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User Experience Objectives 

• 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 UI flow, look and feel of widgets and UI elements 

across Medium Business 
 

• 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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Current Usability Issues 

Functional Silos 

• Lack of “call to action” focus  

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

• Inefficient 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  

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

• 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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Home Page UI Experience 

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

• Role driven and Customizable content  

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

Redesigned Home Page 

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  

Consolidated cross 

domain collection of 

charts, trends and 

analytics 

 (Ordering, Billing, 

Repair, Alarms, 

Network Utilization 

etc.) 

Explore entitled 

services 

Point and click to 

perform ordering, 

ticketing etc. 

Google like search 

across all domains 

Fly over menus for 

quick function access.  

PROMO Pod for 

marketing promotions 

Wireless quick task 

updated 

Footer display with 

Floating bar at bottom 
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Global Navigation - Menus 

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

My Verizon header in line 

with VZW and VZT 

White space – 
inefficient use of 
real-estate 

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. 

Header (Proposed) 

Header (Current) 
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Billing with ability to view, download 

and pay, analytics and reporting, 

dispute charges and status on the 

inquiries 

Global Navigation – Menus 

Menus & Submenus (Proposed) 

Home page consisting of 

customizable widgets for quick 

functions, graphs & charts – 

Customizable via personalization & 

role based themes 

Graphical representation of 

services and associated activities 

(orders, tickets, alarms etc.) on 

Google Map with point and click to 

initiate transactions 

Order (new install, MACDs) 

for new or existing services 

with online Status updates 

Repair, technical support and 

trouble shooting for 

services/products (create ticket, 

escalate, close, request test etc.) 

Collection of tools (network, service 

and product related) that customer 

has access to – to manage his 

service/network 

Google-like key 

word based 

search 

 

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 

Settings menu link 

moused – menu 

displayed. 

10 
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Redesigned Home Page – Settings menu  

Settings menu link 

moused – and 

Language Selector 

selected – drop-

down displays. 

11 
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Redesigned Home Page – Favorites menu 

Favorites menu link 

moused – menu 

displayed 

12 
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Redesigned Home Page – History menu 

History menu link 

moused – menu 

displayed 

13 
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Redesigned Home Page – Quick Tasks & Events 

List of tickets 

events that the 

customer can take 

action on 

Click on the event to 

start the quick task.  

Click on submit to 

perform the action.  

In this example 

– Verify Power 

and Equipment 

Quick Task, 

user will be 

able to verify 

P&E and 

submit a ticket 

request without 

having to 

navigate to the 

repair part of 

the application  

14 
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Click on the event to 

start the quick task. 

In this case – it will 

automatically 

populate Pay/View 

invoices QT 

Quick Tasks & Events - Invoices 

List of events that the 

customer can take 

action on – for e.g. 

Invoice available for 

account xxxxxxxxxx 

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  



16 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. 

Quick Tasks & Events – Order Status  
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Message Center Transformation 
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Global Search 

Clicking on the text box to carry on the search. 

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

Advanced Search 



19 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. 

Search Results View 

"Show more criteria" option, appears at the bottom left side.  

Clicking in "Show more criteria" option, it deploys the rest of the criteria options with the vertical scroll offering 

the possibility to see all the options. 

"Hide" button offers the possibility to increase 

the visualization of the table content. Navigation options area, “Show rows”, “Previous  and Next 

page” and “Go to Page”. 

Category 

selected in Bold 

Global Search always visible 
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Accounts & Services 

“My Services” 
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My Services Experience 

• Integrated account and services explorer  

• 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 
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Redesigned My Services – List View 

Explore entitled services, 

solutions & products 

 

Point and click to perform 

ordering, ticketing etc. Explore services via accounts. 
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Redesigned My Services – List View 

User can make 

selections from billing 

account menu layer 

(e.g., Select this 

account) 
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Redesigned My Services - Grid View 

User sees a constant 

progression in their path 

that instills confidence. 

User clicked Select this 

account from the 

previous slide. User can 

make selections from 

services menu layer for 

circuits 
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Service Support 

(Service Assurance) 
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Repairs - Current Page 

User has to click and 

navigate to ticket details 

page to view info or 

make updates. Context 

within table is lost. 

Inefficient use of space 

with links and static text 

Important information 

scrolled out of view 

No access to map view 

with same filter options 

as table view 

No access to calendar / 

time-based view (e.g. 

last month‟s tickets) 

Inconsistencies 

between tables in 

different goal areas, 

e.g., customize and 

filters 
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Service Assurance / Support Experience 

• Integration of calendar, charts, graphs and maps for repair view  

• Quick access to all functionality related to repairs (“I 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  
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Redesigned Repairs 

Important information 

no longer scrolled out 

of view 

Efficient use of space. 

  

Entitlement-based 

links are inside mega 

menus and 

collapsible „I want to‟ 

section.  

 

(Allows variable 

number of links 

without requiring 

dedicated screen real 

estate.)  

Menu for task or details choice 

Tickets requiring action are 

sorted to the top of the 

table 

Click to view 

calendar / time-

based view. 

View repairs 

related charts 

and graphs.  

Map view with 

same filter 

options as 

table view 

Roll-over to 

see status 

details and 

milestone 

summary 
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Redesigned Repairs - Row Expanded (Milestone Log) 

View by: Milestone log 

selected. Other choices 

include Ticket 

Information, Service 

Information or Ticket 

Activity 

User can expand row to: 

-See additional ticket details  

-Make updates directly within table.  

-Easy to maintain context within table 
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Redesigned Repairs - Row Expanded (View by menu) 

View by: menu drop-

down with Ticket Activity 

selected. 

User can expand row to: 

-See additional ticket details  

-Make updates directly within table.  

-Easy to maintain context within table 
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Redesigned Repairs - Row Expanded (Ticket Activity) 

View by: Ticket Activity 

selected. Other choices 

include Ticket 

Information, Service 

Information or Milestone 

Log 

User can expand row to: 

-See additional ticket details  

-Make updates directly within table.  

-Easy to maintain context within table 
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Redesigned Repairs – View By: Ticket Activity 

Make a selection from View By. This 

layout is prominent and easily 

navigable with less cognitive load than 

the current design in production. 

New Ticket Activity table 

is easier to understand 

and use. 
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Redesigned Repairs – View By: All 

New Ticket Activity table 

is easier to understand 

and use. 

Clicking all from the View By section 

presents a one page, long form, 

scrollable – and more importantly – 

printable view of Milestones, Milestone 

Log, Ticket Information, Service 

Information, and Ticket Activity. 
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Redesigned Repairs – Create Ticket (Step 1) 
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Redesigned Repairs – Create Ticket (Step 1) 
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Redesigned Repairs – Create Ticket (Step 2) 
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Redesigned Repairs – Create Ticket (Step 3) 
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Redesigned Repairs – Create Ticket (Step 4 ) 
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Invoices 
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Invoices - Current Page 

User has to scan links 

for key items like 

payments and inquiries 

Inefficient use of space 

with links and static text 

Users complain about  

multiple clicks to pay a 

bill 

No indication of actions 

needed (e.g., bills to 

pay). 

Key info about 

accounts/invoices not 

highlighted 

(paper free, payment 

status) 

No access to calendar / 

time-based view (e.g. 

bills due this week) 

“Invoices” page requires 

additional navigation to 

see a list of invoices. 
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Invoices UI Experience 

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

• Quick access to all functionality related to Invoices (“I want to”) 

• “Call to Action” indicators on incidents that require customer action 

• In-line actions for quicker transactions  
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Redesigned Invoices 

Click to view 

calendar / time-

based view 

Efficient use of 

space.  

 

Entitlement-based 

links are inside 

mega menus and 

collapsible „I want 

to‟ section.  

 

(Allows variable 

number of links 

without requiring 

dedicated screen 

real estate.) 

Important 

information no 

longer scrolled 

out of view 

One click access to Pay 

a bill 

Inquiries, Invoices, and Claims 

displayed in separate tabs; easy 

to find and no search required 

Overdue bills 

clearly marked 

Icons to indicate paper-

free billing and one click 

to apply 
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Redesigned Invoices 
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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”  

•User will have ability to choose what invoice date and invoice type to view. 
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Ordering 
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Orders – Current page (production GA) 

Inefficient use of space 

User has to scroll to see 

their orders 

Inefficient use of space 

with links and static text 

No access to calendar / 

time-based view (e.g. 

orders to be installed 

this week) 



47 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. 

Orders – Pilot (CCS Ordering) 

User has to scroll to see 

their orders 

Inefficient use of space 

with links and static text 

Chart not very 

informative/useful. User 

cannot remove this. 
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Orders Transformation 
• Integration of calendar / time-based view for invoices goal page  

• Quick access to all functionality related to Invoices (“I want to”) 

• Click to view calendar / time-based view. 

• Important information no longer scrolled out of view 

• Clear, easy to read access to information about orders. 
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Orders 

Important information 

no longer scrolled out 

of view 

Click to view 

calendar / time-

based view. 

View  orders 

related charts 

and graphs.  

Map view with 

same filter 

options as 

table view 

Efficient use of space. 

  

Entitlement-based 

links are inside mega 

menus and 

collapsible „I want to‟ 

section.  

 

(Allows variable 

number of links 

without requiring 

dedicated screen real 

estate.)  

Clear, easy to read 

access to information 

about orders. 
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Orders with Megamenu 



51 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. 

Tools 

(Network Tools & More) 
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Tools Transformation 

Current Network Tools is a 

collection of links 
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User can see which tools 

support their products.  (Also 

can “view all).)  

Promotion of tools user not 

currently entitled to. 

Ability to search for tools, 

including by tool names such 

as Igus, client central, etc 

Easy to access recently used 

tools 

 Redesigned Tools 
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User can see which tools 

support their products.  (Also 

can “view all).)  

Promotion of tools user not 

currently entitled to. 

Ability to search for tools, 

including by tool names such 

as Igus, client central, etc 

Easy to access recently used 

tools 

 Redesigned Tools 
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User can see which tools 

support their products.  (Also 

can “view all).)  

Promotion of tools user not 

currently entitled to. 

Ability to search for tools, 

including by tool names such 

as Igus, client central, etc 

Easy to access recently used 

tools 

 Redesigned Tools 
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User can see which tools 

support their products.  (Also 

can “view all).)  

Promotion of tools user not 

currently entitled to. 

Ability to search for tools, 

including by tool names such 

as Igus, client central, etc 

Easy to access recently used 

tools 

 Redesigned Tools 
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User can see which tools 

support their products.  (Also 

can “view all).)  

Promotion of tools user not 

currently entitled to. 

Ability to search for tools, 

including by tool names such 

as Igus, client central, etc 

Easy to access recently used 

tools 

 Redesigned Tools 



58 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. 

User can see which tools 

support their products.  (Also 

can “view all).)  

User adds a tool and clicks 

submit after entering account 

# and password. 

Ability to search for tools, 

including by tool names such 

as Igus, client central, etc 

Easy to access recently used 

tools 

 Redesigned Tools 
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The system pops a message 

indicating that the submission 

was a success, but that a fee 

might apply. Request sent to 

service team. 

 Redesigned Tools 
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Tools 

(Alert notification Scenario) 
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User has selected Private IP 

Layers to view tools 

associated with this product 

 Tools Page with Alert notification scenario 

No alert indicated. 
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User has selected Private IP 

Layers to view tools 

associated with this product 

 Tools Page with Alert notification scenario 

Alert comes through 

and icon flashes 

several times 
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User has selected Private IP 

Layers to view tools 

associated with this product 

 Tools Page with Alert notification scenario 

After alert icon flashes 

several times, pop-up 

bubble displays with 

latest alert. 
Nav ability to click to 

next alert or back to 

previous alert. 
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User has selected Private IP 

Layers to view tools 

associated with this product 

 Tools Page with Alert notification scenario 

User decides to follow 

the alert link and 

mouses over link – 

displaying an 

underline. User clicks 
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Clicked link from Alert pop-up 

bubble takes user to home 

page with focus on the 

specific timeline event 

detailed in the alert. 

 Tools Page with Alert notification scenario 
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Clicked link from Alert pop-up 

bubble takes user to home 

page with focus on the 

specific timeline event 

detailed in the alert. 

 Tools Page with Alert notification scenario 

User mouses over 

focus event with text 

that correlates to 

specified alert. User is 

presented with options 

to take action from 

displayed menu. 
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User has selected Private IP 

Layers to view tools 

associated with this product 

 Tools Page with Alert notification scenario 

Alternatively, a user 

can mouse-over the 

alert icon in a passive 

state and display the 

last three alerts in 

clickable form, as well 

as clicking next to 

view more or back to 

view previous alerts. 
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Home Page Portlets  
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Alarms and Tickets Portlets 
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Inbound / Toll Free Portlets 
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Inventory Portlets 
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Invoices Portlets 
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Metrics / Reports Portlets 
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Utilization Portlets 
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Wireless Portlets 
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Appendix 1: Enterprise Center 
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Home Page 
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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) 

Redesigned Home Page 

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  

Consolidated cross 

domain collection of 

charts, trends and 

analytics 

 (Ordering, Billing, 

Repair, Alarms, 

Network Utilization 

etc.) 

Explore entitled 

services 

Point and click to 

perform ordering, 

ticketing etc. 

Google like search 

across all domains 

Fly over menus for 

quick function access.  

PROMO Pod for 

marketing promotions 

Wireless quick task 

updated 

Footer display with 

Floating bar at bottom 
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My Services 
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My Services Experience 

• Integrated account and services explorer  

• Various view of customer inventory – By Location, Products, CBP  

• 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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Redesigned My Services - Map View 

Graphical representation of 

services and associated activities 

(orders, tickets, alarms etc.) on 

Google Map with point and click to 

initiate transactions 

Explore entitled services, 

solutions & products 

 

Point and click to perform 

ordering, ticketing etc. Explore services via various 

views – E.g. by Location 

(country, state etc.), By Product, 

By CBP etc.  
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Redesigned My Services - Grid View 

User can see a list view 

of the information they 

are viewing on the map. 


