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Designing a new B2B customer
Experience

BCX, a South African based information and communication technology
company wanted to reinvent their customer experience and the way
their customers were being served. BCX reached out to VML to assist
them in redesigning an experience for their clients along with the various
Account managers where both parties could easily communicate with
each other, assist with admin intensive tasks and a place where both
parties could see and track various account specific tasks and actions.

VML worked alongside BCX to understand the current pain points of
internal account managers and clients and design a future fit journey
which would address the key issues both account managers and clients
were currently experiencing.

What we did

« UX Discovery & Analysis

« Competitor Analysis

« Mobile Journey Definition

* Process Flow Mapping

« UX Wireframes (Mobile and Desktop)
« UX Prototypes (Mobile and Desktop)
« Design System

- Ul Designs (Mobile and Desktop)

« User Testing Planning

My Deliverables

« UX Discovery
« Competitor Analysis
« Journey Definition

* Process Flow Mapping
« UX Wireframes (Mobile and Desktop)

. UX Prototypes (Mobile and Desktop)

Key Technologies

« Salesforce

My OneCX Dashboard

ﬁﬁ My Company CX Requests

My CX Requests

Recent CX Requests

Documents
Shared wi...

Accounts

BC ( ‘ O 1e Search..

One View. One Experience.

Hi there Jane

Welcome to thes
OneCX portal s
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One view, one experience. & N\
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Insights

The latest news and insights on
industry trends and innovative,
future-proof solutions that are driving
the industry.

View more —

Step into the future
with next-generation
cloud services

Slovenian HC CENTER has no
competition on the market with new
intelligent infrastructure in its HC...

Read more —

August 10, 2022

Hybrid and Happy: How
technology is
empowering HR

With technology increasingly
touching every part of our lives, a
hybrid working model was always...

Read more —

August 10, 2022
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Top navigation bar

A simple and uncluttered top navigation menu for
easy navigation to the search, notifications and

profile section.

Quick links

Quick links below the top nav bar for faster
completion of tasks and to promote feature

discovery.

Recent activities

Recent activities section empowering users to
stay informed, prioritize tasks, and navigate the

portal more efficiently.

Bottom navigation bar

Bottom app nav bar with icons representing the
app's core functionalities for accessibility and
clear navigation.

Mobile Dashboard
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BCX | one Q & O

CX Request My Profile Documents Accounts
List Requests Shared wi... Team

My OneCX Dashboard SEE ALL

ﬁm My Company CX Requests 184 Active

& My CX Requests 47 Active

Recent CX Requests SEE ALL

15

Connexion Hub

Search

Search icon in the top nav bar to provide an
additional layer of flexibility and ease of use.

Notifications

A notification icon in the top navbar to effectively
increase user awareness and encourage
engagement.

User profile

User profile icon in the top navigation bar for a
convenient and familiar way for users to access
their account information and personalize their
experience within the mobile interface.

Floating action button

FAB with the key purpose of the portal (creating
a CX request) for easy access and prominence.



Mobile Menu Ul Screen

Full page ‘MORE’ menu for less frequently used options to still be accessible
but not clutter the main interface.

Search

Search icon to ensure it's still accessible for users
who want to find something specific.

Suggested for you

A section with quick links for clients to easily
access and perform specific CX requests.

All quick links

Quick links for functionalities that might not be
crucial for immediate use but still valuable for

specific situations.
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( More

Suggested for you

E_] Request invoice copy
Log a bill dispute

ti-j Query statement

All quick links

s + A

CX Request Create CX My Profile
List Request Requests

(=) $23 =

My oneCX Accounts Insights
Dashboards Team
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Connexion Hub
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& ConnexianiHib Connection Hub UX Screen

A Connexion Hub designed for external clients to log a CX Request of any
type (category and sub-category)and for BCX to review a list of the client CX
Requests logged and resolve issues.

Admin CX Requests CX Requests My Profile Requests

CX Requests

Main client features:

« Create CX Request
« Query a CX Request
« Chatter

« Add attachments

« Track a CX Request
CLEAR ALL

™ CX No. ™ Subject ™ Priority

My Profile & Account: High E
Additional Permission

CX-0000000

CX-0000000 X

Subject: My Profile & Account: Additional
Permission

Priority: High
Created By: James Howlett
Owned By: John Wick

Due Date: 2023/11/30
Updated: 2023/11/25

Status: 4+ Create a CX request
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Connexion Hub Ul Screen Connexion Hub

The mobile design prioritizes usability and ease of navigation by employing
clear visual hierarchy, consistent iconography, and a well-organized menu
structure.

Admin CX Requests CX Requests My Profile R¢

CX Requests ©
Talbs

For efficient navigation and reduced cognitive
load.

Clear Search & Filters | fy CXNo. ™ Subject

Full width search field, filtering options and
pagination for users to easily navigate and find

specific cases from the list. CX-0004514 Accounts: Request

Statement Copy

VIEW REQUEST A
Accordions & Tables

CX-0000000 Accounts: Query Statement High
CX Request list displayed in a combined table
plus accordion for easy navigation .

VIEW REQUEST A

My profile and account:

Floating Action Button CX-0000000 ) ditional
+ CREATE CX REQUEST

Key action of the Connexion Hub displayed as a VIEW REQUEST A
floating bar for users to complete task faster.

Connexion Hub Help
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Accounts | Query Invoice Chdtter UX Screen

CX-00045148

" — The chatter was created to allow clients to communication easily with BCX on
Medium priority

specific CX Requests, they can easily send supporting documents, follow up
on a request and track updates.

1 Comment

. comments

Comments

e Ally Jones

Lorem ipsum dolor sit amet consectetur. Morbi.

Users with access to the chat thread can easily
add new comments, add attachments and reply
to comments.

Likes

users can react to a comment by clicking the like
icon.

- o, e o
||__-| Paste document name

Sort

Reply 1
Users can easily sort comments by date and
relevance for easy navigation.

Ally Jones

Lorem ipsum dolor sit amet consectetur. Sed

suspendisse orci venenatis non morbi est.

Like Reply

9 Write a comment...
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Case documents Ul Screen Accounts | Request Statement Copy
cx-0004514 (L)

Each CX Request designed with an attachments tab where users can easily

view the attachments related to that specific request. . L
Details Activity Attachments

Documents Cards

Query invoice

Shiresmith Publishing Invoice.pdf
Cards designed with doc category, name, size, 200 Ki
date uploaded and time. Together with an option '
to download or perform more actions by clicking .
the menu icon.. Uploaded by Ally John

Floating Action Button | By coumen

Invoice12345.pdf
Key action for this page is adding new 200 Ki
attachments, hence the floating action button for
users to perform tasks faster.

Uploaded by Ally John

Case Status and Priority .. [
00 KE

CX Requests designed with a reference number
for tracking and priority tag.

A sticky progress bar at the bottom showing the
CX Request status (New, In Progress and Closed)

Statement
b Invoice12345. 4 - LHL Y Y ar- o 1N S
00 Kt
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One View. One Experience.

Products & Solutions

m

Desktop Screen

The Products and Solutions feature was designed to provide
clients with access to explore BCX's latest innovative products
and solutions through the oneCX portal.

With this feature, clients gain insights into their company's
current BCX procurement and identify opportunities to
enhance their partnership.

Clients can review the product offerings within their chosen
Sub-category and create a requests for further assistance
from the BCX AE if they find a suitable product.

Overview Selection List Create CX Request CX Requests

Overview
Browse through the various range of products and services we offer
Find a product Q ‘ ‘ Quick Filter v

Product Groups

(® All Products/Solutions

(O Ccloud Infrastructure Service
(O Connectivity

(O Hardware & Licenses

O Application services

O IT Services

O security

(O specialised Solution

Cloud Infrastructure Service

Managed Infrastructure
services (4)

NOT INSTALLED

Digital Workspace
Management (2)

NOT INSTALLED

Connectivity
Fixed Voice (2)

PARTIALLY INSTALLED

Internet (2)

PARTIALLY INSTALLED

Hardware & Licenses

Hardware (5)

NOT INSTALLED

Application Services

Software Engineering and
Integration (5)

INSTALLED

Application Management
Services(2)

NOT INSTALLED

IT Services

AlOps (3)

NOT INSTALLED

IT Service Management (2)

PARTIALLY INSTALLED

Security

Managed Cloud Services (6)

PARTIALLY INSTALLED

Data Networks (4)

INSTALLED

Wireless (5)

PARTIALLY INSTALLED

Licences (3)

NOT INSTALLED

Software Lifecycle
Management (1)

PARTIALLY INSTALLED

Data Intelligence and Insights
(3)

NOT INSTALLED

Advisory Services (4)

NOT INSTALLED

Project Management (1)

PARTIALLY INSTALLED

Y
Integrated Field Services (2) -
INSTALLED
Access Networks (3) -
PARTIALLY INSTALLED
Enterprise Application 4
Solutions (5)
PARTIALLY INSTALLED
Service Integration -

Management (1)

INSTALLED



BC ( ‘ o 1e _ Jane Doe

One View. One Experience.

A Error: Whoops! Our system requires you to select at least one incident in order to proceed.

Faults & Incidents

) _ :
Overview Incidents Dashboard CX Requests

1=}
Overview
A
View all your incidents in one place.
IR
Search Q ‘ ‘ Quick Filter v Y ‘ 10 v ‘ items per page
The Incident and Fault Management feature within the oneCX
4» ESCALATEANINCIDENT 7 QUERY INCIDENTS 4, DOWNLOAD system is designed to empower authorized users to efficiently
manage and access information about incidents and faults
[] % Priority % Incident No. % Name/Title % Description 4+ Severity 4 Status % Affected Service % Created Date relcted to BCX SerVICe deSk SystemS
. Y. N Mi proin ut quis adipiscing. . . ope . . .
O . BSS1104169  Invoice incident e ] Low In progress One Cloud 12/09/19% This feature includes the ability to view all incidents and faults
that was logged for their respective company or organization,
— 1104160 L Mi proin ut quis adipiscing. . . . . . . oepe
[] BSS1104169 Invoice incident Semper magna rutrum fringilla. Medium Escalated One Cloud 12/09/1996 as well as a search functional |ty for p| n po| nti ng SpeC|f|C
e e incidents.
\7\ BSS1104169 Invoice incident Mi proin ut quis adlplscnn.g‘ ) High Escalated One Cloud 12/09/1996
— Semper magna rutrum fringilla.
\7\ BSS1104169 Invoice incident Mi proin ut quis ad|p|sc1ng. ) High On Hold One Cloud 12/09/1996
— Semper magna rutrum fringilla.
[] ° BSS1104169 Invoice incident Mi‘proin ut quis ad|p|scnng. ) Low In progress One Cloud 12/09/1996
— Semper magna rutrum fringilla.
[] BSS1104169 Invoice incident Mi proin ut quis adlplscm,g' ) Low In progress One Cloud 12/09/1996
— Semper magna rutrum fringilla.
\7\ BSS1104169 Invoice incident Mi proin ut quis adipiscing. ) High New One Cloud 12/09/1996
= Semper magna rutrum fringilla.
\7\ BSS1104169 Invoice incident Mi proin ut quis adlpiscin.g‘ ) Low New One Cloud 12/09/1996
— Semper magna rutrum fringilla.
\7\ BSS1104169 Invoice incident Mi proin ut quis ad|p|SC|ng. ) Medium New One Cloud 12/09/1996
— Semper magna rutrum fringilla.
[] ° BSS1104169 Invoice incident Miproin ut quis ad|p|sc1ng. ) Low In progress One Cloud 12/09/1996
— Semper magna rutrum fringilla.
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Thank you!



