Focus on Create Ticket

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

In the following walkthrough, we were trying to put a very fine point on the ticketing
process. Historically, users became very frustrated and finally just called support. That’s
not the sign of a true online services company. This was our first initiative at a new
stepped/wizard process.

The user has clicked create ticket from another page — most likely the Tickets page
(although the new 2.0 design introduces quick tasks). The user is presented with a first
stage modal window to enter identify the service they are creating the ticket for before
actually engaging the wizard (get this stuff out of the way first because while it is
necessary, we don’t want to bog down the succinct flow of the wizard with a first step of
identifying the service or searching for the necessary service ID. So we get that out of the
way first, but let them see their objective of landing on the Create Ticket page).
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