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One flow to interact with community and customer service

Key Objective



Now:



One Flow

One Flow for Questions and Cases. 
One Flow that integrates Community and Customer Service. 



One Flow Advantages
For the Company:
Reduce support costs. Use 
less-expensive channels first.
Automatically create shared 
knowledge
Integrated process for agents to 
engage in community

For the End-User:
One place to ask customer service 
and community
One place to get all your answers
Get your answers quicker and get 
alternatives
Fits the mobile paradigm



Customer Problem Solving
Screens



Overview Map



Guest: Support Landing



Guest: Search Results



I login



Login User: Best Answers



Login User: Open Questions



I have a question



Login User: Question & Click Ask



Click Continue



Click Continue



Question Posted



Some time later



Login User: My Questions



Filters



What we don't want...



What we want...



Filters Overview



Question Status



Filter Best Answer



Filter Categories / My Follow



Filter Most Popular



End of Product Overview

Any Questions?



Recap, Guest Landing Screen



Interaction Concepts



Navigate or Search > Solve



Ask then Deflect > Solve



Post Question..



Get Answers > Select Best > Solve


