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THE SITUATION

NV Energy (NVE) is Nevada’s main energy provider. Service is divided 
by region: northern Nevada (gas and electricity), and southern 
Nevada (electricity only). In addition, consumers are categorized as either 
a residential or commercial customer with rates and services unique to 
each class.

In 2016, IBM was invited to reimagine NVE’s digital presence. Historically, 
JD Power had been ranking their digital experience among the lowest in 
the industry. It was time for an overhaul.

Co-creating with NVE onsite in Las Vegas and Reno, Nevada, I led a 
team of Business Analysts, System Analysts, Researchers, Designers and 
Developers tasked to improve the online experiences: desktop and mobile 
devices. Together, using the IBM Enterprise Design Thinking framework, the 
team designed and helped develop a new vision. Ultimately, the project led 
to the relaunch of nvenergy.com.

Following are samples from the UX/UI wireframe document used to realize 
this project.
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RESEARCH

Understanding NVE’s core products and services, as well as the current 
user experience would be essential in defining sponsored users. Through 
research, including a series of focus groups, we were able to define 
multiple personas aligned with each customer class: residential and 
commercial. Throughout the process, findings were presented to key NVE 
stakeholders as a means for aligning IBM and NVE.
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DESIGN THINKING

As a member of IBM Enterprise Design Thinking Leadership, in addition 
to my Creative and Project Direction, I was asked to facilitate a series of 
workshops designed to:
• Define Sponsored Users
• Explore current pain points
• Envision opportunities for delightful/transformative experiences
• Prioritize those experiences based on core NVE initiatives
• Align key stakeholders
• Illustrate Journey Maps for each persona
• Define the Road Maps towards the future state.
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UX/UI DESIGN PRINCIPLES :: Clean · Simple = White Space

Common sense, validated by our research and the workshops, we understood that users came to nvenergy.com primarily to pay their bill. Other services 
would be a part of the experience, but nothing came close in importance as that one essential experience.

We also understood, that users weren’t coming for the aesthetics, or to be ‘entertained’. With this in mind, we knew our fundamental creative principle 
would have to be ease of use. Respecting the user’s time by removing clutter and relying on core UX truths would ensure that the the site would provide the 
best possible experience.
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SCOPE
I have included here a part of the table of contents for one of the 4 UX / UI documents created to realize this digital experience. the Authenticated User 
experience as a means to show the breadth of the site and the multitude of ‘experiences’ available to the user.

In total there were 4 separate UX/UI documents required to Develop this digital experience: Non-Authenticated User Web, Non-Authenticated User Mobile 
(responsive), Authenticated User Web, and Authenticated User Mobile.

In total over 2,000 screens were drawn and annotated!
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HOME

The home screen, as the face of the new NVE digital experience would be 
one of the few places where visual excitement would function to support 
the brand and its core values. Even so, direct links to “Pay Bill” are front 
and center.

We also understood that in addition to residential and commercial 
users, there would be another group of visitors: non-customers seeking 
information. With this in mind, we developed both an “Authenticated User” 
and Non-Authenticated User” experience, each with their own mission.
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PAY MY BILL

Key screens from the Pay My Bill section are shown in the following sample 
screens to give you a better understanding of how we simplified the core 
user experiences.
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PERSONALIZATION

Although we were able to define multiple personas, each user is a unique 
individual with their own preferences. As such, we designed a series of 
innovative features, including Dashboard and Profile sections, which 
configured themselves by understanding usage patterns, or by allowing 
the user to define.
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OUTCOME and RANKING

nvenergy.com launched a little over a year after we started the journey. 
NVE was thrilled with the collaboration and IBM continues to be an 
important technology partner.

That year, JD Powers industry ranking of all US utility websites went 
from 17 to 2! (We believe we should have been #1.) Best of all, customer 
satisfaction was profoundly improved.
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BROWSER SIZE :: Showing Border for Browsers Larger Than 1280
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HOME PAGE :: Authenticated

Screen Context / How the User Got Here / Screen Notes

User returns to the home page after being authorized.

Description Interaction Notes

01 service address drop down 
menu

OnClick/Tap the drop down menu shows 
all service addresses associated with this 
account. User has the option to choose the 
service address they wish to be the focus of 
their inquiry.

Default is to the primary service address as specified in the 
Preferences. 

02 important notification link OnClick/Tap takes the user to the Message 
Center.

Number refers to the number of important notifications.

03 personalized dashboard 
link

OnClick/Tap user is take to the MyAccount 
Dashboard.

Link is personalized with the user’s nickname.

04 “Sign Out” button BAU.

05 EcoFactor button OnClick/Tap opens the Smart Thermostat 
frame.

Temperature defaults to the default thermostat associated with the 
chosen service address.

06 personalized greeting None.

07 “Not [nickname]?” link OnClick/Tap ends the session and offers the 
user the opportunity to sign in. 

08 “Sign Out” button BAU.

08

01 02 03 04 05

06

07
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DASHBOARD :: Landing | On Scroll

02 03

Screen Context / How the User Got Here / Screen Notes

User has signed on and is taken to their MyAccount Dashboard.

Description Interaction Notes

01 personalized greeting None. Header: [nickname]’s Dashboard

02 “Profile and Preferences” 
link

OnClick/Tap user is taken to the “Profile and 
Preferences” page.

03 “Rearrange Dashboard” 
button

OnClick/Tap user can personalized the 
order of many of the dashboard tiles (see 
following page).

Default position for tiles is based on dashboard usage and reflects the 
user’s most common ‘experiences’ when signed in. Next best actions 
(NBAs) hold the right column unless the user releases them with their 
close button(s). NBAs that are closed are replaced by those below that 
are still opened. 

First time default:

FIRST ROW 
· My Bill
· Project Next Bill
· Message Center

SECOND ROW 
· My Usage
· My Thermostat
· NBA

THIRD ROW 
· Outage
· Start/Stop/Move Service
· NBA

FOURTH ROW 
· NBA

04 dashboard tiles See each tile.

05 next best action tiles

01

04

05
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SERVICE ACCOUNTS :: Landing :: Choose Primary Account / Select an Account

03

05

05

04

01 02

Screen Context / How the User Got Here / Screen Notes

User has clicked on Profiles and Preferences from MyDashboard.

Description Interaction Notes

01 “Service Accounts” tab BAU.

02 “My Profile” tab

03 primary service account 
radio buttons

OnClick/Tap of radio button, account 
selected becomes the primary account. It 
is moved to the top of the list where it is 
highlighted in gray.

List is sorted first alpha by nickname. Those service addresses that 
don’t have a nickname are sorted alpha by street address and if 
needed by street number.

04 Edit Nickname OnClick/Tap user can add/change the 
nickname associated with each service 
account.

05 selected service account OnClick/Tap of either the “+” / “–” (expand/
collapse) icon or the service account 
nickname (‘Home” in this image), the 
container toggles between its expanded and 
collapsed states, and the service account 
becomes selected. The selected state is 
reflected in the orange border as well as the 
button in the masthead: “Account: Home”.
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SERVICE ACCOUNTS :: Pagination
Screen Context / How the User Got Here / Screen Notes

User has a number of service accounts that exceeds display on a single page.  Patination used to access additional accounts..

Description Interaction Notes

01 Pagination BAU.

01
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SERVICE ACCOUNTS :: Search / Filter
Screen Context / How the User Got Here / Screen Notes

User is searching for a specific account.

Description Interaction Notes

01 search / filter OnClick/Tap user has capability to search 
for accounts based on content entered in 
field.  User is also presented with 10 most 
recently searched entries; clicking on one of 
these 10 entries searches based on content 
in that entry.

01
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SERVICE ACCOUNTS :: Edit Service Account’s Nickname

03

01

02

Screen Context / How the User Got Here / Screen Notes

User has clicked on “Edit Nickname” button with intent to change nickname associated with account.

Description Interaction Notes

01 Edit Nickname entry field. Upon click of Edit Nickname, entry field 
displayed where user can enter account 
nickname.

Only one Service Account can be edited at the same time.

02 “Cancel” Upon click, edits to nickname are canceled.

03 “Save” Upon click, edits to nickname are saved.
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SERVICE ACCOUNTS :: Service Account Expanded
Screen Context / How the User Got Here / Screen Notes

User has expanded the selected service account: ‘Home’ container by either clicking/tapping on the  “+” / “–” (expand/collapse) icon, or the service 
account nickname: ‘Home”.

Description Interaction Notes

01 Service Account “Home” 
“+” / “–” (expand/collapse) 
icon and container

BAU. When the service account containers are expanded, 5 other containers 
are revealed. 

02 “+” / “–” (expand/collapse) 
icon and container

BAU.

01

02

02

02

02
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SERVICE ACCOUNTS :: Banking Information :: Expanded No Bank Account

01

02

Screen Context / How the User Got Here / Screen Notes

User has expanded the “Banking Information” container and has yet to add an account.

Description Interaction Notes

01 “Banking Information” “+” / 
“–” (expand/collapse) icon 
and container

BAU.

02 “Add New Bank Account” 
button

OnClick/Tap user is shown the fields for 
adding a new bank account (see following 
screen, “Service Accounts :: Banking 
Information:: Add Bank Account”).
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MY PROFILE :: My Profile

03

04

Screen Context / How the User Got Here / Screen Notes

User has arrived at the Profile and Preference page with the default Profile tab opened.

Description Interaction Notes

01 “Service Accounts” tab BAU.

02 “My Profile” tab BAU.

03 “Edit” button OnClick/Tap the user is given the 
opportunity to edit their personal 
information (see following).

04 personal information None.

Tier 2 Note: We will need to add “Link Account” button similar to “Authorized Users”.

01 02
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MY PROFILE :: Edit My Profile

01

01

03 03

05

04

02

02

Screen Context / How the User Got Here / Screen Notes

User has clicked / tapped on the “Edit Profile” button from the previous screen.

Description Interaction Notes

01 “Cancel” button BAU.

02 “Save” button OnClick/Tap user edits are verified, saved, 
and the container returns to its ‘view’ state.

While saving, the user is shown a “Saving” indicator (see “MY PROFILE 
:: My Profile :: Saving” screen).

03 forms filled out and 
editable

User’s have the option to make edits to the 
text entry fields.

First and Last Name fields are not editable. Instead the user is offered a 
tool tip explaining why the field can not be changed.

04 ‘username’ is not editable 
and therefore dimmed

None.

05 “Change Password” button OnClick/Tap password fields are shown in 
their editable state.



NV Energy Digital Experience · May 5, 2017 
104 of 223

IBM
Interactive
Experience

MY PROFILE :: Edit Password

01

Screen Context / How the User Got Here / Screen Notes

User has clicked / tapped on the “Change Password” button shown in the earlier state.

Description Interaction Notes

01 password fields BAU.

02 “Show Password” link OnClick/Tap shows user the inputted 
password and link changes to “Hide 
Password”.

03 password meter BAU.

02

03
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MY PROFILE :: My Profile :: Saving
Screen Context / How the User Got Here / Screen Notes

User has clicked / tapped on the “Save” button from the earlier state.

Description Interaction Notes

01 “Saving…” indicator None.

02 “Saved…” indicator None. After the screen is saved, this indicator is shown briefly (5 seconds) 
before returning to the editable state.

01

02
01

02
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PAY MY BILL :: Landing Page :: User Has Bank Account On File

01

02

03

04

05

07

11

06

08

09

10

12

Screen Context / How the User Got Here / Screen Notes

User has selected Pay My Bill from corporate home page or from MyAccount dashboard tile. They have a bank account on file.

Description Interaction Notes

01 header None.

02 “Get Payment Assistance” 
link

OnClick/Tap, user is taken to Get Payment 
Assistance page.

03 “Total Amount Due” None. “Value” and “Due On” date provided by Banner.

04 “Please Select a Payment 
Amount” subhead and form 
entry field

BAU. Value defaulted to “Total Amount Due” value.. User can overwrite value 
with new value.

Payment limits articulated in legacy BRD.

05 “Please Select a Payment 
Date” subhead and form 
entry field

OnClick/Tap, user is presented with calendar 
selector where user can select the payment 
date.

Value defaulted to today’s date. 

The Payment date must be equal to or greater than system date, not to 
exceed 30 days from the system date. 

User cannot select past dates so these dates are gray to indicate 
disabled.  The clickable dates are blue to indicate that user can select 
these dates. 

Error messaging detailed in legacy BRD.

06 calendar selector icon

07 “…payment method” 
subhead and radio buttons

BAU User created bank accounts and “Add a Bank Account” are selection 
items under the drop down menu .

08 “View Account Details” 
button

OnClick/Tap the left-hand drawer appears 
with user-chosen information/experience 
shown.09 “View Billing and Payment 

History” button

10 “View Usage” button

11 “Cancel” button OnClick/Tap, user dispalyed “Are you sure?’ 
modal.

If user clickes/taps “Yes”,  the decision is to cancel is confirmed.  
Changes are lost and the user is returned to the previous screen.

If user clicks/taps “No”, the modal goes away returning the user to the 
edit state where they left off before clicking on the “Cancel” button.

12 “Continue” button OnClick/Tap information is verified, saved 
and the transaction is completed.

13 “Edit” button OnClick/Tap user is shown the edit bank 
account modal (following).

13
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PAY MY BILL :: Landing Page :: User Has No Bank Account On File
Screen Context / How the User Got Here / Screen Notes

User has selected Pay My Bill from corporate home page or from MyAccount dashboard tile. They do not have a bank account on file.

Description Interaction Notes

01 “Add New Bank Account” 
button

OnClick/Tap user is shown the add new 
bank account modal.

01
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PAY MY BILL :: Landing Page :: Unable to Display Balance

01

02

03

Screen Context / How the User Got Here / Screen Notes

Bill has not been released to customer; therefore Total Amount Due cannot be displayed.

Description Interaction Notes

01 Informational text None NOTE: “Due on August 31, 2016” line should not display in this scenario.

02 User has linked a bank 
account

BAU.

03 User has not linked a banik 
account

BAU.
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PAY MY BILL :: Landing Page :: Review Payment Details

01

02

Screen Context / How the User Got Here / Screen Notes

User has clicked/tapped “Continue” from previous screen and is reviewing their payment details.

Description Interaction Notes

01 information text None

02 “Back” link On Click/Tap, returns user to previous 
scrreen
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PAY MY BILL :: Account Details :: Bank Account On File | No Bank Account On File
Screen Context / How the User Got Here / Screen Notes

User has clicked/tapped View Account Details button.  Drawer slides from left and compresses but does not hide Pay My Bill content 

Description Interaction Notes

01 header None

02 “Account Summary” drawer None Values provided by Banner.

03 ‘close’ button OnClick/Tap, drawer closes by sliding back 
to left and name of button changes to View 
Account Details.

04 “Hide Account Details” 
button

05 User has linked a bank 
account

BAU.

06 User has not linked a banik 
account

BAU.

01

02

05

06

03

04
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PAY MY BILL :: Viewing Billing and Payment History
Screen Context / How the User Got Here / Screen Notes

User has clicked/tapped View Payment & Billing History button.  Drawer slides from left and hides  Pay My Bill content.

Description Interaction Notes

01 Account Feed drawer 
with “Payment and Billing 
History” tab showing

BAU.01
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USAGE :: Actual Daily Usage (kWh) for One Week
Screen Context / How the User Got Here / Screen Notes

User has clicked on View Usage button and selected Week View. A consumption only meter has been selected for display.

Description Interaction Notes

01 Header None.

02 Date Range copy (from date 
- to date)

None Date range specified by Ending Date field and View selection.

For 15 Min View, Date Range To Date is equal to date specified in Ending 
Date field.  From Date is the same as To Date.

For Hour View, Date Range To Date is equal to date specified in Ending 
Date field.  From Date is the same as To Date.

For Week View, Date Range To Date is equal to date specified in Ending 
Date field.  From Date is equal to  To Date. minus 6 days.

For Month View, Date Range To Date is equal to date specified in Ending 
Date field.  From Date is equal to To Date minus 30 days.

03 Average Usage line None.

04 Average Temperature line None.

05 Weekend day shading None. Saturday and Sunday periods are shaded gray.

06 kWh bar None.

07 Legend copy None.

08 View selection radio 
buttons

On Click/Tap, chart view changes (see 
callout 02).

09 Ending Date calendar 
selector

On selection of date from calendar selector 
(BAU), end date of usage chart changes.

10 Meter selector drop down On Click, drop down presents all meters 
eligible to display usage data.  Selection of a 
meter displays usage for that meter.

11 Download Usage button On Click/Tap, user is taken to Download 
Usage landing page.

09
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USAGE :: Actual Dail Usage (kWh) with Hover
Screen Context / How the User Got Here / Screen Notes

User has clicked on a data point on the Usage chart.

Description Interaction Notes

01 Hover Over informational 
copy

None.

01
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USAGE :: Actual Daily Usage (kWh) for One Month
Screen Context / How the User Got Here / Screen Notes

User has clicked on View Usage button and selected Month View. A consumption only meter has been selected for display.

Description Interaction Notes

01 New month indicator None. Located between last day of previous month and first day of next 
month.  Name of next month is displayed.

01
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USAGE :: Actual Daily Usage (kWh) Time of Use for One Month
Screen Context / How the User Got Here / Screen Notes

User has clicked on View Usage button and selected Month View.  A time of use meter has been selected for display.

Description Interaction Notes

01 Stacked bar chart depicting 
TOU and HEV usage

None

01
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USAGE :: Actual Daily Usage (kWh) Time of Use with kW and kVARh

03

02

01

Screen Context / How the User Got Here / Screen Notes

User has clicked on View Usage button. A meter capturing both kWh and kVARh data has been selected for display.

Description Interaction Notes

01 Stacked bar chart 
representing TOU usage

None.

02 Demand kW line None.

03 Bar chart depicting kVARh 
value

None.
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USAGE :: Actual Daily Usage (kWh) Net Metering
Screen Context / How the User Got Here / Screen Notes

User has clicked on View Usage button.  A net meter has been selected for display.

Description Interaction Notes

01 Floating bar chart depicting 
net kWh values.  

None. Production values represented as positive.  Usage values represented 
as negative.

01
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START · STOP · MOVE SERVICE :: Landing Page (authenticated) | Service Order

01 02 03

Screen Context / How the User Got Here / Screen Notes

User has use main navigation to land on this, “Start · Stop · Move Service Landing Page”.

Description Interaction Notes

01 “Start Service” link OnClick/Tap the user is linked to the 
requested transaction’s main page.

02 “Stop Service” link

03 “Move Service” link
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START SERVICE :: Existing Customer (simplified first step)
Screen Context / How the User Got Here / Screen Notes

This is a simplified “Start Service” form for existing MyAccount customers. There are still 3 steps, but Step 1 is simplified, no longer containing the “Sign 
In Information” and “Security Questions” form fields. The “Primary Account Holder” and “Contact Information” form fields are pre-populated with user’s 
information (their information is known since the user is signed in).

User could have arrived here in multiple ways: selecting “Start Service” from the Start/Stop/Move dashboard tile; selecting “Start Service” from the 
authenticated Start/Stop/Move Service screen; or after the message they might receive in Step 1 (see START SERVICE :: Step 1 :: Personal Information, 
annotation #4).  

Description Interaction Notes

01 “Continue” button OnTap user’s information is validated and 
they are taken to “Step 2”. 

Step 2 and Step 3 are exactly the same as the non-authenticated form.

01
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STOP SERVICE :: Service Information
Screen Context / How the User Got Here / Screen Notes

User has arrived here by clicking on Stop Service from the Start · Stop · Move Service Landing Page or by pressing the main navigation Account Service’s 
menu option and selecting “Stop Service”.

Description Interaction Notes

01 header None.

02 status bar None. Completed and current steps are highlighted.

03 primary account holder 
information 

None.

04 “The following services will 
be discontinued:” copy

None. Services provided to this premise (service account) are provided by 
Banner.

05 ‘calendar’ icon and button BAU.

06 “Meter Access” subhead, 
informational text, and 
toggle buttons

OnClick/Tap buttons toggle between their 
active and inactive state.

07 “Cancel” link BAU.

08 “Continue” button (inactive 
state)

None.

0807
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STOP SERVICE :: Service Information (filled out)

0201

Screen Context / How the User Got Here / Screen Notes

User has filled in the form.

Description Interaction Notes

01 “Dog” button selected OnClick/Tap these buttons toggle from their 
selected to unselected states

02 “Continue” button (active 
state)

OnClick/Tap the user’s information is verified 
and stored. User is then directed to Step 2
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STOP SERVICE :: Step 2 :: Billing Information 

01

04

05

06

02

03

07

Screen Context / How the User Got Here / Screen Notes

User has clicked/tapped “Continue” from Step 1. 

Description Interaction Notes

01 informational copy None. 

02 Mailing Address fields User enters mailing address information into 
each field.

03 “Non US Mailing Address” 
checkbox

OnClick/Tap toggle checkbox state from 
unselected to selected and vice versa.

When selected show a text field for “Country”.

04 “Phone Number” text entry 
fields and “Type” drop 
down menu

Users can enter their primary phone number, 
extension (if any), and then choose from the 
drop down menu the phone number type.

05 ‘letter of credit’ radio 
buttons

OnClick/Tap, users can select whether they 
would like to have a letter of credit emailed 
to them.

06 “Continue” button (shown 
inactive)

None. 

07 “Back” link BAU. This link appears only once a user has proceeded to Step 2; does not 
appear on Step 1.
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STOP SERVICE :: Review
Screen Context / How the User Got Here / Screen Notes

User has continued from Step 2

Description Interaction Notes

01 header None.

02 status bar None. Completed and current steps are highlighted.

03 subhead and user inputted 
copy

None.

04 Back button On Click/Tap, user is returned to the previous 
screen (step 2).

05 Cancel button BAU.

06 “Submit” button OnClick/Tap the “Stop Service” process is 
finalized. The user receives a message in 
the following screen  about successful/
unsuccessful completion.

01
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STOP SERVICE :: Confirmation (submitted)

01

02

03

Screen Context / How the User Got Here / Screen Notes

User has continued from Step 3

Description Interaction Notes

01 header None.

02 informational text, and 
pertinent information

None.

03 “My Dashboard” button OnClick/Tap user is taken to their dashboard.
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MOVE SERVICE :: Step 1 :: Move From Service
Screen Context / How the User Got Here / Screen Notes

User has clicked/tapped the “Move Service” button on the “Start · Stop · Move Service Landing Page” or has selected “Move Service” from the main 
navigation Account Service’s menu option and has arrived at Step 1.

Description Interaction Notes

01 header None. 

02 status bar None. Completed and current steps are highlighted.

03 primary account holder 
information 

None. 

04 informational copy None. 

05 ‘access conditions’ and 
toggle buttons

OnClick/Tap the buttons toggle from their 
unselected to selected states.

06 ‘calendar’ icon and button BAU.

07 “Cancel” link BAU.

08 “Continue” button (shown 
inactive)

None. Button becomes active after information provided.
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MOVE SERVICE :: Step 2 :: Move To Personal Information and Address
Screen Context / How the User Got Here / Screen Notes

User has proceeded from Step 1.

Description Interaction Notes

01 “Primary Account Holder” 
and “Contact Information” 
subhead and text entry 
fields

BAU.

Important Note: Throughout OnFocus the 
field name text does not go away. Upon 
typing the field is cleared and the user’s 
inputted text replaces the field name text.

These fields are pre-populated with the user’s account information. 
The user has the opportunity to update the “Nickname” field. The 
user cannot update any other fields in the “Primary Account Holder” 
information.

02 “Address to Move Service 
to” and “Nickname” 
subhead and text entry 
fields

03 “Phone Number” text entry 
fields and “Type” drop 
down menu

Users can enter phone numbers, and then 
choose from the drop down menu the phone 
number type.

These fields are pre-populated with the user’s account information, but 
user has the opportunity to update.

04 “More” link OnClick/Tap additional “Phone Number” text 
entry fields will appear so user can add an 
additional contact method.

05 “Add Additional User” link OnClick/Tap additional text entry fields 
appear so the user can add an additional 
user.

See NonAuthenticated Start Service :: Step 1 :: Personal Information :: 
Add An Additional User for annotations about this step.

06 “Continue” button (shown 
inactive)

None. User has to fill in the “Address to Move Service to” and “Nickname” text 
entry fields for the button to become ‘active’.
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MOVE SERVICE :: Step 2 :: Move To Personal Information and Address (filled out)
Screen Context / How the User Got Here / Screen Notes

User has filled out the form and updated his contact information.

Description Interaction Notes

01 “Continue” button OnClick/Tap the user’s information is verified 
and stored. User is then directed to Step 3.

01
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MOVE SERVICE :: Step 3 :: Move to Service 
Screen Context / How the User Got Here / Screen Notes

User has proceeded from Step 2.

Description Interaction Notes

01 ‘calendar’ icon and button BAU.

02 subhead and text entry 
form fields 

BAU.

03 “Non US Mailing Address” 
checkbox 

OnClick/Tap toggle checkbox state from 
unselected to selected and vice versa.

When selected, show a text field for “Country”.

04 paperless instructional 
copy

None. 

05 ‘paperless’ button OnClick/Tap toggles between its “On”/”Off” 
states.

06 subhead and form of toggle 
buttons

OnClick/Tap the buttons toggle from their 
unselected to selected states (see following).

For “Locked Gate” and “Dog” icons, one, both, or neither can be 
selected.

For “Yes”/”No” icons, one must be selected.

07 “Back” link BAU. This link only appears once a user has proceeded to Step 2; does not 
appear on Step 1.

08 “Cancel” link BAU.

09 “Continue” button (shown 
inactive)

None. User must “Select a Service Stop Date”, fill in the “New Mailing 
Address” fields, and toggle all “Yes”/”No” buttons for the “Continue” 
button to become ‘active’.
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DASHBOARD :: Landing Page for Hybrid App
Screen Context / How the User Got Here / Screen Notes

Hybrid app landing page. 

Description Interaction Notes

01 “Rearrange Dashboard” 
button

OnTap user can personalize the order of 
many of the dashboard tiles (see following). 

02 corp comm marketing 
opportunity carousel

OnSwipe (horizontal) user can view up to three marketing opportunities.

OnSwipe (vertical) scrolls through the page (shown on right). Note that the marketing opportunity scrolls away offering 
the user greater screen real estate for the dashboard tiles.

03 carousel indicator BAU.

04 dashboard tiles OnTap the selected container opens to show  
additional information (see individual tiles).

The default position is for the ‘top’ container to be expanded. Before the 
user has an opportunity to rearrange the containers, “Current Bill” is 
the top container. All other containers default to being collapsed.

05 “More” scroll indicator 
(optional)

OnTap and/or Swipe (vertical) scrolls down 
the screen. Once the user begins to scroll 
the “More” indicator fades away.06 “More” scroll indicator 

(faded out after user begins 
to scroll)
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DASHBOARD :: Rearrange Dashboard
Screen Context / How the User Got Here / Screen Notes

User has tapped on the “Rearrange” button. Tiles while in their movable state shake similar to the iPhone.

Description Interaction Notes

01 “Cancel” button OnTap the user is returned to the previous 
state without any of potential changes 
having taken affect.

02 “Done” button OnTap tiles are reordered and their 
positioning is remembered for future 
sessions.

03 tiles in their movable state User can drag the tile into a new position. User can position tile(s) into their preferred position(s). NBA tiles cannot 
be moved.

NBAs that have been closed are replaced by those below that remain 
open. 

04 next best action tiles N/A

01 02
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DASHBOARD :: Tiles :: Current Bill | Zero Amount Due
Screen Context / How the User Got Here / Screen Notes

My Bill detail. The left-hand image reflects when there is a balance due and the right-hand image reflects when there is no payment due.

Description Interaction Notes

01 Dashboard Tiles “Current 
Bill” and “Projected Bill” “+” 
/ “–” (expand/collapse) icon 
and container

BAU.

02 informational copy None. Dynamic text drawn from user’s data. Date is based on user’s last 
payment for the associated service account.

03 “Total Amount Due” None. Dynamic text drawn from user’s data. Date is based on user’s preset 
payment date for the associated service account.

04 tool tip BAU.

05 ‘balance’ None. Dynamic text drawn from user’s data.  Balance amount is drawn from 
user’s account balance.

06 “Pay My Bill” link OnTap user is taken to Pay My Bill screen.
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DASHBOARD :: Tiles :: Projected Bill | Project Bill with Alert
Screen Context / How the User Got Here / Screen Notes

Projected Bill detail.

Description Interaction Notes

01 header None.

02 informational text None. Dynamic text drawn from user’s data. Billing Cycle is based on user’s 
data with the associated service account.

03 projected next bill text None. Dynamic text drawn from user’s data associate with the currently 
viewed service account.

04 “[00] Days into Billing 
Cycle”

None. Dynamic text drawn from user’s data associate with the currently 
viewed service account.

05 alert text None.01
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DASHBOARD :: Tiles :: FlexPay Enrolled 

02
01

03

04

05

06

Screen Context / How the User Got Here / Screen Notes

FlexPay details: Enrollment Pending; Enrollment Incomplete; FlexPay (once enrolled).

Description Interaction Notes

01 header None.

02 “As of [date]” None. Dynamic text drawn from user’s data associate with the currently 
viewed service account.

03 “FlexPay Balance” None. Dynamic text drawn from user’s data associate with the currently 
viewed service account.

04 “Approximate Days 
Remaining”

None. Dynamic text drawn from user’s data associate with the currently 
viewed service account.

05 “Outstanding Balance” None. Dynamic text drawn from user’s data associate with the currently 
viewed service account.

06 “Replenish” link OnTap user is taken to the FLEXPAY :: 
Replenish FlexPay Account page.



NV Energy Digital Experience · 
17 of 270

IBM
Interactive
Experience

DASHBOARD :: Tiles :: Account Feed

01

02

03

04

05

06

Screen Context / How the User Got Here / Screen Notes

Account Feed detail. 

Description Interaction Notes

01 Dashboard Tiles “Account 
Feed” and “My Usage” “+” 
/ “–” (expand/collapse) icon 
and container

BAU. 

02 number of ‘important’ None. Dynamic text drawn from user’s data associate with the currently 
viewed service account. Number of “Important” is drawn from 
“Important Notifications”.

03 ‘important’ OnTap takes user their Account Feed with 
the Notification container expanded.

Dynamic text drawn from user’s data associate with the currently 
viewed service account.

04 ‘notification’ OnTap takes user their Account Feed with 
the Notification container expanded.

05 ‘statement’ OnTap takes user their Account Feed with 
the Payment and Billing History container 
expanded.

06 “View Account Feed” link OnTap takes user to their Account Feed with 
the Notifications container expanded.
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DASHBOARD :: Tiles :: My Usage :: Default Usage Graph | Only Displaying Usage in KwH

01
02

03

04

01
02

03

04

Screen Context / How the User Got Here / Screen Notes

My Usage detail. The left hand image shows the default usage graph (displaying usage both in KwH and dollar amount cost). The right hand image shows 
the usage graph for Net Metering, TOU, Net TOU, Generation, and kVARh customers (only displays usage in KwH). 

Description Interaction Notes

01 Dashboard Tiles “My 
Usage” “+” / “–” (expand/
collapse) icon and 
container

BAU. 

02 informational copy None. Dynamic text drawn from user’s data associate with the currently 
viewed service account. Number of “Important” is drawn from 
“Important Notifications”.

03 ‘usage’ graph None. Graph type is driven by Banner based on the data returned from the 
Meter List; the graph type is selected for the first meter in the Meter 
List.  See Appendix B (BRD): Banner and SOA Technical Specifications 
for inputs and outputs and Appendices C through G for details.
a. IF serviceCode = ‘GAS’ THEN display the Therms graph.
b. ELSEIF netMeteringFlag =’Y’ AND touMeteringFlag = ‘N’ THEN
        display the NET graph.
c. ELSEIF netMeteringFlag =’N’ AND touMeteringFlag = ‘Y’ THEN

display the TOU graph.
d. ELSEIF netMeteringFlag = ‘Y’ AND touMeteringFlag = ‘Y’ THEN

display the NET TOU graph.
e. ELSEIF serviceCode = ‘EL’ THEN display the KWH graph.
f. IF demandMeteringFlag = ‘Y’ THEN add demand overlay to the

default electric graph (kWh, TOU, NET, NET TOU), with demand data
series display turned ON by default.

Consumption values displayed are driven by graph type: 
a. If Net, display net usage by day in same format as Actual Daily

Usage (kWh) Net Metering graph. 
b. If TOU, display TOU usage by day in same format as Actual Daily

Usage (kWh) Time of Use for One Month graph.
c. If Net TOU, display both Net and TOU usage by day in same formats

as in a. and b.
d. All else, display total usage (kWh) by day in same format as Actual

Daily Usage (kWh) for One Week graph.
Preceding 7 days with data should be displayed.  
Cost should be displayed by day based on values provided by Big Data.   
Cost should be rounded to 2 decimal places. 

04 “View Usage” button OnTap user is directed to the “Usage :: 
Actual Daily Usage (kWh) for One Week” 
screen.
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DASHBOARD :: Tiles :: My Smart Thermostat | Time of Use
Screen Context / How the User Got Here / Screen Notes

My Smart Thermostat detail. Next Best Action (Time of Use) detail. 

Description Interaction Notes

01 Dashboard Tiles “My Smart 
Thermostat” and “+” / “–” 
(expand/collapse) icon and 
container

None.

02 service address None. Dynamic text drawn from user’s data associate with the currently 
viewed service account.

03 informational copy None.

04 “Control Thermostat” link OnTap user is taken to the EcoFactor login 
screen.

05 ‘close’ button BAU. Only Next Best Action tiles can be closed/removed. 

06 Dashboard Tiles ‘NBA 
header’ “+” / “–” (expand/
collapse) icon and 
container

BAU.

07 [plan/program name] None. 

08 informational copy None. 

09 “Get Started” link OnTap user is taken to the informational 
landing page for the associated plan/
program.  
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MY PROFILE :: My Profile 

02

01

03

Screen Context / How the User Got Here / Screen Notes

User has arrived at the Profile and Preference page with the default Profile tab opened.

Description Interaction Notes

01 “My Profile” drop down BAU.

02 “Edit” button OnTap the user is given the opportunity 
to edit their personal information (see 
following).

03 personal information None.

Tier 2 Note: We will need to add “Link Account” button similar to “Authorized Users”.
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MY PROFILE :: Edit My Profile
Screen Context / How the User Got Here / Screen Notes

User has tapped on the “Edit Profile” button from the previous screen.

Description Interaction Notes

01 “Save” button OnTap user edits are verified, saved, and the 
container returns to its ‘view’ state.

While saving, the user is shown a “Saving” indicator (see “MY PROFILE 
:: My Profile :: Saving” screen).

02 “Cancel” button BAU.

03 forms filled out and 
editable

User’s have the option to make edits to the 
text entry fields.

First and Last Name fields are not editable. Instead the user is offered a 
tool tip explaining why the field can not be changed.

04 “Change Password” button OnTap password fields are shown in their 
editable state.
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MY PROFILE :: Edit Password
Screen Context / How the User Got Here / Screen Notes

User has tapped on the “Change Password” button shown in the earlier state.

Description Interaction Notes

01 password fields BAU.

02 “Show Password” 
checkbox

OnTap shows user the inputted password 
and link changes to “Hide Password”.

03 password meter BAU.
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MY PROFILE :: My Profile :: Saving | Edits Saved 
Screen Context / How the User Got Here / Screen Notes

User has  tapped on the “Save” button from the earlier state.

Description Interaction Notes

01 “Saving…” indicator None.

02 “Saved…” indicator None. After the screen is saved, this indicator is shown briefly (5 seconds) 
before returning to the editable state.
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02
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PAY MY BILL :: Landing Page :: User Has Bank Account On File | Edit Bank Account Modal

09

13

14

15

16

19

20

18

17

17

Screen Context / How the User Got Here / Screen Notes

User has selected Pay My Bill from corporate home page or from MyAccount dashboard tile. They have a bank account on file.

User has selected, “Edit” bank account. 

Description Interaction Notes

01 header None.

02 “Get Payment Assistance” 
link

OnTap, user is taken to ‘Get Payment 
Assistance’ page.

03 “Total Amount Due” None. “Value” and “Due On” date provided by Banner.

04 “View Account Details” 
button

OnTap full-screen drawer appears with 
user-chosen information/experience shown.

05 “View Billing and Payment 
History” button

06 “View Usage” button

07 “Please Select a Payment 
Amount” subhead and form 
entry field

BAU. Value defaulted to “Total Amount Due” value.. User can overwrite value 
with new value. Payment limits articulated in legacy BRD.

08 “Payment Date” subhead 
and form entry field

OnTap, user is presented with calendar 
selector where user can select the payment 
date.

Value defaulted to today’s date. 

The Payment date must be equal to or greater than system date, not to 
exceed 30 days from the system date.  User cannot select past dates 
so these dates are gray to indicate disabled.  The clickable dates are 
blue to indicate that user can select these dates.  Error messaging 
detailed in legacy BRD.

09 calendar selector icon

10 “…payment method” 
subhead and radio buttons

BAU. User created bank accounts and “Add a Bank Account” are selection 
items under the drop down menu .

11 “Continue” button OnTap information is verified, saved and the 
transaction is completed.

12 “Cancel” button OnTap, user is dispalyed with “Are you sure?’ 
modal.

If user taps “Yes”,  the decision is to cancel is confirmed.  Changes are 
lost and the user is returned to the previous screen.

If user taps “No”, the modal goes away returning the user to the edit 
state where they left off before tapping on the “Cancel” button.

13 “Edit” button OnTap user is shown the edit bank account 
modal (following).

14 ‘close’ button BAU.

15 header None. 

16 “Account Type” radio 
buttons

BAU.

17 “Account Number” / 
“Routing Number” text 
entry fields

BAU.

18 informational copy None. 

19 “Change” button OnTap, new account information is saved 
and user is returned to ‘Pay My Bill’ screen. 

20 “Cancel” link BAU.
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PAY MY BILL :: Account Details | Viewing Billing and Payment History 

02

03

01
01

04

05

Screen Context / How the User Got Here / Screen Notes

User has tapped View Account Details button.  

User has tapped View Billing and Payment History button. 

Description Interaction Notes

01 ‘close’ button BAU.

02 header None. 

03 “Account Summary” copy None. Values provided by Banner. 

04 page dropdown menu OnTap user can select which tab they want 
to view (‘Payment and Billing History’ or 
‘Usage’).  Tapping a selection takes the user 
directly to the page for that tab. 

05 Account Feed drawer 
with “Payment and Billing 
History” container open

BAU.
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