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Wireless leadership
* More than 98% of U.S. population has access to Verizon
LTE

° . : | .I
About Verizon. | e Teconrs 2o el

* Postpaid churn 0.82%

Verizondelivers
the promise of 100% all fiber Fios network
. . * 6M Fios internet and 4.5M Fios video connections
the dlgltal world. * Downloads as fastas 940 Mbps and uploads as fast as
880 Mbps

Fortune rank: #16

2019 consolidated total revenue: $131 billion Media and technology
¢ Combined assets from Yahoo and AOL to create Verizon

Media, a diverse house of more than 50 media and
technology brands that engage more than 50 billion
people worldwide

135,400 employees
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A Healthy and Vital Industry and Company

Industry Verizon Growth & Investment

>139 million Americans watch video on
Wireless traffic increasing 60% year-over-year

14.2B connectionsin the Internet of Things (2019) with
20.4B projected this year

Internet of Everything poised to generate $14.4 trillion by
2027

>50% of all digital video ad spending is on the mobile
platform
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$131.9B total operating revenue*
Twelve consecutive years of dividend increases

loT revenues, including Verizon Connect, of 1.5B, up 9.5% year
over year*

$10B in cumulative cash savings by 2021*
2019 Capital expenditures of $17.7B*

$239.8M investment in developing employees every year

w



Leading the Network Evolution

1983

1997/2002

Voice

Email Text
Music Web
Games MMS

1G 2G/2.5G

4G LTE 5G
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Verizon 2.0
Building tomorrow with the
best of today.

“The Fourth Industrial Revolution is coming, and Verizon is
bringing the technology that it will be built on.”

- Hans Vestberg, CEQ, Verizon
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Network Systems Engineering

20+ 110- 10«k-+

Ul Technologies Legacy Applications Active Users
Digital facets Network Stacks Countries Worldwide
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We had challenges...

Silos Technical Debt oS e el

888 Zisg]

Security Obsolete Technology
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We had challenges...

Archaic Interfaces 100+ Applications

Nonstandard Interfaces Low User Acceptance
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Complex Processes ...

Ul Page7
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Ul Page2 Ul Pagel0
OpenActiveTask Ul Page6
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Ul Pagel6
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Center Transformation: Building Next Gen Workforce

Workforce transformation
High expectations

Focus on the task, not the tool
Enableinnovation

Compare old/new state
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Transformation Drivers

Productivity & workflow optimization
User satisfaction
Accessibility

Invisibility of back-end systems

Cost, errors & delays
User frustration
Training requirements

Decrease

Emotional bond with legacy systems
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Our Approach: Enterprise UX

Enterprise User Experience Consumer User Experience

» Applications built for specific domain .

* Applications with broad scope
* Higher complexity

* Low user choice

verizon’ RADIANT

Applications built for specific task

* Applications with narrow scope

* Lower complexity

* High user choice
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Podcast

Popular article

Featured  Ranking

Latest News

[oF:
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Our Approach: Enterprise UX

& > 7 gl

Measurable
Outcomes

Delivering

User Focused Pattern Based
Value
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Our Approach

High Variance

in Order Intervals

Industry Trends

“l waste a lot of time @ g @ o
searching out
information”

Manual Touches
PerOrder

“If | could change
something...it would

be to narrow and Order Rework

clarify the options” .
Qualitative At Multiple Stages

User Feedback

Empirical Data
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Measurable Project Targets

Our goal was to significantly enhance user experience for Network and Technology specialists, thereby increasing efficiency,
productivity, and engagement.

We set out to accomplish this goal of ‘Delivering 1 Platform' and measure our results with tangible reductionin:

>25% >50% >50%

Reduction in Task Time Reduction in Clicks Reduction in Screens
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Our Definition of a Next Generation UX

Adaptive Context Aware Intuitive Efficient Anticipatory
- - = |
Bends the Accounts for Matches user’s Straightforward Knows what comes
technology to the context beyond mental and and fast. next.

user. the interface. conceptual
models.
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Design Patterns

Increase Efficiency
Reduce Cognitive Load
Increase Intelligence

Promote Collaboration

Guided navigation

‘Just enough’ information

Search, predictive analytics & chatbot

Cross team communication
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Outcome ... Canvas

Pervasive & responsive High technical capability Reduces cognitive load Reinforces trust
5 |

¢ Desktop assistant * Onepage application * Guided navigation » State feedback

* Tablet responsivelayouts * Client-sidelogic, data validation * Fielddisplayautomation * Persistentsave

* Locationawareness * Access nativesystem resources * Predictiveanalytics (“risk * Automated error correction

score”)
* Interactivechat bot * Swim lanes andstatus
* Visual taxonomy indicators

* Inlinehelp
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Outcome ... Canvas

Highly performant For varied abilities Data-driven decisions Promotes engagement
5 |
* lazyloading * Tab-ableUl * Enduser analytics * Personalization
* Meaningful feedback on * Instantformvalidation * Data-drivenfeature analysis * Game mechanics
operations

*  Walkthroughs andinlinehelp
* Queued operations (novice)

* Overrides for guided navigation
(expert)
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Results

60x 80% 50%

Task Time Reduced Chair-Swivels Reduced Fewer Clicks & Screens
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Benefits Achieved

Productivity
+
Workforce
Motivation

System
Footprint

verizon’ RADIANT

Process
Repeatability

Functional
Silos
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Flexibility for
Innovation

Functional
Silos
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How UX Approach Benefited Modernization Effort

Break Emotional Bond to

Systems
* Usersfeel less attached to asingle

U n ifo rm ity system or tool

a Reduce high cost of
touching legacy back-
ends >

* Enable low-touch back-end

Buy time for legacy systems if
needed

e Change Culture Con5|stency 0 Hide Complexityinthe

< Enterprise
* The User Interface is for handling

fall-outs only.

<+

* Reduce user resistance to change
over time

* Create platform for more rapid
innovation

* Having a user interface is the
exception not the rule
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Lessons Learned

Avoid feature fixation Don’t underestimate... UX can’t fix everything Find the patterns
'
¢ Don’t obsess over features for * Difficulty of getting access to * Sometimes, compromises are * Be skeptical when each
the sake of features, obsess end users inevitable when dealing with stakeholder group claims their
over the experience complex enterprise IT use caseis completely unique.
* Challenges of navigating ecosystems Often it's another expression of
* Usedatato prioritizefeatures cultural and structuralissues a common pattern.
withinthe organization * Pickyour battles with legacy IT
* Identify patterns infeature systems * Develop with reusabilityin
requests, look for * Change management required mind from Day One

commonalities
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The Journey Continues...

* Reduce Ul footprint
* Increase automation across portfolio
* Increase machine learning use cases

* Business process abstraction
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Thank You!
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