s2K
[ro—— E s
£ Taves 52k
Raquent Caunt soe
50 81k 3K 43k Ak gIR e PP T TER PSS
Dtz
Total Charge Breakdown by Invoice Type Network Alarms and Tickets

Operational Performance

As of Fab 01 20:17 GMT

PIP MTTR v
Alarm Severity Trouble Ticket
Status Priority Al Locations W | Previous 4 Months

Priceity 1 Private IP Maan Tima 1o Repas

PRI USNTTR @ TerAMTTR T BWTTR
o . N " s
PRI 3 g01
PRI4 Bz
PRI5-10 il | . N
- Mo Priorty 8

0 25 5 75
Wiew All Alarms View All Tickets

Copyright

011 | Privacy Poiicy | Terms & Conetions | Yerizon Business
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verizon

verizon | susiness conter

My Services Invoices Orders Service Support Tools
ITRETITE, ,.r:r 15 acuie Tarramart = Verizon Enterprise Center’s Repairs and Dashboard Seltings | Favorites | History | Support | (™) Ask Verizon
ead more | Message Center | Next
+ Addio Favories
o — e I
o Organize Favortes mize
® ‘erizon.com
Quick Tasks ® ‘erizon Business
Timeline Events ® Privaie IP Layers - Tools
s Tools .
Today, Mon, April 25, 2011 o Changs Requssts - Servios Support |~
“\C“E“ & ATM-Tools
Ticket 2011010112345 is OMHOLD, Recuires T @ Frams Relay - Tools E
® Invoice # 0DD12836 - Invoioes
: o | @ Reports - Invoices
y Ticket 2011010154321 is RESOLVED, Pending
Invoices Tickets ® Payments - Invoices
5 ® Qaims - Invoices
Ticket 2011010154321 R Lprketed COMMENS| & g - vioes
® Tests - Service Support
Order (0020357930 is accepted ® Incidents - Service Support
® Request # 450573 - Orders
. .
| Inwoice for Account 001276872839 is ready ( FBX Report - Reports
® alarms Report - Reports
- .
Fridtay, April 22, 2011 Morthly Statement Summary
® Tickst # 2011010154321 - Service:
Wireless Orders | | Billng incuiry for Account 001 276572939 has i © MY Serviees
> ® Request Service Mocification
® Access Guarantee Forms
Order Reuest 320515_2 is pencing acceptan
Dasthoard Detais | ()
Order Type Summary Billing Charge Category Trend Total Billing Spend Trend
. Irteqrated Manthly Statemert Summary
All products. i = WAr 2616 - Feb 2011
st | ey
- iR .
Dlcanaact Sevice 52

Mave sarvies

Total Charge Breakdown by Invoice Type

Copyright

Network Alarms and Tickets

As of Feb 0120:17 GMT
Alarm Severity Trouble Ticket
Status Priority
PRI
PRIZ
PRIS
PRI 4
PRI5-10
Na Priority
0 25 5 75
View All Alarms View All Tickets

011 | Privacy Palicy | Terms & Coneltions | Verizan Business

) |
£ smK |
.

F P IEFTSS
Date

Operational Performance

FIP MTTR v
M Locatons v | Previous 4 Months
1 Privata 1P Moan Tme 1o Repar
® uswTTR ® T AMTTR & T BMTTR
" " e » we
2] W vamsmFie §
= venweonl 30 §
$ s 10
i Vil o E
nd 15
14—l e
=
“ » 0 b

Redesigned Home Page — Favorites menu

Favorites menu link
moused — menu
displayed
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verizon | Business Conter Home

My Services

Invoices Orders Service Support Tools

Redesigned Home Page — History menu

What's Hol: Verizon to aquire Terramark & | Il |
Quick Tasks
&
Invoices Tickets
Wireless Orders
Order Type Summary
Al products
wmsanserce  I——
La—p—

Discomnact Service

Mave Service

Total Charge Breakdown by Invoice Type

Copyright

Verizon Enterprise Center’s Repairs and Dashboard Seltings | Favorites | History | Support | ()
Read more | Mesg
Filter by: | Al
® Ticket # 2011030400008 (Service I PLEDTOGGO00T)
® Service Support
® My Services
Timel| @ Tisket # 201103050000+ (Servive I SFHONDOO01441)
"M o Tioket # 5011031000043 (servios D SFHDDONONAZ1 421
Tou] ® Invoice for Acount 001276872033 - April 25, 2011 - §2,235.00
® Order 23467 for Private P
T E ReGuTes Test Beoess VoW

S Ticket 2011010154321 is RESOLVED, Pending Customer Confirmation
R Ticket 2011010154321 has updated commerts, Pending Customer Action

L Order C0020357930 is accepted
5

Invaice for Account 001276572334 is ready (due Feb 20)

)

Friday, April 22, 2011

Billing inciry for Account 001276872339 has been resolved

4 Orter Recuest 3205152 12 pending acceptance

Billing Charge Category Trend Total Billing Spend Trend

sy et el |

Mar 2018 - Feb 2011
iigrited Charge Ciigory Sy

330K

520K

o P

Date

Network Alarms and Tickets Operational Performance

As of Feb 01 20:17 GMT

sk Verizon

History menu link
moused — menu
- displayed

.

Dashboard Details | €23

Integratad Marthly Statement SUmmary

Faor |
g % |
R . suK |
0K

AP

Alarm Severity Trouble AL -
Status Priority A Locaons ] Previows 4 Monrs
Pricety 1 Private 1P Maan Temna 1o Rapsr
PRI ® suTTR & TerAMTTR & Tir B NTTR
s s  tern " twn
PRI 3 g ol
PRI4 22
PRI 510 piml | R
No Pricrity ul
0 25 5 75 - o

View All Alarms View All Tickets

011 | Privacy Policy | Terms & Condiions | Yerizan Business
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verizon Redesighed Home Page — Quick Tasks & Events

Sign Out

verimn ‘ Business Center Home My Services Invoices Orders Service Support Tools _

What's Hot Virtzon to aquie Taramark. L3, Venznwﬂ:ﬁg: Cﬁik;;rﬂcecp:\;s a:llz‘li)ashbuard Setings | Favorites | History | Support me Verizon
v —‘
Custarmize | &) a f = k
2 List of tickets
‘ Quick Tasks >
| " Timeline Events Fiter: | allCkClS s eventS that th e
& Update Ticket # rxeroze267 (Service 1 8172513593) Open, pending loadt -
Today, Tue, Feb1, 2011 D -
Complete form or click a ticket from Timeline Events to add o e H Custo mer can take
= e TR Ticket # THEFO26267 (Service ID 6172513563) Open, pending load £ o
5 Verify Power and Equipment  ~ e
In this example | ' h action on
Hovew did you verify power and equipmst? | Ticket # 2011 03QOD20 (Service ID YFBJYNMGODO!) Open, TBW
— Verify Power
) First Name Last Name
an d Eq u | p m ent |Juhn H Doe | S Ticket # 2011030400008 (Serg ID PLEDTO0GGO001) Open
Emsil

000003 441) Open

Qu I C k Tas k ) [0 @eempany.com | L Ticket # 2011030300004 (Service 1D S
user W| | I b e viewsumsry ~ - catotetatree ) (ETETEE Mon, Dec 20,2010

[# Ticket Reports

. ﬁ‘f Ticket # 2011030200043 (Service ID SFHDO00000Z1 42NCpen
able to verify ;

E f ;ﬂf". Ticket # 2011030100029 (Service 1D 84705) Open
P&E and :
submit a ticket

request without ) _ Db e (@
h av| n g to Order Type Summary CI IC k on su b m |t to al Billing Spend Trend

navigate to the ) perform the action.

Click on the event to
start the quick task.

—

repair part of B o | ‘
the application T S - L JJJ JJ
e . u

SR R A

10 43k 4k 43K fe g3k
Date
Total Charge Breakdown by Invoice Type Network Alarms and Tickets Operational Performance
As of Feb 01 20:17 GMT PIPMTTR 3
B Alarm Severity Trouble Ticket
Status Priority Al Locations + | Previcus 4 Months

Priceity 1 Private IP Mean Time 1o Repar

po— PRI ® uTn # TeauTIR & TwewTR
o . " s # Tes LR
$uoeK PRI 3 vl T d
- PRI4 v
s PRI 510 e Mo v

' — —_— Mo Priority :

MTTR Hours

0 25 5 75
View All Alarms View All Tickats
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verizon

What's Hat: Verizon to aquire Terramark & | Il |

In this example — Pay
Invoice Quick Task,
user will be able to
view bill summary and
pay the bill without
having to navigate to
the Invoices part of
the application

=

Dock with other quick
functions

‘ Quick Tasks >

Pay Invoices

Start typing or drag an invoice from the right to this field

Quick Tasks & Events - Invoices

L
verian ‘ Business Center Home My Services Invoices Orders Service Support

Verizon Enterprise Center’s Repairs and Dashboard

Read mote | Message Center | Next

Welcoma John Doe | Sign Out

Setiings | Favorites | History | Support Qmw(-wu

v

Timeline Events
Today, Tue, Feb1, 2011

Billing Account: ‘ 001276872039

Invoice Date: ‘ February 20

G

Mon, Jan 20, 2011

Payment Amount: | 108,84

Pay from Account: ‘ BA 36456 - 23345

Wigw Summary v Goto Detall Page

Billing Reports Billing Inquiry

e

Order Type Summary

Total Charge Breakdown by Invoice Type

Invoice for Account 001678372921 - $2,345.45

Mon, Dec 20, 2010

5 | invoice for Account 001276872338 - $1,775.41

(22| Invoice for Account 001678972921~ 36,141 95

Billing Charge Category Trend

sy Pt M1l

togrited Chirgn Cilegry Sty

- _

§9 §3k 2K §3K FAK FIE §eR

Network Alarms and Tickets

As of Feb 01 20:17 GMT
Alarm Severity Trouble Ticket
Status Priority

PRI
PRI2
PRI3
PRI4
PRI 6-10
N Priority
0 25 5 75

View All Alarms View All Tickets

011 | Privacy Folicy | Terms & Concitions | Yerizon Business P

oice for Account 001276572333 iz ready (due Feb 20) - $109.584 ‘—‘

(2 | invaice for Account 001276872839 - $2,235.00 e

Customize | €3 l

Fiter: |_Invoices ™

Invoice for Account 001678372921 is ready (due Fek 20) - §1,22547

Dashioard Details | €33

Total Billing Spend Trend

Irtegrated Morthly Statement Summary
Mar 2010 - Fab 2011

0

A I S e
Date.

Operational Performance

PIP MTTR v
Al Locations W | Previous 4 Months

Pricrity 1 Privata IP Maan Tima 1o Repair

® suTR  ® TeANTIR & TweuTR
" - rern ® v
“ wo g
327 wnweml 40 3
-l il o Oy E
2 o 5
usHe—He—Ha. -
o e as

’A

List of events that the
customer can take
action on - for e.g.
Invoice available for
account XXXXXXXXXX

Click on the event to
start the quick task.
In this case — it will
automatically
populate Pay/View
invoices QT

Developed by Accenture. Confidential and proprietary material for authorized Verizon Incorporated personnel only. Use, disclosure or distribution of this material is not permitted to any unauthorized persons or third parties except by written agreement. 15



Quick Tasks & Events — Order Status

verizon -

verizon | Business Center Home My Services Invoices Orders Service Support Tools
What's Hot Vitzon to aquie Tomssart: EIR1E Verizon Enterprise Gener's Repairs and Dashboard ... Settings | Favorites | History | Support | () Ask verizen
ad more | Message Center | Next
v f

Customize

Quick Tasks >

Timeline Events Fiter: Orlers e
Order Status
Today, Tue, Feb1, 2011 =

Start typing or drag an order from the right to this field
Order 23467 for Accourt 001278872939 is due for creation on Feb 20 |=

Order ID: ‘ 234567 ‘

Orcier 45685 for Accourt 001678372821 is due for creation on Feb 20

“iew Summary v Goto Detall Page )
Mon, Jan 20, 2011

| search | P

Orler S35 for Account 001 276872939 =

Orcer 75662 for Accourt 001678372821

@ Created
Mon, Dec 20, 2010
v
Order 98456 for Account 001276672939 I
X v
A Drder 55568 for Account 001678972921 Grested
Dastiboard Detaits |63
Order Type Summary Billing Charge Category Trend Total Billing Spend Trend

Integrated Morthly Statement Summary
q ) o TS
(EAproducssss—") ) 2o b 2011

—

Crange Semvuce $3H0K
—
Move Serice £ sk
) '
2 Tanes Ll
e K
. &

EE R R g

$0 431 1K EIK K §5K pex
Date
Total Charge Breakdown by Invoice Type Network Alarms and Tickets Operational Performance
As::IFebDlsiD:l7§:; . N——— PIP MTTR 5
g e 2478 | @ arm Severi rouble Ticke
T et by o o - A2 2998 Status Priority Al Locations ¥ | Pravious 4 Months
[y Priority 1 Privata I Maan Tima to Regair
SR ® TwAMTTR & TeouITe

PRI .
PRI 2 —_—
PRI 3
smon I PRI 4
Bann PRI 5-10
s — — Ho Priority

e v - 18 Wievionn L oss s 7

View All Alarms View All Tickets

Copyright ©2011 | Privacy Policy | Terms & Condtiores | Yerizon Businsss
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Message Center Transformation

verizon

AbsiCruz | Ssttings (¥ | SignOut

Nooc Holp? () Ask Verizon Ecwums | Language: US Enqlsh/US Engich [

Verizon | enterprise Center

Enterprise Center (2
Weloome to the Verizon Enterprise account
management hub.

ver! Business Center Home My Services Invoices Orders Service Support Tools
ol Acess & Roquest Staus izon | v PP
- Request Additional Access

= View My Existing Access Reauests

Anncuncing desklop alerts for repairs’ users Message Center

| | | QAS( Verizan

Verizon Enterprise Center maintenance notific:

Accounts & Maintenance Orders T © Ask Verizon
Get instant
Manage your existing lines and accounts, including billing and Place orders and check status for new Voice, Data, IP and Tiodofe Message Center ansvess nOwW.
sanvice changes, Wireless services. Your Enterprise Center home page has a new.... ‘
New Personalization Features 1) Verizon Enterprise Center maintenance notification Delete
* Manage Wireless Lines & Accounts » Create Order (w. PR e far 13
Delete | Read more
= Manage Friends & Famit = View Orders +) Updates Repairs Tickets and Updates experiencing a delay Delste J
(o o s s %) -] oo Orgers ARROUREING new snnancomants o Orers.... o
Learn More +) 2009 Data Breach Investigations supplemental repart  Dslets
Go to Accounts = Feb 20
Delete | Read more
) Verizon Enterprice Center's repairs and dashboard Delele
Feb 18
i i Notification of End of Life
Invoices Repai ‘Access Manager Versions 6.2 and earlier +) Verizon Enterprise Center maintenance otification Delste
Manage billing, payments, and reporting online. Manage your network tickets and perform testing online. o
Delete | Read more
R Vo Tkets +) Updates Repairs Tickets and Updtes sxperiencing a delay Delets
= Payments = Create Ticket 2009 Data Breach Investigations Supplemental..... N
I Review Data Breaches and Commen Attack Types +) 2009 Data Breach Investigations supplemental report  Delete
* Analysis & Reporting * Initiate Test = Feb 20
oo Invoices Goto Repairs Delete | Razd more ) Verizon Enferprice Center's rapairs and dashiboard Delste
&b 18
1108 af 20 >>
Abol Cruz | Sottings (w) | Sign Out
Need Help? () Ask Verizon s | Language: US English/US Eniish [
\— lelcome John Doe | Sign Out
. veri Business Center Home My Services Invoices Orders Service Support Tools
Vverizon | tnterprise Center izon | v PP
Recent Activity () Quick Links (v - v Support (w.

Announcing desktop alerts for repairs’ users Message Center 1

| | | Qﬁs‘\derwun

Ask Verizon

Verizen Enterprise Center maintenance notification due to..

Enterprise Center @

Welcome to the Verizon Enterprise account

Message Center Get instant
management hub. Ciose (X 9 answers now. ‘
- V‘enzun Enterprise Center maintenance notification  Delete A [“Ask Now |
"
T e T —— Orders | Your Enterprise Center home page has a new look and feell Due t systems maintenance activities, the Verizon Enterprise
fodod Center will be unavailable from 12:01 AM EST through 6:30 AM J
Manage your existing lines and accounts, including biling and Placs orders | Persanalize your Verizon Enterprise Center home page by adding, A— EST an Sunday, March 13th
service changes. Wircless serd  MOving, of removing content to put the taols you US the most difectly at s
your fingertips. Lear more about using these new personalization We Apalogize for any inconvenience these maintenance activitss |
* Manage Wirsless Lines & Accounts * Create Orge| Teatures: | Read more may cause. If you have questions or concems, please contact
= Manage Friends & Family + View Orders - Download the Quick Start Guide us by calling tall free - +1.800.589.8799 or send email to.
— - View Demo
(Seareh for Wieless Number 18 o oo s ... vec-help@verizanbusiness.com
Soiheos | Rea more Sincerely,
2 . .
Delete 4@ Verizon Enterprise Center Product Marketing
Invoices Repairs AR TR VT 0T B SEeT
Manage billng, payments, and reporting online. Manage your network fickets and perform testing cnline. Deleto | Read mors ) Updates Repairs Tickets and Updates experiencing a deley  Delete
har 1

- View Invoices + View Tickets

P i Create Ticket 2009 Data Breach Investigations Supplemental..... +J 2009 Data Breach Investigations supplemental report  Delete
* Pavments * Lreale Ticket Review Data Breaches and Common Attack Types - )
* Analvsis & Reporting * Iniiate Test 11080f205 v

Delete | Read mare

Go to Invoices Go to Repairs
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Tools

Support

Global Search

Deploying a box with all the options referent to the written text.

= OH HOLD, Requires Test Access Window

j= RESOLYED, Pending Customer Confirmation

has updated comments, Pending Customer Action

d ... Settings | Favarites | History | Support Q;-.:-:L Verizon
o
Customize |0
Fiter, | Wiew All b

m

Welcome John Doe | Sign Out

Support Tools 2010

. All Categories
| m

e @ circuits
B
|
l

B Events
Circuit Test
® Devices

£ orders

W PVCs

= OH HOLD, Requires Test Access W L3 Tickets

»7 Advanced Search

s RESOLVED, Pending Customer ContiFration w—

has updated comments, Pending Customer Action

Advanced Search

Developed by Accenture. Confidential and proprietary material for authorized Verizon Incorporated personnel only. Use, disclosure or distribution of this material is not permitted to any unauthorized persons or third parties except by written agreement. 18



verizon Search Results View

Global Search always visible

eicoime John Doe | Sign Out

mimn | Business Center Home My Services Invoices Orders Service Support Tools

fmm el € n Verizon Enterprise Center’s Repairs and Dashboard .. Settings | Favorites | History Support Q Ask Verizor
. " e . Read more | Message Center | Next
"Hide" button offers the possibility to increase p—— v L i ) i
the visualization of the table content. Navigation options area, “Show rows”, “Previous and Next

page” and “Go to Page”.

St 1S (About 1000 results) =‘
Filter by: ] Mide Alarms Crouts Events Crout Test Devices Orders PVCs Tickets
£ Catey
. (KIKY T Showrows 10 » m Previos Page 1 o129 Nexty Go to Page .
Alarms (19 AlwmiD ¥ Severity Crested Type State Status Al Secvice 0 Ticket Sory A
reunts (1 Date/Tune Number

Criticel 12302008 Router  Acknowiedged

10:48 AM GMT
Category s
1 P £ L2 L) , ~FRWOD AARAAAAAAsBan

selected in Bold Ve (8 3855900 Criticel :gfgr:o:swx Router  Acknowiedged Hsnded my BOEeINO? R G
Loreoll] Criticel 1203072008 Router  Acknowiedged Manded Category  DUIS(WOTENN01 200000008 Croy

£ Time Period 1048 AM GMT Name 1
Critical 120072008  Router Acknowiedged Mendled Category  BCER{IWDIE0001 Crex

10148 AM GMT Narn 1
2505908 Cloar 120302008 Router Acknowledged Manded Category  BUIB(IVOZE0001 Cre

10148 AM GMT Name 1

& Country Code

A s oot 68228441 Cloar 12302008 Router Acknowiedged Handed Category  BCERIWOTE0001 Cra

"Show more criteria" option, appears at the bottom left side.
Clickingin "Show more criteria" option, it deploys the rest of the criteria options with the vertical scroll offering
@ Service type the possibility to see all the options.

okt ACknowiedged Handed Category | ELERTWOTENN01 Crex
U0 AM GMT Nome 1

Show more criteria -

Developed by Accenture. Confidential and proprietary material for authorized Verizon Incorporated personnel only. Use, disclosure or distribution of this material is not permitted to any unauthorized persons or third parties except by written agreement. 19



verizon

Accounts & Services
“My Services”
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verizon My Services Experience

Integrated account and services explorer
e Various view of customer inventory — By Accounts

Display of customer’s services

Ability to initiate transactions like repair, ordering (MACD), network tools
from the list

Welcome John Doe | Sign Out

Sncaueinn 8t Mactin

Mo Ho? () Ask Verizon Lingusge s E

’, ..u:‘ verizon i Business Center Home My Services Invoices Orders Service Support Tools _

Verizon Enterprise Ce:
S Read more | M

verizon | Enterprise Center

SecantAsviy ¥ QUOSUMS ¥ SeahCras v Uimes v Ssmpent v What's Hot: Verizon to
Onters | volces | Repsirs | MetworkTools | ITSolutions | Securlty

roma ¥ | WANTTO... '
Accounts & Maintenance Structure Defaunt Position Defaust 5ot posicn

Meruaga awsirg lives. and secounts

—"

‘VRrIEoR EnMATprise Conter Maintenance
Fooruary 20

Oeiets | Rsac more @103 My Services

Services ¥ Service ID Q Customize |

Cw

Accounts Explorer @ hide List View
Pay As You Go Cloud Computing

= @ Goodman Manufacturing (Company)

. Fiter | Sort | Download |3
- b = + @ Pioneer Metals Inc (Company) Goodman Manufacturing / Pioneer Metals Inc / 01770795 I
& 01770795 (Billing Account) Circuit v  Type Service Service Address
03409328 (Blling Account) WILPAKB | PIP A: 990 Manufacturers Rd, Dayton, TN 37321, USA
Power on Demand [ 3028941012 (Billing Account) Z: United States Government, 4112 Nolensville Pike, Nastville, TN 37211, USA

[

WOM13583 v DS-1 Private Line | A: 990 Manufacturers Rd, Dayton, TN 37321, USA
. . [ 3028941013 (Billing Account) 2- Nashville. TN 37210 USA
(] 6312713445 (Billing Account) K99789 v WILPAK-B | PIP A: Nh 35, San Antonio, TX 78233, USA
. Z: 1201 Main St #500, Dallas, TX 75202, USA
Account Explorer £ N6094166 (Billing Account) o s
K99788 v DS1 Private Line | A: NI 35, San Antonio, TX 78233, USA
] P1430190 (Billing Account) Z: Houston, TX 77020, USA
Find: iy et e [ g N S Trpms | S Sri v5SiLD - WILPAKB | PIP A: 7077 Oakland Mills Rd, Columbia, MD 21046, USA
oy o | o S " ~po £ P1430220 (Billing Account) Z: 4900 Washington BNd, Halethorpe, MD 21227, USA
[ Y2280010 (Billing Account) DS-1 Private Line | A: 7077 Oakland Mills Rd, Columbia, MD 21046, USA
— Tw — [ Y2280120 (Billing Account) Z: 4900 Washington Bivd, Halethorpe, MD 21227, USA

WILPAK-B | PIP : Jacksonville, FL 32209, USA

: 2225 Dennis St, Jacksonville, FL 32204, USA

: Jacksonville, FL 32209, USA
: Jacksonville, FL 32204, USA

: 6903 Snowden Rd, Fort Worth, TX 76140, USA
2 bving, TX 75062, USA

N»

+ @ Tuliman Metals Inc (Company)

DS Private Line

N>

WOV50962 v WILPAK-B | PIP

N>

DS-1 Private Line

»

: 6903 Snowden Rd, Fort Worth, TX 76140, USA
: 1201 Main St #500, Dallas, TX 75202, USA

N

Pane 1 of
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verizon

mimn ‘ Business Center Home

My Services

Invoices

Orders

Service Support Tools

Redesigned My Services — List View

Welcome John Doe | Sign Out

Read more

\

What's Hot: Verizon to aquire Terramark 6 N =
My Services
Accounts Explorer B Hide List View

® @ Goodman Manufacturing (Company)

# ¢ Pioneer Metals Inc (Company)

v

Verizon Enterprise Center’s Repairs and Dashboard ...
Message Center

Next

Settings | Favorites | History

| Support Q Ask Verizor

/

Services v Service ID

Goodman Manufacturing / Pioneer Metals Inc / 01770795

|

—

Y | WANTTO... '

Q Customize | {3

L m

Fiter | Sort | Download \_' J

Point and click to perform

r—p—p

- WI9I AL Circuit w Type Service Service Address
i SAANE, (EiNing (ecourt) WOM13584 v WILPAKB | PP A: 990 Manufacturers Rd, Dayton, TN 37321, USA
[ 3028941012 (Billing Account) Z: United States Government, 4112 Nolensville Pike, Nashville, TN 37211, USA
pa WOM13583 v DS Private Line | A: 990 Manufacturers Rd, Dayton, TN 37321, USA
[ 3028941013 (Billing Account) 2: Nastuille, TN 37210, USA
(& 6312713445 (Billing Account) WOK99789 v|  WILPAK-B | PIP A: N h 35, San Antonio, TX 78233, USA
: 1201 M t #5 TX 75 U
E] N6094166 (Billing Account) #5101 M U900, Dol 1CTHe0%, UoA
WO0K99788 v DS-1 Private Line | A: N1h 35, San Antonio, TX 78233, USA
E] P1430190 (Billing Account) Z: Houston, TX 77020, USA
- WOL19578 v WILPAK-B | PIP A: 7077 Oakland Mills Rd, Columbia, MD 21046, USA
B P1430220 (Billing Account) Z: 4900 Washington BN, Halethorpe, MD 21227, USA Explore entitled services
@ Y2280010 (Billing Account) WOL19577 v |  DS-1 Private Line | A: 7077 Oakland Mills Rd, Columbia, MD 21046, USA luti 2 d ’
[ Y2280120 (Billing Account) Z: 4900 Washington Bivd, Halethorpe, MD 21227, USA SO utlons pro UCtS
WO0S04536 v WILPAK-B = PIP A: Jacksonville, FL 32209, USA
# @ Tullman Metals Inc (Company) Z: 2225 Dennis St, Jacksomville, FL 32204, USA
— X X W0S04521 v DS Private Line | A: Jacksonville, FL 32209, USA
Z: Jacksonville, FL 32204, USA 2 H H
T— WOV50962 v WILPAK-B | PIP A: 6903 Snowden Rd, Fort Worth, TX 76140, USA
Z: lrving, TX 75062, USA
WOV50960 v DS-1 Private Line = A: 6903 Snowden Rd, Fort Worth, TX 76140, USA
Z:

1201 Main St #500, Dallas, TX 75202, USA

Pane 1of o
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Redesigned My Services — List View

Welcome John Doe | Sign Out

# @ Goodman Manufacturing (Company)
@ Pioneer Metals Inc (Company)

G * Select this account at)
® View details
* View invoice

sunt)
sunt)
£ 6312713445 (Billing Account)
E] N6094166 (Billing Account)
[E] P1430190 (Billing Account)
B P1430220 (Billing Account)
[E Y2280010 (Billing Account)
B Y2280120 (Billing Account)

# @ Tullman Metals Inc (Company)

| Business Center Home My Services Invoices Orders Service Support Tools —
User can make
. - S NS s Verizon Enterprise Center’s Repairs and Dashboard ... Settings | Favorites | History | Support Ask Verizon
SeleCtlonS from bllllng e S P il Read more | Message Center | Next s X R2H PP Q
account menu Iayer e — Y. — e
(e.g., Select this v IWANTTO... |
account)
My Services Services v Service ID Q Custamize | 3
Accounts Explorer B Hide List View

Fitter | Sort | Download \,J
Goodman Manufacturing / Pioneer Metals Inc / 01770795

Circuit v Type Service Service Address
WOM13584 v WILPAK-B | PIP A: 990 Manufacturers Rd, Dayton, TN 37321, USA
Z: United States Government, 4112 Nolensville Pike, Nashwille, TN 37211, USA
WOM13583 v DS Private Line | A: 990 Manufacturers Rd, Dayton, TN 37321, USA
Z: Nashwille, TN 37210, USA
WOK99789 v WILPAK-B = PIP A: N Ih 35, San Antonio, TX 78233, USA
Z: 1201 Main St #500, Dallas, TX 75202, USA
WOK99788 v DS-1 Private Line | A: NIh 35, San Antonio, TX 78233, USA
Z: Houston, TX 77020, USA
WOL19578 v WILPAK-B | PIP A: 7077 Oakland Mills Rd, Columbia, MD 21046, USA
Z: 4900 Washington Bivd, Halethorpe, MD 21227, USA
WOL19577 v DS Private Line | A: 7077 Oakland Mills Rd, Columbia, MD 21046, USA
Z: 4900 Washington Bivd, Halethorpe, MD 21227, USA
W0S04536 v WILPAK-B = PIP A: Jacksonmlle, FL 32209, USA
2Z: 2225 Dennis St, Jacksonville, FL 32204, USA
WO0S04521 v DS-1 Pnvate Line | A: Jacksonville, FL 32209, USA
Z: Jacksomville, FL 32204, USA
WOV50962 v WILPAK-B | PIP A: 6903 Snowden Rd, Fort Worth, TX 76140, USA
Z: Iving, TX 75062, USA
WOV50960 v DS-1 Private Line | A: 6903 Snowden Rd, Fort Worth, TX 76140, USA
2Z: 1201 Main St #500, Dallas, TX 75202, USA

Pane 1of o

|

o m '="1
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verizon Redesigned My Services - Grid View

Welcome John Doe | Sign Out

verimn I Business Center Orders Service Support Tools _

User sees a constant

What's Hot: Verizon to aquire Terra prog reSSIOn In thelr path ter's Repairs and Dashboard ... Settings | Favorites | History | Support Q Ask Verizon
= . B ssage Center | Next
that instills confidence. [ N —
. . ¥ | WANTTO... '
User clicked Select this i‘
account from the ol Services v |Service ID Q| customize (@) |

previous slide. User can
make selections from

services menu layer for |[ts Explorer
circuits Manufacturing (Company)
Inc (Company) Goodman Manufacturing / Pioneer Metals Inc / 01770795

B Hide List View

Fiter | Sort | Download | 3%

B 01770795 (Billing Circuit v  Type Service Service Address
5 03409328 (Billing Accoun
(] 3028941012 (Billing Account)

WOM13584 v WILPAK-B | PIP 990 Manufacturers Rd, Dayton, TN 37321, USA

United States Government, 4112 Nolensville Pike, Nashville, TN 37211, USA

® Change bandwidth
[ 3028941013 (Billing Account) * Change service il I
- ® Di i Y .
( 6312713445 (Billing Account) A ai"fg'::x:;emce PIP N Ih 35, San Antonio, TX 78233, USA
1201 Main St£500, Dallas, TX 75202, USA
£l N6094166 (Billing Account) o Gttt otk il i
. Private Line N Ih 35, San Antonio, TX 78233, USA

Test/Triage
WOL18578 v WILPAKB | PIP

] P1430190 (Billing Account) Houston, TX 77020, USA

7077 Oakland Mills Rd, Columbia, MD 21046, USA
4900 Washington Bivd, Halethorpe, MD 21227, USA

7077 Oakland Mills Rd, Columbia, MD 21046, USA
4900 Washington Bivd, Halethorpe, MD 21227, USA

Jacksonmille, FL 32209, USA
2225 Dennis St, Jacksonville, FL 32204, USA

Jacksonville, FL 32209, USA
Jacksonville, FL 32204, USA

6903 Snowden Rd, Fort Worth, TX 76140, USA
kving, TX 75062, USA

6903 Snowden Rd, Fort Worth, TX 76140, USA
: 1201 Main St #500, Dallas, TX 75202, USA

Bl P1430220 (Billing Account)
& Y2280010 (Billing Account) WOL19577 v |  DS-1 Private Line
B Y2280120 (Billing Account)

WO0S04536 v WILPAK-B | PIP
# @ Tullman Metals Inc (Company)

W0S04521 v DS-1 Pnivate Line

WOV50962 v WILPAK-B | PIP

WOV50960 v DS-1 Private Line

NEINDNBINBINDIND N NBI N ND
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verizon

Service Support
(Service Assurance)
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\— Repairs - Current Page
verizon

Jacqueline St Martin = Settings Sign Out

Nesd Help? (> Ask Verizon Language: US Engiish/US Engiish [

verizon | Enterprise Center

Recent Activity (v uick Links (w| Search/Create (w Utilities (w| Support [w

Home Accounts & Maintenance Orders Invoices Repairs Network Tools IT Solutions Securl
| | | | \ | | | |

Overview | View Tickets = Create Ticket = Reporis

Home / Repairs
Repairs @
Manage service issues by creating, viewing,

::?al:\r?& Is;(;:;:ﬁr;?slidmls for your voice, February 20 i . N O access to map VI eW
g : Delete | Read more ®106@ : ) )
with same filter options
Tickets Reports Repair Tools as ta_bl e V| ew

Manage service issues by creating, viewing, updating Create custom reports or choose from standard reports Enhance online maintenance with these tools.
ind testing tickets for your Voice, Data and IP accounts. to trend ticket activities for your voice, data and IP = Create/View Hosting Service Trouble Tickets

lew Tickets services.

g Create Tickets

Verizon Enterprise Center Maintenance..... Close (x

Inefficient use of space
with links and static text

= Request IP Address Management

* View Reports = Manage Ticket Status Notifications NO access to Calendar /
time-based view (e.g.
last month’s tickets)

Inconsistencies
Power on Demand between tables in
different goal areas,

- . 000000000000000 a4 p .
Important information TG e.g., customize and
filters

SCI‘O”Ed out Of VleW Find Tickets by | Ticket Number %) Ticket Number state

e required for Verizon Access circuits.

Trouble Ticket Summary ( All open tickets and 1 days Open in new window

‘Save to Flle Refresh List

Showing all | Show flagged

Filter | Sort |Customize | Legend

User has to click and -
navigate to ticket details
page to view info or

Showing 1 to 10 of 14 (3)

2009100606180 ' ALLSTA-HUDSON-  Usage Stats  3days 18hrs 41 OPEN - TO BE Analyze  The ticket has been assigned toa
make u pdateS ConteXt 486481E001 Inquiry mins WORKED Verizon technician.
3 2010091712435 A BCBKFOPROGO1 Test 3days 19hrs32 OPEN-TOBE  CPE Analyze/  Queued for work by a Verizon
th H t bl H | t Assistance | mins WORKED Dispatch  technician./The Verizon technician
within taole IS 10St. Requestad has anived at the dispatch location
a 2011012006280 | STERL- Modem issue 23 hrs 21 mins DEFERRED - VERIFY CPE Analyzel A Verizon technician has been
SANANTONIO- CUSTOMER OnHold  assigned./Indication is that there is
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verizon Service Assurance / Support Experience

e |ntegration of calendar, charts, graphs and maps for repair view
e Quick access to all functionality related to repairs (“l want to”

“Call to Action” indicators on incidents that require customer action
* In-line actions for quicker transactions

Collaboration via click to chat and discussion

\/ lelcome John Doe | Sign Out

\/ wﬁm Business Center Home My Services Invoices Orders Service Support
Verizon | enterprise Center |

Homa | Ascounts & Mainwnasce | Orders | lvoloss

What's Hot Vartzon 1o squir Taracerk| (RIS Verizon Enterprise Center’s Repairs and Dashboard Support | () Ask Veerizon

Overview  View Tigkets | Greate Tiskel | Reports Read more | Message Center | Next

- v —
Repairs * u
Manage servion saies by crealing, vigwing, i Emlerbiss Conter Malmanance. . Cime . | 4 IWANTTO... |
UBGABNG, AN 18S3NG TEKRLS Tor YOUr VOICa, Fetreary 20
data, and IP sccourts. [ ®10008

Check Status Get Reports Submit a Request Communicate Learn
Tiexata Reports ® View ticketsincidents ® Analysis & reporting # Report an incident Arouble ® AskVerizon ® Howio use
‘SHACE 508 By CUAING VR USRI ® Vigw tests ® Testaline = Contactus

oo
Bchats fr your Voice, Dith #nd [P gccounts, 1190 Seki achiies o ot vo. cath i 1P
sarvcss

* Ve egons

Pay As You Go Cloud Computing

2

® ‘iew changes Manage Nofifications

® Request a change

® igw cther service requests ® Manage ticket status notifications ® Eriter & billing incuiry

#Manage custam notifications

All Incidents Tests

Find fickets B

Filter | Sort | SavetoFie | Legend | Refresh

Other service requests

® Discuss your services & requests
® Share documents

View: List |

alendar | Charts,

® Search the Knowledge Base
® Traubleshootyour services
® Readtechnical blogs

aphs | Map Customize [}

Showing 1to 10 of 10

Power on Demand Ticket Number v Service ID Issue Type Last Updated  Service Type Creation Date / Time  Status Milestone T
-
S 8 i & 2011100806180 ALLSTA-HUDSON- Usage Stats Inguiry 024372011 SYCmanaged 01M452011 Open -to be worked | Analyze
- 4GE4G1ENM 04:03PM EST 02:234M EST
Vi Tickats 7 L} u
Find Tickets by | Ticket Number ) et numter Stam 0 .2 2011034537562 BCBKFOPROONT Test Assistance azA 142011 Circuit 014 22011 Open -to be worked | Analyze / Dispatch
Stain raguared for Verizon Actess St Recuested 14:42PM EST 10:3440 EST ™ ™
Troubln Tieast Summary | ANl open fickats and 1 diys of clased tickits | Coen i new wnaow B .2 2011012004287 Sterl - Sanfntonio Modem Issue Priorty 4 020372011 SVCmanaged 011472011 Deferred customer Analyze § On Holot
S G e T BE2243E001 0:034M EST 09.235M EST time . N
e .Z 2011094537562 BCBRFOPROOOT Test Assistance 0zA142011 Circuit 01272011 Open -to be worked | Analyze [ Dispatch
Tiekees. Recuested 14:42PM EST 103440 EST
Tt L X
lﬁaama EE _3 2011100606180 ALLSTA-HUDSON- Usage Stats Incuiry 02A 302011 SYCmanaged o1Maz2m Open - to be worked | Analyze
T o ey | The it e s 8 46E451E001 04:03FPM EST 03:234M EST
ra " ungen e = =
2 Sdmp 19X CPENTOBE OFE Anabyunl  Curmnd for work by @ Verizn
. S Daprich | chelclen.T frermizen B 2011020802574 WOWE3012-187783  Circut Dowen Hard 026 472011 Ger Resolved aut
San arnms at e acadin =

Ry Crg B! A Ve teche ciae e bmar
Onbs  sssgad fnsczson s futthem i
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\—

verizon

Important information
no longer scrolled out
of view

wemzon to aguire Terramark

Home My Services

L ]

Check Status

& view ticketsincidents

® ey tests

®iew changes

& Yiew other zervice requests

_-'--...___‘_____ v

Get Reports
® Analysis & reporting

Manage Notifications
® Manage ticket status notifications

Tickets requiring action are
sorted to the top of the
table

® Wanage custom notifications

ents Tests

Find tickets

Filter | Sort | Sawveto File | Legend | Refresh

Redesigned Repairs

Click to view
calendar / time-
based view.

View repairs

and graphs.

o TS o

Read more | Message Cai

related charts

Map view with
same filter
options as
table view

L

Submit a Request

#® Report an incidenttrouble

® Testaline

® Request a change

#® Enter a hilling inguiry
Cther service requests

“iew: List |

Calendar |

Learn \

* Howtousp

* Search thd Knowledge Base
sts ®* Trouhleshpotyour serices

* Readtechhical blogs

v

Charts/Graphs | Map Customize @

Showing 1to 10 of 10

A [WANTTO...[

Efficient use of space.

Entitlement-based
links are inside mega
menus and
collapsible ‘| want to’
section.

(Allows variable
number of links
without requiring

Ticket Number v  Service ID Issue Type Last Updated  Service Type Creation Date / Time Status Milestone Yo
b} _ dedicated screen real
& 2011100608180 ALLSTA-HUDSOM- Uzage Stats Inguiry 020 352011 SVOmanaged 01452011 Open -to be worked | Analyze
= . .
4E6431E0D1 0e:03FM EST 09:238M EST = = estate_)
'.1 2011094537562 BCEKFOPROOO1 Test Azzistance 02152011 Circuit 01252011 Open - to be woarked | Analyze fDispatch
Reguested 14:42PM EST 10534480 EST -
# Expand Rove for tasks
> ® Yiew Ticket Details andntonio Modem |szsue Priorty 4 020302011 SWCmansged 011 452011 Deferred customer
/ . 001 09:034M EST 032380 EST time Roll-over to
'-1 2011094537562 BCEKFOPROOOM Test Azzistance 02152011 Circuit 0122011 Cpen - to be warked see Status
Reguested 14 42PM EST 103480 EST detal IS and
: H EON-  Usage Stats Incuiry 02132011 SVCmanaged 011412011 pen - to be worked | 11 ilestone
Menu for task or details choice (1 D3N EST 05.23AM EST
— summary
ﬂ 2011020502874 WOVIS012-187768  Circuit Dovwn Hard 021472011 e [ Bl Resolved autrgilose | Resdlve ! I

by
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verizon

_
verizon

| Business Center

Home

My Services

Invoices ] 1 Service Support

Tools

Redesigned Repairs - Row Expanded (Milestone Log)

Welcome John Doe | Sign Out

What's Hot: Verizon lo aquire Terramark 4= Il Wernzon Enterprise Cenier’s Repairs and Dashboard ... Setlings | Favorites History | Support Q Ask Verizon
Read more | Message Center | MNext
* | WANTTO...
All Incidents Tests View: List | Calendar | Charts/Graphs | Map Customize @l j
Find tickets [ Go |
Filter | Zort | ZawvetoFie | Legend | Refresh Showing 110 10 of 10
Ticket Number v  Service ID Issue Type Last Updated  Service Type Creation Date / Time Status Milestone e
& 2011100806130 ALLSTA-HUDSOMN- Usage Stats Inguiry 021352011 SVCmanaged 01 M 452011 Open -to be worked | Analyze
- 466451E001 04:05PM EST 09: 2380 EST - -
'.2 2011094537562 BCBEKFOPROOOY Test Assistance 02A1/2011 Circuit 01 M 252011 Open -to be worked | Analyze ! Dispatch
Reguested 14 42PM EST 10:344M EST - -
Update Ticket  Add Cotnment View By Milestone Log - ‘ V|eW by Milestone |Og
selected. Other choices
Thursday, Jan 20, 2011 10:20:25 AM EST Create Open Include TICket
Thursday, Jan 20, 2011 3:26:28 P EST Analyze Tech marking issue Informatlon Serv'ce
)
Thursday, Jan 20, 2011 4:34:52 PM EST On hold CPE Werifization H I 2 9
nformation or Ticket
m Thursday, Feb 09, 2011 3:34:55 PM EST Analyze CFPE YWearification ACtIVIty
Thursday, Feb 10, 2011 3:34:55 PM EST Anahze Tech womking issue = —
'_2 201101 2004287 Sterl - SanAntonio Modem lzsue Prioty 4 020352011 EVCmanaged 01142014 Deferred customer Anglyze [ On Hold
B62243E004 09:034M EST 09:234M EST time ‘ ‘
'.2 2011094537562 BCEKFOPROOOT Test Assistance 021172011 CircLit 01 M 22011 Open -to be worked | Analyze fDispatch
Fegquested 14 42PM EST 103440 EST r r
User can expand row to Test Assistance 02A1/2011 Cir 2 Open -to be warked | Analyze h

-See additional ticket details
-Make updates directly within table.
-Easy to maintain context within table

erts
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verizon Redesigned Repairs - Row Expanded (View by menu)

verizon | Business Center Home My Services

Invoices Orders Service Support

Tools

Welcome John Doe | Sign Out

History Support Q Ask Verizon

What's Hol: Verizon to aquire Teramark & Il = Venzon Enterprise Center's Repairs and Dashboard ...
Read more | Message Center | Next
Wiew: List

All Incidents Tests

Find tickets m

Filter | Sort | SavetoFile | Legend | Refresh

| Calendar

-,

¥ IWANTTO...

| Charis/Graphs | Map Customize ﬂl

[

Showing 1 to 10 af 10

Ticket Number v  Service ID Issue Type Last Updated  Service Type Creation Date /| Time Status Milestone e
& 2011100606180 ALLETA-HUDSOR- Usage Stats Inguiry 0241352011 SV Cmanaged 011452011 Open - to be worked | Analyze
- 466451 E001 04:03PM EST 092340 EST - "
'.2 2011094537562 BCBKFOPROO01 Test Assistance 021152011 Circuit 01252011 Open - to be worked | Analyze fDispstch
Requested 14:42PM EST 10:3484M EST

k0 -,

Update Ticket  Add Commetit *

View By Miestons Log

Milestone Log
- Ticket Information

L€

Milestone

View by: menu drop-
down with Ticket Activity

Thursda Service INformation 5 AM EST  Create Dpen selected.
1 Ticket Activity -
Thursda, FM EST Anahze Tech waking issue WMofged on by tach T
Thursday, Jan 20, 2011 4:34:52 P EST On hold CPE Werification  Equipment problem
m Thursday, Feb 09, 2011 2:34:55 PM EST Analyze CPE Verification  Equipment problem
Thursday, Feb 10, 2011 3:34:55 PM EST Analyze Tech working issue Woked on by tech
'_2 201101 2004287 Sterl - Sandntonio Modem lzsue Prioty 4 020302011 SvCmanaged 011472011 Deferred customer Analyze fOn Haold
GEZ243E001 09:034M EST 09:238M EST time - -
'.2 2011094537562 BCBKFOPROO01 Test Assistance 021152011 Circuit 01252011 Open - to be worked | Analyze fDispstch
Requested 14:42PM EST 103480 EST - -
US(—Z‘I‘ can expand row tO Test Assistance 021152011 Cpen - to be warked | Analyze h

-See additional ticket details
-Make updates directly within table.
-Easy to maintain context within table

erts
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verizon

Redesigned Repairs - Row Expanded (Ticket Activity)

\— ome J e | Sign Out
verizon | Business Center Home My Services Invoices Orders Service Support Tools _
VWhat's Hol: Verizon o aquire Teramark 4= Il 4 Verizon Entemprise Center's Repairs and Dashboard ... Setlings | Favorites History Support Q Ask Verizon
Read more | Message Center | Next
¥ | WANTTO... |' |_
Al Incidents Tests View: List | Calendar | Charts/Graphs | Map Customize | @ | j
Find tickets [ Go |
Filter | Zart | SawetoFile | Legend | Refresh Showing 1 to 10 of 10
Ticket Number v  Service ID Issue Type Last Updated  Service Type Creation Date / Time  Status Milestone T
& 2011100806180 ALLETA-HUDSOM- U=age Stats Inguiry 02M 372011 SV Cmanaged 011 472011 Open -to be warked | Analyze
- 466451 EOO01 04:03PM EST 09: 23480 EST r -
;2 2011094537562 BCBKFOPROOO Test Assistance 02112011 Circuit 01 M 252011 Open - to be worked | Analyze [ Dispatch
Fequested 14:42PM EST 10:344M EST = =
Update Ticket  Add Comment - Wiew By Ticket Activity - 6 |

View by: Ticket Activity
selected. Other choices

24 Update HCCAR.IPMCC 1262342008 05:03  Open - .
Customer PRI GMT-04:00 include Ticket
Comments: Automated customer notification sent Informatlon 1 SerVICe

Information or Milestone

o @ | Log

'_2 2011012004287 Sterl - Sandntanio Mocem lzsue Priotty 4 02003752011 EWCmanaged 011452011 Deferred customer Analyze fOn Hold
BE2243E004 09:034M EST 09:234M EST time ™ ™
'.2 2011094557562 BCBKFOPROOOY Test Assistance 02112011 Circuit 01 M 252011 Open - to be worked | Analyze [ Dispatch
Requested 14:42PM EST 10:344M EST - -

User can expand row to:

-Make updates directly with

-See additional ticket details

-Easy to maintain context within table

Test Azsistance 021102011

0171 == Open -to be warked | Analyze

L.
A a i

erts

in table.
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verizon

Redesigned Repairs — View By: Ticket Activity

Welcome John Doe | Sign Out

mim | Business Center Home My Services Invoices Orders Service Support Tools

Support

Verizon Eniterprise Center's Repairs and Dashbeard ..
Read more | Message Center | Next

What's Hot: Vierizon to aquire Teramark 4= 1l

Q Ask Verizon

v

——

Ticket Details

Trouble Ticket - 2009100606180

Times displayed on the Ticket Details page are displayed in LS Eastern Time unless the user sets a

VIEE tirne zone preference in the user profile using My Profile.

[Back to list ]

All

-

Update Ticket  Add Comment
Milestones

Print  Refresh E

v IWAHITD...I

Customize [@J

| [T

) Ticket Humber Service 1D Alternate Service ID Status
Milestone Log 2009100606150 ALLSTAHUDSON-466451E001 11107290 OPENITO BE WRKD
Ticket Information . .
Ticket Activity
Service Information
C — - R T —
Ticket Activity
i Activity Activity Workgroup Activity Date Re=ulting State Resulting Status
Ticket Tools
History 24 Update  NCCARIPMCC 121232008 0503 Open Ta he wartked
Custamer Pht GWT-04:00
Flag Ticket
Comments: Automated customer notification sent
23 Ticket MCCAR IPMCT 121232009 05:03 Open To bewo
Motification Pht GMT-04:00
Make a selection from View By. This Comments: none
layout is prominent and easily 21 Notty  NOTIFICATION.GNP  10/08/20080928  Open To be worked
. . - PM GMT-04:00
navigable with less cognitive load than
. . - Comments: none
the current design in production.
T— 20  Release DATAIP-ADNMIM 100062008 0927 Open To he warked

PM GMT-04:00

Comments: Suspension released due to Transfer entered by jhfogerty on 2009-10-07-01.27.44 34830

Intarnal Feralatinn cncnancin ar 8

Secure E-ma '

New Ticket Activity table
is easier to understand
and use.
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verizon Redesighed Repairs — View By: All

Welcome John Doe | Sign Out

mi'm_n | Business Center Home My Services Invoices Orders Service Support Tools _
History Support Q Ask Verizon

Verizon Enterprise Center’s Repairs and Dashboard ...
Read more | Message Center | Next

What's Hot ferizon to aquire Terramark 4 11

e — v L m—
v | WANTTO... '
Ticket Details Customize @J j
Trouble Ticket - 2009100606180 RN

Times displayed on the Ticket Details page are displayved in LS Eastern Time unless the user sets a

Vi . ) X :
L5 et o a2 tirne zone preference in the user profile using My Profile.
Al Update Ticket  &dd Comment -
Milestones
) Ticket Humber Service ID Alternate Service ID Status
Milestone Log 2009100606130 ALLSTA-HUDSON-468481E001  LHO7290 OPEN/TO BE WRKD

Ticket Information

Milestone Summary
Service Information

The ticket lifecycle helow shows this ticket's current milestones in vellow. WWhen a custormer action is

Teket Activity needed o progress the ticket, the milestone is shown in red. For more details, refer to the milestone log
ar activity log.
Ticket Tools
History « Create
Flag Ticket Test
[k Analyze  AVenzon technician has been assigned.
Dispatch
On Hold - ..

- . ) ot New Ticket Activity table
Clicking all from the View By section e T —
presents a one page, Ipng form, —
scrollable — and more importantly — Milestone Log
printable view of Milestones, Milestone
Log, Ticket Information, Service S— S B
Information. and Ticket Act|v|ty Tuesday, October 05, 2009 10:46:31 AMEDT  Create Ticket Open Ticket successiuly created
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verizon Redesigned Repairs — Create Ticket (Step 1)

Welcome John Doe | Sign Out

mim_n | Business Center Home My Services Invoices Orders Service Support Tools _

i 1 T i d Seattings Eavarites Histnn o rt Al \ar Y
What's Hot: Verizan to aquirs Temamark LB Verizon Enterprise Center's Repairs and Dashboard ... Setlings | Favorites istory Support Q Ask \erizon
Read more | Message Center | Next
e — v ________..---"—_ -
7 )

. Create Ticket - |dentify Service

. Enter the Circuit ID ar Telephone number or Service 1D
Contact Information thatyou are ha\ringtruublei\rith: BCBKFOPROOOT

ar

Primary Contact
First Name Lai Search for Service ID

*Product or Circuit Type
Diata w

Subproduct fype
ATM Senice b

Alternate Contact
First Name Las{ Profie

ALL - 304LSE v

Seleching &ll Profiles will

return Senice I0S one profile 3t 3 tme

“Country

UNITED STATES -

Street Address &) City (D cState
MA |

b erat oate | useforwiigcard search Thee or more characters State required for US.
mportant updates are ma Follow with * for wildcard search '

E-Mail Notifications 3
Notify me when...

Additional E-mail Addré ~ Service 03

Three or more characters.
Follow with * for wildcard search, k

Sea

Back
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verizon Redesigned Repairs — Create Ticket (Step 1)

\‘/, Welcome John Doe | Sig

verizon | Business Center Home My Services Invoices Orders Service Support Tools
What's Hot: Varizan to acuire Temamark  GallllLE Verizon Enterprise Center’s Repairs and Dashboard .. Seltings | Fawvorites History | Support Q Ask Verizon
Read more | Message Center | Mext
_-'--.________ v ______.-—--_
Create Ticket o
Step 2! Step 3: Step d:
Service and Access Information Issue Details Cuestions
i ) Your test results are in progress
contact Infomatlon A dispatch may be necesssaryto resolve this problem,
Access 1o your office may be required.
N To deterrmine whethar the trouble is in Verizon's
P”maw Contact network, you may isolate the trouble yourself oryou
First Name * Last Name E-mail Address * Phone Number | Extn :‘;‘nﬁ:me“’ have 3'Verizon techniclan ISolate the
Jacqueline | [stmartin | [istmartin1@comcastnd |703-522-8368

‘fou currendly have a Verizon inside wiring and
maintenance plan, You will not be chargad far repairs
to thé wiring and jacks inside your premises in
accordanca with the terms & conditions afyour plan
Alternate Contact

First Name Last Name E-mail Address Phone Number | Extn
E-Mail Notifications {2 Live Chat i
N\Otif)' me when... Ask a Verizon agent ) 4'\i
your question now, —
( Important updates are made to my ticket: (Customize) [ Start Live Chat | \\ I
(]
*Additional E-mail Addresses &
- ; Frequently Asked Questions
]stmartl n @Comca stnet | Gal answers 10 he most frequently asked questions.
= Howe do | know if the serdce has been fumed up?
® I do notwantto receive notifications on this ticket. .

o do | ping roy router?

iy service be afected by intrusive testing?

= Can | get up nodific stions on this ickel?

[ ) = Can | be alerted whan this ticket iz 7
=l - |
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verizon Redesigned Repairs — Create Ticket (Step 2)

Welcome John Doe | Sign Out

mim_n | Business Center Home My Services Invoices Orders Service Support Tools

What's Hot: Verizon to aquire Teramark ¢ I Verizon Enferprise Cenier's Repairs and Dashboard History | Support Q Ask Verizon
Read more | Message Center | Mext
- e v L m——
T | WANTTO...
Create Ticket
Step 1: | step Step 3: Step 4:
Contact Information Issue Dietails Questions

. , O vourtest results are ready
Service and Access Information e

A dispatch may be necesssary to resobve this problem.
Access 10 your office may be required,

0 Please review the Service Address information below to confirm the proper Service ID is identified
for a trouble ticket

To determine whether the rouble is in Verizon's
network, you may isolate the trouble yourself or you
may choose to have a Verizon technician isolate the

- - N trouble.
Service ID Service Address City

BCBKFOPROOO1 12238 SILICON DR SAM AMTOMNIO

You currently have a Verizon inside wiring and
maintenance plan, You will not be charged for repairs

State Postal Code Product Information to the wiring and jacks inslde your premises in
T 78249 FIP with the terms & ions af your plan
* Site Country

UMITED STATES hd
Location A Access Information =

Live Chat .
* Site Access Information & The senvice will be taken out of senice ASk aNeron agent bl
i your question now, =
(O 24 hours a day, 7 days a week unless Nois selected e
. ; ; . 3
® Business Hours Release for intrusive testing? & \ e
() Yes as soon as possible Erequently Asked Questions

O Specific Hours

*Site Contact Name

*Site Contact Phone Number

Access remarks (Max. length: 500 characters)

500 characters remaining

Location Z Access Information

) Yes, atthese times
(Mo, requesting circuit monitoring only

* Have you verified power and equipment?

b

O Use the same access information of Location A for Location Z

O Use different access information for Location Z

(@] Mot applicable

Gel answers lo the most frequently asked questions.
* How do | know if e serice has been lumed ug?
* H

= How will my service be afecled by intrusive festing?

w0 | i rriy router?

= Canl et up notifications on this ticket?
= Can | be alerted whan this ticket is 2
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verizon Redesigned Repairs — Create Ticket (Step 3)

elcome John Doe | Sign Out

verizon | Business Center Home My Services Invoices Orders Service Support Tools

. 5 . . Setling Favy
What's Hot: Varizan to aquins Temamark @l Verizon Enterprise Center's Repairs and Dashboard ... Seltings | Fav
Read more | Message Center | Next

_-"--..._________ v _______,.-—-‘-_

History Support Q Ask Verizon

Create Ticket

Step1: o Step 2 o Step 4:

Contact Information Service and Access Information Questions

I D t _I O Your test results are r eaiy
Ssue Detalls A dispatch may be necesssary to resobve this problem,
Atcess o your office may be required,

To determine whether the frouble is in Verizon's
network, you may isolate the trouble yourself or yow

Entered By may choose ta have & Verzon technician isolate the
Jacqueline St Martin trouble.
Customer Ticket Number ) You currantly have a Verizon inside wiring and

maintenance plan, You will not be charged for repairs
to the wiring and jacks inside your prerises in
accordance with the terms & condilions of your plan

*lssue Type
w
* Issue Description (Max. length: 80 characters)
Live Chat ™
— Ask a Verizon agent 1&]
80 characters remaining your question new, =

- e T \
=a - | o
Frequently Asked Questions

Gelanswers o the most requenlly asked questions.
* How dol know ifihe senice has been lumed ug?

* How dol ping my routar?

* How will my service be gffected by intrusive testing?

* Canl setup notifications on this ticket?
* Canlbe slated whan this licketis 7
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verizon

Redesigned Repairs — Create Ticket (Step 4 )

mim_n | Business Center Home My Services Invoices Orders

Service Support

Icome John Doe | Sign Out

Tools

History Support Q Ask Verizon

__-.—....-.-_

Questions

* Do you authorize a dispatch on this circuit if needed, understanding that there is a
possibility that additional charges may be incurred if the trouble found is not on
Verizon's network?

rves, anytime (O Yes, within business hours only O Mo

* Has any work been done at the "Circuit" location recently?
Oves ONo

*Was this service ever turned up?

COrves ONo

* s it intermittent?

Oves OMNo

Additional Description of the issue: {Please include additional technical details, such
as trace-routes, logs, error messages and recordings, etc.)

1000 characters remaining

What's Hot: Varizon 1o aquirs Tamamark il BLLeh Verizon Enlerprise Center's Repairs and Dashboard ...
Read more | Message Center | Next
_""--._._,______ v
Create Ticket
Step 1: " step i of Step 3 o
Contact Information Service and Access Information Issue Details

i Your lest results ane ready

A dispatch may be necesssaryto resolve this problem.

Access foyour office may be required,

To determinge whether the trouble is inVerizon's
network, you may isolate the trouble yourself oryou
may choose 1o have a Venzon technician isalate the
trovibili.

You currenly have a Verizon inside wiring and
maintenance plan, You will not be charged for repairs
to the wiring and jacks inslde your premises in
atcordancd with the lerms & conditions of your plan

P -
Live Chat i)
Ask a Verizon agent el
Your question now, .,;!_\

rt Live Chat \
B

Frequently Asked Quastions:

Gelanswers 1o the most frequently asked questions.
* How dol know if1he senice has been lumed up?
d ) ping ry pouter?
serice be affected
il setup nolifications an this cket?

* Canl be alated whan this ticket iz 7

trusie testing?

| [T
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Invoices
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verizon Invoices - Current Page

Jacqueling St Martin Settings |w Sign Out
Need Help? () Ask Verizon Language: US English/US English (w

verizgn | Enterprise Center

Recent Activity (w| Quick Links [w| Search/Create (w| Utilities (w| Support | w

“Invoices” page requires
additional navigation to
see a list of invoices.

Home | Accounts & Maintenance | Orders | Invoices ‘ Repairs | Network Tools ‘ IT Solutions ‘ Security ‘

Overview = View Invoices | View Inquiries = Payments | Analysis & Reporting | Paperless Billing

Structure :Default  Position :Default  Set position

invoices and make payments online. Verizon Enterprise Center Maintenance..... Close (x

e Reporting and Analysis tools to February 20

Delete | Read more ©1or3@

User has to scan links
for key items like

Inefficient use of space
with links and static text

Payments Analysis & Reporting

payments and inquiries

Submit/Schedule payments, view history and status,
manage payment account information

Make Vioice, Data & |P Payments (w

= Integrated Repog

I Inquiries Claims

= \ioice, Data & IP (w

Account / Telephone / Circuit + Manage Payment Accounts = Manage Reporting Structures

= Global Biling Report Request

Biling period « Manage Global Biling Reporl Users Complain about

[ - . .

“MostRecent 1) 3 multiple clicks to pay a
bill

M Voice, Data & IP eMedi . . g
LR R ehledia Verizon Enterprise Center

= Manage Electronic Media

i I I 1 = Access Billing Data Downloads [
NO :;]décatlon (t))f”aCEIOHS = Manage Custom Motifications Bloss NO access to Calendar /
needed (e.g., bills to LN LL time-based view (e.g.

pay). Exce 'ence bills due this week)

Winner

Key info about mﬁ_ —

accounts/invoices not
highlighted

(paper free, payment
status)

Best Business Process Automation

111111 00000000 4 »
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verizon

Jbcoustne St Marin | Besteas v  SisOu
Maee wei7 () Rsk Vierizom Langusges: i3

Verizon | tnterprise Center

Racan Acivey w Bupgen ¥
Moms | Accounts & Maintsnance | Ovders | Involces | Repairs | MetworkTools | [T Sciuions | Ssourity
Overview  Yiew Invoices  Yiew mguiries  Payments  Anatvsis & Reooting  Paperiess Billing
Home Structure ‘Detsst  Position ‘Detaut  Sel
Invoices @
View Inveicas and make paymants anine. Verlzan Emsrpriss Ceniar Maintenance. G %
Use the Reporting and Analysis iools to Febraary 20
manage coss. Doiete | Rasd CREEL
View Payments Analysis & Reporting
SubreitSchecule payeenis, view history and status, o —
Insices  Inuies  Guina manage paymant acccun nfamaian OrR Rty

ol & [

* Mianage Sspering

Actount | Telephana | Creut

iling Period
Most Recant

Eanae Yolos, DAL IE stiedia Verizon Enterprise Center

Custom Nothcations

Excelence
10___|
Best Business Process Automation
- 4 »

Invoices Ul Experience

Integration of calendar / time-based view for invoices goal page
Quick access to all functionality related to Invoices (“l want to”)
“Call to Action” indicators on incidents that require customer action
In-line actions for quicker transactions

|

verizon | Business Center Home My Services Invoices Orders Service Support Tools

Verizon Enterprise Center's Repairs and Dashboard

VWhat's Hot Verizon to aguire Teramark 4 Il %
Read more | Message Center | Next
v =
| WANT TO. (
Invoices Inquiries Claims Payments Reports View: List | Calendar | Charts/Graphs Customize |5 |
List Accounts for Invaice Date: | 30 Days - Inwoice Type: Al - m
Filter | Sort | Download | Legend | Guick Find Showing 110 20 of 10,000 ()
DueDate ¥ Invoice # Account Name Invoice Date  Account # Billing City/State ~ Current Charges  Previous Charges  More
024252011 | 00001 2835 FIPER RUDNICK GARY CARY | 02012011 | 000012836952 ] | Battimore, MO §24554 47 (US) | 521,457 21 (US) v
PAY » $
[
02/25i2011 | 000012836 PIPER RUDMICK GARY CARY 020172011 000012836982 EJJ Battimore, MO F24 654 47 (US) $21,457 21 (US) b
Paid v $
[
021452011 00001 2836 PIPER RUDMICK GARY CARY 020172011 000012836982 EJJ Battimore, MO F24 654 47 (US) $21,457 21 (US) b
Paid v $
[
02012011 00001 2836 PIPER RUDMICK GARY CARY 020172011 000012836982 EJJ Batimore, MD $24 654 47 (US) $21,457 21 (US) b
Paid v
aerLre | [
/302011 | 000012838 PIPER RUDNICK GARY CARY | 02012011 | 000012838992 Bl | Batimore, MD $24)554 47 (US) | $21,457.21 (US) x
Overdue &
AT AL e | [
017302011 | 000012636 FIPER RUDNICK GARY CARY | 02012011 | 000012836952 ] | Battimore, MO 24,654 47 (US) | 521,457 21 (US) v
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verizon Redesigned Invoices

Inquiries, Invoices, and Claims corme John Dos | Sign Out

n | Business Center TNl displayed in separate tabs; easy [
to find and no search required

Efficient use of
space.

Click to view

E ttl t b d Hot: Verizon to aquire Teramark 4 Il = Verizonﬁl‘interpri‘ ""“’”’ é""‘: ";4“'t . sy | Support QASP"‘E Calendar /tlme-
n I emen - ase L] e essage Lenler e .
. o v R based view
links are inside
Y IWANTTO... |

mega menus and
collapsible ‘I want ,

\ p . voices Inquiries Claims Payments Reports View: List | Calendar | Charts/Graphs Customize _@
to’ section.

Lizt Accounts for Invaoice Date: 30 Days - Invoice Type: Al - m

- ~ | Important
(A"OWS Varlable Sort | Download | Legend | Guick Find Shiowing 1 to 20 of 10,000 Q‘,I ; )

. information no
number of links Lenm v Invoice # Account Name Invoice Date  Account # Billing City/State ~ Current Charges  Previous Charges  More longer scrolled
Wlth_OUt requiring 02/2572011 | 00001 2836 PIPER RUDNICK GARY CARY | 020152011 | 00001283692 Gl | Battimore, MD $24554 47 (US) | $21 45721 (US) - out of view
dedicated screen PAY $ 4
real estate.)

s | 0000 2836 PIPER RUDNICK GARY CARY | 020152011 | 00001283632 G| | Battimore, MD $24554 47 (US) | $21 45721 (US) -
Paid v $
J
02142011 | 00001 2636 PIPER RUDMICK GA&RY CARY | 02012011 | 000012836092 Bl | Batimore, MO $24554 47 (U5) | $21,457.21 (US) v
Paid v $
g
0012011 | D000 2636 PIPER RUDNICK GARY CARY | 020152011 | 000012836032 Gl | Battimore, MD §24 554 47 (US) | $21 45721 (US) -
Paid v $
ApPLY w | [
Overdue bills biraoizoi1 | 00001 2836 FIFER RUDNICK GARY CARY | 02012011 | 00002836382 Bl Bojigore. V0 sagsear sy | smastm g 1CONS to indicate paper-
Overdue (3 ! ' free billing and one click
clearly marked Pars wrrivs] (4 9
—— to apply
oir30iz011 | 000ONZE36 PIPER RUDMICK GA&RY CARY | 02012011 | 000012636092 Bl | Batimare, MO F24 554 47 (US) | $2145721 (U ,
g ionnnss | nonog e IR B 1 i S ) S A 7 cennn El | cosil e han PEVPYTRES 1Y PO v

One click access to Pay
a bill

Developed by Accenture. Confidential and proprietary material for authorized Verizon Incorporated personnel only. Use, disclosure or distribution of this material is not permitted to any unauthorized persons or third parties except by written agreement. 42



verizon Redesigned Invoices

Welcome John Doe | Sign Out

\ V_,.
verizgn | Business Center Home My Services Invoices Orders Service Support Tools _

What's Hot: Vatizan 10 aguire Teramark LML Verizon Enterprise Center's Repairs and Dashboard ... Setfings | Favorites | History | Support Q Ask Verizon
' Read more | Message Center | Next
P— ——-....___‘__‘_‘__ v __--_-__-_-—— —*‘
} 4 IWANTTO... | r
Check Status Get Reports Manage Invoices Make Payments Communicate Learn _
® Views paymerts @ Download available reports @ View invoices ® hake a paymernt & Askerizon * Howto use -
® Yiew inquiries ® Request & manage reports ® Manade electronic media ® Manage payment accounts e Contactus * Search the Knowledge Base -
® Viewy claims ® Manage reporting structures ® Manage customn notifications e Manage global consclidated payment @ Discuss yourinvoices @ Readtachnical blogs
*® Download ededia hilling data ® Share documents
Invoices Inquiries Claims Payments Reports View: List | Calendar | ChartsiGraphs Custamize |
Filter | Sort | Download | Legend | Guick Find Shoving 1 to 20 of 10,000 @
Due Date v  Invoice # Account Name Invoice Date Account # Billing City/State Current Charges Previous Charges  More
020252011 | 00001 2836 FIPER RUDMICK GARY CARY ozm1/2011 00001 2336992 EJL Battimare, M 24 654 47 (US) F21,457.21 (U5 bl
PAY » S
d
| ozezseeoid | 00001 2836 FIPER RUDMICK GARY CARY ozm1/2011 00001 2336992 EJL Battimare, M 24 654 47 (US) F21,457.21 (U5 bl
Paid + S
[
T m2Mazo1 | o000 2836 PIPER RUDMICK GARY CARY ozm1/2011 0n0oo1 2338992 EJL Battimare, MD 24 B34 .47 (US) F21.457.21 (U=) hi
Paid v $
[
]| ozois2oqq | 000012536 PIPER RUDKICK GARY CARY ozm12011 Q0oaoa1 2336392 EJL Baftimare, M 24 554 .47 (LS F21.457.21 (U= hi
Paid + S
- APPLY > | |
T 043002019 | 00001 2836 PIPER RUDMICK GARY CARY ozm1/2011 DE[D“'I 2536992 EJL Battimare, MD 24 524 .47 (US) §21 4372 hi
= " & - ’
Language secure A lA Alerts Ack Verzo

Developed by Accenture. Confidential and proprietary material for authorized Verizon Incorporated personnel only. Use, disclosure or distribution of this material is not permitted to any unauthorized persons or third parties except by written agreement.



verizon Invoices page - Large accounts

For users with very large numbers of invoices:
*The first few invoices will display

*A message will indicate: “Too many invoices to display all’ e Support
*User will have ability to choose what invoice date and invoice type to view.

Tools

jard .. Sefltings | Favorites | History | Support Q Ask Verizon
it Read more | Message Center | Next
v | WANTTO... l r
Invoices Inquiries Claims Payments Reports View: List | Calendar | Charts/Graphs Custamize |§J |
€ Too many invoices to display all (showing first 20 invoices) view mare invaices
X .
Filter | Sort | Download | Legend | Quick Find Showing 1 ta 20 of 10,000 | ()
Lizt Accounts for Invoice Date: 30 Days -
Due Date +  Invoice # Account Name Invoice ‘Charges Previous Charges  More
Iree cice Type: Al -
02r2502014 | 00001 2536 PIPER RUDMICH GARY CARY 0204420 AT (U F21 4572 (US) ul
PAY > $ ﬂ
— | gzresizoqq | 00001 2636 PIPER RUDNICK GARY CARY | 02012011 | ooooi2e36992 Bl | Batimore, MO £24 654 4T (US) $21 45721 (US) M
Paid v $
[
T 02 4rzoi 00001 2536 PIPER RUDMICH GARY CARY 02012011 00001 2536992 EJ'J Baltimare, kD 24 654 47 (U3 F21.457.21 (US) il
Paid v $
7
T o2mtiezo 00001 2836 PIPER RUDMICH GARY CARY 02012011 00001 2536992 EJ'J Baltimaore, kD F24 654 4T (US) F21 4572 (US) ul
Paid »
$ AppLY | [
T 013020 00001 2836 FIPER RUDMICH GARY CARY 02012011 00001 2336992 EJJ Baltimare, kD F24 B34 .47 (U= F21 45721 (US) bl
Overdue $
BAY » appLy e | |
| 01eEnzon 00001 2836 PIPER RUDMICH GARY CARY o2m172011 00001 2536992 EJ'J Baltimare, kD F24 534 47 (U] $21.437.21 (US) ul
— Fa? BT atur | [T nTmluE B L] g DInDCD D IGh L o D~ Do [nla¥ o Wl kK1 ’ H [ L hArC Tod o8d AT ! h
’ P
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verizon

Ordering
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verizon Orders — Current page (production GA)

Mich

Vincow | Settings (v | Sian Out
Need Help? C_ Ask Verizon Language: US English/US English [w

VveriZon | Enterprise Center

Recent Activity (v Quick Links (v Search/Create (w/ Util

Overview | View Orders | Create Orders

Home / Orders

Orders @
The tools you need to submit orders, track Notification of End of Life Close (%
order status and review order hisk)ry_ Access Manager Versions 6.2 and earlier

Delete | Read more ®1012@
Data, Voice & IP Ordering Tools Create Orders Manage Data, Voice & IP
‘Submit VolP arders or perform service changes. Expand your network with new services including Voice, Moves/Changes/Disconnects
- Request Service Change for former MCI Products Data, Internet & Wireless Products. [_Change Billing Record [+ 3

= Create Orders
= Manage my Contact Book

= Manage my Order Templates
- Data Calculator

- = Extend Ar_\ytimeA::ess From IneffICIent use Of Space
WIS NSRRI e Y P with links and static text

No access to calendar /
————————— — time-based view (e.g.
Quick fina by (Select %) o orders to be installed

Filter Sort Customize ﬂ this Week)

My Current All Current Completed/Cancelled Saved All Showing 1 to 10 of 1
Dats Request Order Customer | Strest Requested
Submitted | # Product | Order ID Status LEL] Address | City/State | Country | Due Date
Change C5QUS715 Pending VERIZON NE usa 11/20/2007
Original INFORM..
E 768073 Install Private Submitted VERIZON test2 boston/MA  USA
P INFORM...
Discnct. DsPW2546  Pending VERIZON NE usa 11/27/2007 B1/HNCA 11/27/2007
Original INFORM... /ATBIT39

1100/D3

User has to SCrO" to See ‘ Discnct. D5PW2547.  Pending I\:‘EFROIé:‘N NE usa g;;r;g; 11/27/2007

Original
FTODO/D

their orders

=] 1833241  Install | Private VERIZON 04/11/2008
P INFORM..

1=} 1833241  Install | Private VERIZON 04/11/2008
P INFORM..

1=} 2218152 Install | Private VERIZON 06/19/2008
P INFORM..

8 2218152 Install | Private VERIZON 06/19/2008
P INFORM..

8 2551112 Install | Private VERIZON 09/25/2008
P INFORM..

2 2551112 Install Private VERIZON 09/25/2008
P INFORM..

Show [ 10 [%] rows [ Update Page 1 of 179 (2 Jump to Page o

. R | ©2011 Verizon | Privacy Policy | Terms & Conditions | Verizon Business N
Developed by Accenture. Confidential and propri s except by written agreement. 46



Orders — Pilot (CCS Ordering)

User has to scroll to see
their orders

Verizon | enterprise Center

Abel Cruz Settings | w Sign Out

Need Help? () Ask Verizon Forums | Language: US Engis/US English (v

Recent Activity (w uick Links [ Support (v
| Hom | Accounts & Maintenance ers | Cha Management | Invoices Repairs Network Tools

Overview View Orders | Create Orders | vBridge  Packages
Home / Orders
Orders
The tools you need to submit orders, track Notification of End of Life Close (x
order status and review order history. Access Manager Versions 6.2 and earlier

Delete | Read more © 10120

Create Order

You have 19 saved items. Resume Order

Create Order (w
‘Copy recent order
#8858486, Private IP, Boston, Massachusetts

#3238762, Private IP, Boston, Massachusetts

#3238577, Private IP, Boston, Massachusetts

View More

Order Type Summary Order Information Center
[ ———F | Need help with online ordering? Check out
All products ad n the training video, view online help, or Live
Incatsenice | I Chat now with customer service.

Change Service
Discannect Service

I Wave Service

= Training Video
= Online Ordering User Guide
= Send Feedback about Ordering

View Orders
Show Filters

[ 5]

9238762 (w

9238577 (w

8780521 (=

B286172 (w

7988125 (w

7773066 (w

7732240 (w

7716329 (w
(453455

7506348 (w

W | | e e ke e e e

Show| 10 B‘ rows | Update

Customize

Status

Submitted

Submitted

Submitted

Submitted

Submitted

Cancelled

Submitted

Submitted

Scheduled

Facilities Install

Submitted

o N

h Chat with Customer Service
o s 10 15 20 \

Product

Private IP
Private IP
Private IP
Private IP
Indirect Voice
(PIC)

Private IP
Centrex
Business Line
Service

Private IP

Private IP -
Ethemet

State/

Order Type | City |Reglon
New Boston Massachusetts
Installati.
New Boston Massachusetts
Installati
New Boston Massachusetts
Installati.
New
Installati.
New
Installati.
New Boston  Massachusetts
Installati
New Boston  Massachusetts
Installati.
New Boston Massachusetts
Installati.
New Boston Massachusetts
Installati
New Boston Massachusetts
Installati.

Page 10f3 2/

Request
Submitted
Date

2010-11-21

2010-10-17

2010-10-17

2010-09-18

2010-08-22

2010-08-04

2010-07-21

2010-07-18

2010-07-18

2010-07-07

_—

Save Viewto Flle | Save Allto Flle

Showing 110 10 of 21 2

2010-09-29

2010-08-18

2010-07-30

2010-06-29

Jump to page

Order
Closed

Inefficient use of space
with links and static text

Chart not very
informative/useful. User
cannot remove this.

Developed by Accenture. Confidential and proprietar

©®2011 Verizon | Privacy Policy | Terms & Conditions | Verizon Business

a7

ird parties except by written agreement.



verizon
* Integration of calendar / time-based view for invoices goal page

e Quick access to all functionality related to Invoices (“l want to”)

Orders Transformation

e Click to view calendar / time-based view.

e Important information no longer scrolled out of view

e (Clear, easy to read access to information about orders.

Verizon | enterprise Center

Haoa Hg?

Ask Verizon Language: 5 Entin

Homa Accounts & Malntsnance  Orders.
Overview | ViewOrdrs  Create Onders
Orders 7 -
The tols you need 1o submit orders, track. Notification of End of Life Ciose X
order status and review order hisiory. Access Menager Versions 6.2 and earier
Detee | Re e Vruz®
Data, Voice & IP Ordaring Toals Greata Orders Manage Data, Voica & IP
sumevor st your voion
; Dt Isernat & Wiress Producs Change Biling Record 4
Extend Anytime Access From
Your Mobile Device..
. <
View Orders
‘Quick find by | Select =) "]
Flsse  Son|  Customize [ SewE ey e )
Compiemeicancaiss | Savss Al Showieg 110 10of 1788
Crange Clausms pentm;  VERZON ne A nevmor  swom pr
Orgeal  WFORM atzine
°] Insal  Prvale Submmed VERIZON  wst2 bostonMA USA
" MEORM
== O8PuzsE Pandeg  VERZON ne Az ot
Orgesi  WEORM
Disrct. OBPWESAT. Pentes  VERZON e [ aner
el WFORM.
] Fepp—p— vemzon outvanoa
" WeoR
] oo wam prm vemzon oumzn
[— vemzon owaaos
" WFoRM
Frvs vemzon outoamos
" MEORM
12 st Prvme vERzon cansanos
" e
w® WFoRM
Pagetaf 170 @ Aump o Page. %0
2011 Verizon | Br | Tems&C n

'HBI'EM] ‘ Business Center

Home My Services Invoices Orders Service Support Tools

Verizon Enterprise C: rs and Dashboeard ...

What's Hot Verizon to aguire Terramark & Nl Raad mora | & e | Nt
v L m—
L
Check Status Place an Order Explore Products & Solufions
@ View Orders Mew Maove Featured Solutions
#|nstall a new service » hove an existing service ® [T Solutions
Get Reports ® Order wireless lines, ® Sacurity

® Lnalysis & Reporting

Order Form Tools
® Templates
#® Cortact book

Disconnect

phanes, and accessonies & Disconnect and existing serice

Change Browvse or Design -
# hake a change/add a feature

® Change a billing record

* Change the cartier

® Wanage wireless lines & accounts

4 1WANTTO...

Learn

* How fo use

® Searchthe kKnowledge Base
* Read technical blogs

* Training video

#® Cnline Ordering User Guide
* Send ordering feedback

Communicate

® AskVerizon

* Contactus

® Discussyour orders
® Share docurments

- View: List endar Charts/Graphs Map i &
Voice, Data, and IP Orders Wireless Orders ’ ‘ I ! ! P Customize |G
Order type: Al - m
Filter | Sort | Download | Legend | Guick Find Showing 1 to 50t 5
Request# v Status Product Type City/State Request Due (= Due More
l] 460573 Pending Acceptance Metro Private Line Mew installation Boston, MA 2010-10-07 2010-10-08 2010-10-08 h
U 460571 Pending Acceptance AT Mew installation Anaheim, A 2010-10-07 2010-10-08 2010-10-08 T
!.—,J 460570 Pending Acceptance Frame Relay Mew installation §r~"*land‘ P, 2010-10-07 2010-10-08 20101 s

on Incorporated personnel only. Use, disclosure or distribution of this mater

s not permitted to any unautho

ed persons or third parties except by w

]
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verizon

Important information
no longer scrolled out
of view

siness Center

Verizon to aquire Terramark &= Il ¢

Click to view
calendar / time-
based view.

View orders
related charts
and graphs.

Map view with
same filter
options as
table view

Home

Clear, easy to read
access to information
about orders.

eporting

Order Form Tools
® Templates
® Contact bhook

My Services

Invoices Crders

Verizon Enterprise Center's Repajrs and Dashboard ...

Service Support

Read more | Message Cenb
e —— v
Place an Order
MNew Move

® [nstall a new service
® Orderwireless lines,
phones, and accessories

Change

e hlake a changefadd a feature

® Change a billing recard

® Change the carrier

*hlanage wireless lines & accounts

@ hove an existing service

Disconnect

s Disconnect and existing senice

Tools

Ome | Sign Out
port Q Ask Varizon

Orders

Explore Products & Slutions

Featured Solutions
IT Solutions
Brurity

-

4 IWANTTO... |

Learn
® Howrto uge \.
® Search thp Knowledge Base

® Read tectnical blogs

® Training v|den

® (Online Orflering User Guide
® Send orddring feedback

Communicsgte
® AskVerizo)
e Contactu
@ Discuss yjur orders
e Share docpments

N

. - View: List Calendar Charts/Graphs Map i
WVoice, Data, and IP Orders Wireless Orders ! ! phs | P Customize
Order type: Al - m
Filter | Sort | Dowwnlosd | Legend | Guick Find Showing 110 5015
Request# w» Status Product Type City/State Request Submitted Requested Due Committed Due More
E 460573 Pending Acceptance Metro Private Line Memwy installstion Boston, ki 201 0-10-07 2010-10-08 2010-10-03 v
_‘a 460571 Pending Acceptance AT Mewy installation Anaheim, CA 2010-10-07 2010-10-05 20101 0-05 v
ﬂ 460570 Pending Acceptance Frame Relay Mery installstion grﬂ*land, P&, 201 0-10-07 2010-10-08 201041 T

Efficient use of space.

Entitlement-based
links are inside mega
menus and
collapsible ‘l want to’
section.

(Allows variable
number of links
without requiring
dedicated screen real
estate.)

Developed by Accenture. Confidential and proprietary material for authorized Verizon Incorporated personnel only. Use, disclosure or distribution of this material is not permitted to any unauthorized persons or third parties except by written agreement. 49



verizon Orders with Megamenu

Welcomea John Doa | Sign Out

_—

verimn ‘ Business Center Home My Services Invoices Service Support Tools _

What's Hot- Verizon to aquire Terramark P
Check Status Place an Order Explore Products & Solutions Learn
- ® Yigwy Orders New Featured Solutions *® Howto use -
® Install a new service ® T Solutions ® Search the Knowledoe Base r
Get Reports ® Order wireless lines, ® Security ®* Read technical blogs
® Analysiz & Reporting phones, and accessories ® Training video B
o S wirel Change Browese or Design - ® Online Qrdering User Guide =
oice, Data, an raers Ires i
Order Form Tools ® Make a changeladd a feature ® Send ordering feedhack T
® Templates ® Change a hilling record Communicate |
® Contact book ® Change the carrier ® AskoWerizon
Fiter | Sort | Download | Legend | G ® ljanage wireless lines & accounts ® Contactus
Maove e Discuss your orders
Request# ¥  Status ® Move an existing service ® Share documents
E 460573 Pending Acceptance DISC_DHHEH o .
® Disconnect and existing service
E 460571 Pending Acceptance ATh Mewy installation Anabeim, Ca 201 0-10-07 2010-10-08 2010-10-05 r
E; 4E0570 Pending Acceptance Frame Relay Mewy installation Scotland, PA, 201 0-10-07 2010-10-08 2010-10-08 ki
_Q 449328 Pending Acceptance tletro Private Line Mesny inztallation Albary, WY 2010-09-24 2010-09-25 2010-09-25 ki
5| a4g3ps | Pending Acceptance | ATH Mew installation | Chizago, IL 20100924 2010-09-25 20100925 v

Developed by Accenture. Confidential and proprietary material for authorized Verizon Incorporated personnel only. Use, disclosure or distribution of this material is not permitted to any unauthorized persons or third parties except by written agreement. 50
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Tools
(Network Tools & More)
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verizon

verizon | enterprise Center

Rocent Activity v

Jacqueline StMartn | Settings ¥ | SignOu
Need Help? () Ask Verizon Language: LS EncishUS Engish w

Quick Links v Search/Create (v Utiliies ') Suppori v

Home | Accounts & Maintenance | Orders | Involces | Repairs | Network Tools | ITSolutions | Security

Home

Network Tools @

Provision, configure, monitor and report on
your Voice, Data and IP network and
products. Plus, get your Wireless Coverage
Locator online.

MNS Change Management
Change Requests may impact Immersive Video

Delete | Read more

Network Management Network Reporting

Configure your Voice, Data and IP network ang Report on your Voice, Data and IP network ang
prosucts products

+ ACoess Managed Servioss » View Gall Detail & Summary Reports

+ Acoess My Managed Moy Solutions * View Data & Voioa Reports
+ Manage Hosted |P (AsiaPac) * View Highiigt Reporting
+ Manage My Call Costs

+ Manage My Daia Gircuits

* View Hosting Services

+ View IP Latency & Packet Delvery Network Statistic

+ Manage My Email Scanning Services » View |P Partormance Reponting

+ Manage My Enterprise Firewall + View Looking Glass { Dynamic Bandwidih

+ Manage My Hosted IV + View Managed WAN Optimization Services Reportin

+ Manage My Hosting Services * View Managed Wireless LAN Reporting

+ Manage My inbound Network « View My Intemet Dial Select Usage Repors
+ Manage My Internet DSL (Austraia oniy) = View My PBX Report
+ Manage My Outbound Hetwork « View My eHealth Reports

+ Manans My Private (P WAN Analysis Settings * View Private IPWAN Analvsis

+ Manage My Speech Tools * View Remole Access User Usage Reports

+ Manage Remate Access Uisers » View SLA for Varizon Business Servi
+ Manage Voice Over |P + View VoIP Performance Reporting
+ Manage Your Internet Dial Select Accounls

+ Perform Inbound Routing Changes

+ Provision My Voice Customers

+ View IP Aceount List

+ ViewiChange my etealth Repor! Settings

@102@

Network Monitoring

Monitor your Voice, Data and IP network and products.
+ Colocation - View My Banowicth Statistics

» Manage Cusiom Notfications

* View Alarms & Maps

+ View P Giobal Uniization Statistics

» View by GNIG
» View Near Real-Time Traffic

verizon | Business center

‘What's Hot: Verizon to aquire Terramark

Home

My Services

©2011 Verizon | Privacy Polcy | Terms & Condtions | Verizon Busin

N

N\

Tools

Highlight Tools for My Products
Private IP Layers

Intemnet Dedicated

Private IP Ethernet

VolP Product

ATM

Frame Relay

Secure Gateway

Managed Networks

Wiew More

Recently Used Tools
View My PBX Report
Computing as a Service

View IP Globalization Stats

Current Network Tools is a
collection of links

Tools Transf

Invoices Orders Service Support Tools

Verizon Enterprise Center's Repairs and Dashboard .

Seftings | Faw
Read more | Message Center | Next

ormation

History | Support Q-‘-\»k Verizar

v L m—

Search Tools

Network Management

Configure your Yoice, Data and IP network and products.
® Access by Managed Mabilty Soldtions
® Analyze Application Performance

® Computing as & Service ® Manage My Hosted IVR

o Manage Dedicated SONET Ring ® hlanage My Hosting Services
* Manage Erterprise Mobilty as & Service * Manage My Speech Tools
.

#® Manage Irternet Dedicated
Access Features

Manage Woice Mail

4] Tools you might be interestertin

Network Reporting
Report on your Woice, Data, and IP network and products.

® View CPE Invertory Statistics * “iew Performance Report -
& “iew Hosting Services Dedicated SOMET Ring

® View IP Performance Reporting ® View Peformance Report -
& “iew Looking Glass! Dynamic Bandwidth Dedicated Wavelength Ring
® Wiew My PBX Report

® Siew SLA for Werizan
Business & Local Services

(] Tools you misht be interestert in

Network Monitoring
Monitor your Vaice, Data, and IP network and products

® iew IP Global Utiization Statistics

w Tools you might be interested in

¥ | WANTT0...

Q| Customize )

#® hianage Global Aliases
® Access My Application
Azzurance-Internet
® Access My Application

Assurance-PIP

Yieve more of your tools

* Yiewy Yoice Over IP Service
Level Agreement

® ey Custom Solution and
Reporting Center

View more af your tools

Developed by Accenture. Confidential and proprietary material for authorized Verizon Incorporated personnel only. Use, disclosure or distribution of this material is not permitted to any unauthorized persons or third parties except by written agreement. 52



verizon Redesigned Tools

come John Doe | Sign Out

mimn | Business Center Home My Services Invoices Orders Service Support Toaols _

What's Hot: Varizon 1o aquirs Temamark e LB} Verizonlsnt:rprise C‘inter's R:pairs a:‘d Dashboard ... Setlings | Fa History | Support Q Ask Verizon
User can see which tools Ability to search for tools, - 1
support their products. (Also including by tool names such 2w, |
can “view all).) as lgus, client central, etc . ] o J

Highlight Tools for My Products MNetwork Management

Private IP Layers Configure your Voice, Data and IP network and products,

Internet Dedicated o Access My Managed Mokilty Solutions * Manage Internet Dedicated ® Manage Global Sliases
® Analyze Application Performance Access Features & Sccess My Spplication
Private IP Ethernet ® Computing a= a Service & Marage My Hosted VR Agzsurance-internet
VolP Product ® Manage Dedicated SOMET Ring * hanage My Hosting Services ® Accesshly Application
o hanage Enterprize Mohilty az a Service * hanage My Speech Tools Azzurance-FIP
ATM ® Manage Yaice Mail ‘i more of your tooks
Frame Relay | Tools you might be interested in
=

Secure Gateway
Metwork Reporting

Managed Metworks .
Report onyourVoice, Data, and IP network and products.

. View More ) -
e “iew CPE Invertory Statistics ® Yiew Performance Repart - ® Yigw Woice Over IP Service
Recently Used Tools o “View Hosting Services Dedicated SOMET Ring Level Agreement
- & “iew IP Performance Reporting * Yiew Peformance Report - ® “igw Custom Solution and
View My PEX Report ) ) ) ) ) ’ .
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History Support Q Ask Verizon
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becauise a fee might apply. You willbe contacted 8 service team.

by your service team.
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mizg_ﬂ | Business Center

Home

Tools Page with Alert notification scenario

My Services Invoices Orders

Service Support

Tools

John Doe | Sign Out
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Layers to view tools
associated with this
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»
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Secure Gateway
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_..View More
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View My PBX Report
Computing as a Service
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Network Management
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Manage Dedicated SOMET Ring
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No alert indicated.
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mouses over link —
displaying an
underline. User clicks

—

Ticket 2011010112545 iz On Hold,

[£.3]

requires test access window
Eack | Mext
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verizon Tools Page with Alert notification scenario
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Home Page Portlets
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verizon Inbound / Toll Free Portlets

= Inbound Number by Hour
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verizon Invoices Portlets
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verizon Metrics / Reports Portlets
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verizon Utilization Portlets
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verizon Wireless Portlets
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Appendix 1: Enterprise Center
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PROMO Pod for
marketing promotions

My Verizon header in
line with VZW and VZT

Quick tasks

— Do frequent tasks
directly on the home
page

- Call to action to work =
on pending items in the
timeline.

- One-Click or Drag and
drop actionable tasks
from the timeline

Wireless quick task
updated

Explore entitled
services

Point and click to
perform ordering,
ticketing etc.

Fly over menus for
quick function access.

Home My Services Invoices Orders Service Support

Pyl

Footer display with

Floating bar at bottoT™

>
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Redesigned Home Page

Welcome John Doe | Sign Out

Tools

Quick Tasks
Timeline Events
Today, Mon, April 25, 2011
“\C' 9 Tickel 2011010112345 is OH HOLD, Requires Test Access Window
Invoices Tickets 95 Tickel 2011010154321 is RESOLVED, Pending Customer Confirmation
Pay | View | Learn more Learn more

0020357330 is accepted
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Orders

Wireless
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Google like search
across all domains

Customizable

— User will be able to
add and organize the
page as he wishes

— Also theme based
pre-defined charts (e.g.
Service Delivery vs.
Network)
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Consolidated cross
domain collection of
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analytics
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Repair, Alarms,
Network Utilization
etc.)
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My Services
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verizon My Services Experience

Integrated account and services explorer
e Various view of customer inventory — By Location, Products, CBP
e Display of with customer’s services, topology and transaction on a map.

Ability to initiate transactions like repair, ordering (MACD), network tools
from the map
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Graphical representation of
services and associated activities
(orders, tickets, alarms etc.) on
Google Map with point and click to
initiate transactions

Redesigned My Services - Map View

Home My Services Invoices Orders Service Support Tools
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verizon Redesigned My Services - Grid View

" Walcome John Doe | Sign Out
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