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1.3.11 Bill Inquiry Handling

| | | | | |

Authorize Customer Track & Manage q
Create Customer Assess Customer : . . Report Customer Close Customer Bill
Bil Inquiry Report Bil Inguiry Report [ ’ il Invoice W ‘ ool 1 ’ Bil Inquiry Inguiry Report
ac

Figure 1: 1.3.11 Bill Inquiry Handling decomposition
Bill Inquiry Handling

Process ldentifier: 1.3.11

Brief Description

>

M

Extended Description

This L2 Process is defined in detail with L3 processes. Refer below L3 processes and
shared artifacts
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1.3.11.1 Create Customer Bill Inquiry Report

Create Customer
Bill Inquiry Report

Generate Customer Comvert Customer Bill Request Additicnal Eill
Bill Inquiry Inguiry Inguiry Information

Figure 2: 1.3.11.1 Create Customer Bill Inquiry Report decomposition

Create Customer Bill Inquiry Report

Process ldentifier: 1.3.11.1

Brief Description

Extended Description

Smart invoice pro provides a feature to customer to create bill inquiry and can view all
the request raised. Customer agent can see and download the reports via export button.

In case of additional information, customer can log in and add and request for
cancellation as well.

This Process Is AM as only manual activity involved is customer need to login and fill in
the personal details and inquiry details.

Once inquiry raised by the customer, notification will be sent to the customer for new
inquiry and for all the updates.
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Additional information can be logged via customer on the same inquiry. Customer agent
can see the details on the screen and download the attachments.

In this process manual activity is, customer need to add additional information if
required

SMART . __ i P
INVOICEE® ' HOME := USAGE DATA i CHARTS [ BILLS ‘% SERVICE REQUEST \ Sumit

New Request

Select Priority v seeet Cetegory !
Name : Your Name Phone No.: 0000000000-9999999999 E-mail Your E-mail ID

Issue: Issuein one line

Issue Description : Description of issue

Choose File | No file chosen

View Mode

DATE : 10/15/2018 06:07 PM CATEGORY  : Postpaid PRIORITY :Low STATUS :In Progress

ISSUE: My invoice is incorrect as per my plan subscription DESCRIPTION: My invoice is incarrect as per my plan subscription

Attachment - DOWNLOAC USER COMMENTS: It would be helpful if this issue get fixed ASAP

COMMENTS:

Assign To self

Action : Choose..
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SMART . —~
INVOICEES HOME i~ USAGEDATA 11 CHARTS [~ BILLS COST CENTER SERVICE REQUEST @ Teencorp

My Request

Show |10 ¥ entries Search:

Sr.No * Category Issue Date Priority Status
1 Postpaid My invoice is incarrect as per my plan subscription 10/15/2018 06:07 PM Low In Progress VIEW
2 Prepaid No service issue in my Prepaid connection 10/15/2018 06:07 PM Low Open VIEW
3 Broadband Every alternative day My Broadband say’s Network issue 10/15/2018 06:07 PM Low Open VIEW
4 Digital TV My invoice is incorrect as per my subscription 10/15/2018 06:07 PM Low Open VIEW
5 SIP Wallet My wallet is showing incorrect balance 10/15/2018 06:07 PM Low Open VIEW
3 Online Store My money got deducted but it is not showing in my bucket list 10/15/2018 06:07 PM Low Open VIEW
Sr. No Category Issue Date Priority Status
Showing 1 to 6 of & entries Previous T‘ Next
Explanatory

Reserved for future use.

Mandatory
Reserved for future use.

Optional
Reserved for future use.
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1.3.11.2 Assess Customer Bill Inquiry Report

Assess Customer
Bill Inguiry Report

Azzezs and " Complete Customer
Inguiry Bill Inquairy B ALl S Do Azzessment

Figure 3: 1.3.11.2 Assess Customer Bill Inquiry Report decomposition

This process element is out of scope for this conformance certification

Page 7 of 15



tforum

1.3.11.3 Authorize Customer Bill Invoice Adjustment

Authonze Customer

Bill Invioice
Adjustment
Datermine Automated Analyze Detailed Bill Record Customer Bill
Bill Adjustrment |recqisiry Ivvaice Adjustrment

Figure 4: 1.3.11.3 Authorize Customer Bill Invoice Adjustment decomposition

This process element is out of scope for this conformance certification
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1.3.11.4 - Track & Manage Customer Bill Inquiry Resolution

Track & Manage
Customer Bill
Inquiry Resalution

tforum

Schedule Customer
Bill Inguiry Analysis
and Adjustment

rvities

Bssign Customer Bill
Inquiry Ana and
Adjustrent ities

Coordinate Customer
Bill Inguiry Analysis
and Adjustment

rvities

Manitar Custemer Bill

Imauiry Jeapardy
tatus

Initiate SIP Customer
Bill Inguiry Resolution
equest

ModuthCus'_u:umtr Bill

Caneal Custemar Bill

Figure 5 1.3.11.4 Track & Manage Customer Bill Inquiry Resolution

This process element is out of scope for this conformance certification
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1.3.11.5 Report Customer Bill Inquiry

Report Customer
Bill Inquiry

Monitor Customer Bill Provide Customer Eill Frovide Management
Inquiry Change R :

Irguiries

Figure 6: 1.3.11.5 Report Customer Bill Inquiry decomposition

Report Customer Bill Inquiry

Process ldentifier: 1.3.11.5

Brief Description

Extended Description

AM

Customer agent can monitor the request status via portal, any Update in the customer
inquiry it will be notified.

Any Update in the customer inquiry notification will be sent to the customer and the

Q
I
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3
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3
o
S
Q
Q
o
S
o
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Below are some of the key KPI’'s summarized

Number of new Tickets
Number of resolved tickets
Average Resolution Time
Resolved Cases

Time to First Response
Customer Satisfaction Score

Tickets by week / medium / by time of the day / by Group

Log / Update
Inquiry

Create / update . Evaluate
Request PRl Ol TSP Request

N N \T\
Request More
Detail

T

\d

From: admin@smarinveicepro.com < sdmin@smarinvoicepra.com >
Sent: Tuesday, Cotober 23, 2013 11:31 PM

To: sonal jain@gmail.com

Subject: Smart Invaice Pro Update - SRO0002064|

Close Request

Hi Geerman Gabriela

SMART
INVOICE e

¥our Service Request No: SROMD02064 has been Raised.

Please click the below link or copy paste in browser to track the request.

Best Wishes,
Admin - Smart Inoice Pro

Pleasz note, if you are not the intended recipient of this email, do drop us a mail at we will ensure immediate updation at our end.This is n auto generated email.

Please do not reply to this email.
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{i SR_NO |{} CATEGORY |&+ 1550E_DESC |+ DATE_Rra1SED |4 PRIORITY [{} STATUS |{} SERVICE_NUMBER |{ DATE_cLOSED
1 SR1001 postpaid-bill bill not available 15-10-18 HIGH CLOSED 9916922664 22-10-18
2 SR1002 Inaccurate Charges Usage Charges are not matching 15-10-18 LOW CLOSED 9916922664 23-10-18
3 5R1003 Inaccurate Charges Usage Charges are not matching 17-10-18 HIGH CLOSED 9916922664 22-10-18
4 SR1004 postpaid-bill bill not available 18-10-18 HIGH CLOSED 9916922664 19-10-18
5 SR1O0S postpaid-bill bill not available 16-10-18 LOW CLOSED 9916922664 24-10-18
6 SR1006 postpaid-bill bill not available 17-10-18 HIGH CLOSED 9916922664 20-10-18
7 SR1007 Inaccurate Charges Usage Charges are not matching 28-10-18 HIGH CLOSED 9916922664 22-10-18
8 SR1008 Inaccurate Charges Usage Charges are not matching 19-10-18 HIGH CLOSED 0016922664 22-10-18
9 SR1009 postpaid-bill bill not available 16-10-18 HIGH CLOSED 9916922664 17-10-18
10 SR1G16@ Inaccurate Charges Usage Charges are not matching 15-16-18 LOW CLOSED 9916922664 23-10-18
11 SR1G11 postpaid-bill bill not available 23-10-18 HIGH CLOSED 9916922664 24-10-18
12 S5R1012 Inaccurate Charges Usage Charges are not matching 28-10-18 HIGH CLOSED 9916922664 20-10-18
13 SR1013 Inaccurate Charges Usage Charges are not matching 20-10-18 HIGH CLOSED 9916922664 22-10-18
14 SR1014 Total Mismatch Issue with Total Value 22-10-18 HIGH CLOSED 9916922664 24-10-18

{t DATE_RAISED |{} PRIORITY |{} COUNT(1)

117-10-128 HIGH 1
2 18-10-18 HIGH 1
319-10-12 HIGH 1
4 15-10-18 HIGH 1
5 16-10-18 HIGH 1
6 16-10-128 LOw 2
717-10-18 HIGH 1
g 22-10-18 HIGH 1
3 15-10-18 LOw 1
10 23-10-18 HIGH 1
11 20-10-18 HIGH 3

{: DATE_RAISED |{} STATUS |{} REQ_COUNT

23-10-18 CLOSED 1
22-10-18 ANATT 1
17-10-18 CLOSED 1
20-10-1=8 CLOSED 3
17-10-18 CLOSED 1
15-10-18 CLOSED 1
15-10-18 CLOSED 1
22-10-18 CLOSED 1
16-10-18 CLOSED 2
18-10-18 CLOSED 1
19-10-18 CLOSED 1
15-10-18 CLOSED 1
20-10-1=8 INPROGRESS 2
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§ sR_NO|{} cATEGORY |4 1s5UE_DESC |{: DATE_RAISED |{} PRIORITY |} STATUS |{} SERVICE_NUMBER |{} DATE_CLOSED |
SR1015 Inaccurate Charges Usage Charges are not matching 20-10-18 HIGH INPROGRESS 9916022664 (null)
SR1016 Inaccurate Charges Usage Charges are not matching 20-10-18 HIGH INPROGRESS 9916022664 (null)
SR1017 Total Mismatch Issue with Total Value 22-10-18 HIGH AWAIT 9915922654 (null)

From: gdmin@smartinvoicepro.com < sdmin@smartinvoicepro.com >
23, 2018 11:33PM
m

Sent: Tuesday, October

To: sonal jsin@gma:
Subject: Smart Invoice Pro Update - SRO0002084

) SMART
Hi Geerman Gabriela INVOICE 57

Your Service Request No: SRO000Z064 has been Reviewed and Updated.

Please click the below link or copy paste in browser 1o track the request.

Best Wishes
Admin - Smart Invoice Pro
Please note, if you are not the intended recipient of this email, do drop us a mail at We will ensure immesiate updation at our end.This is an auto generated email.

Please do not reply to this email.

From: admin@smartinvoicepro.com < sdmin@smartinvoicepro.com >
2018 11:236 PM

Sent: Tuesday, Octaber
To: sonsljsing@gmail.com
Subject Smart Invoice Pro Update - SRODO02084

) SMART
Hi Geerman Gabriela INVOICE 57

¥our Service Request No: SROOO02064 has been Reviewed and Required Additional Informaticn.

Please click the below link or copy paste in browser to track the request.

Best Wishes,
Admin - Smart Invoice Pro
Pleasa note, if you are not the intended redipient of this email, do drop us a mail at We will ensure immediate updation at our end.This is an auto generated email.

Please do not reply to this email

From: sdmin@smartinvoicepro.com < adming@smariinvoicepro.com >
Sent: Tuesday, October 23, 2018 11:45 FM
To: sonal jein@gmsil.com

Subject: Smart Invoice Pro Update - SRO0002084

! ) SMART
Hi Geerman Gabriela INVOICE =57

Your Service Request No: SRD0002064 has been Completed.

Please click the below link or copy paste in browser to track the request.

Best Wishes,
Admin - Smart Invoice Pro

Please note, if you are not the intended redipient of this email, do drop us a mail at We will ensure immediate updation at our end.This is an auto generated email

Please do not reply to this email.
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1.3.11.6 Close Customer Bill Inquiry Report
Close Customer Bill Inquiry Report
Process Identifier: 1.3.11.6

Brief Description

>

Extended Description

Once inquiry is resolved it will be closed and notification will be sent to customer that
request has been closed.

From: sdmin@: com =
Sent: Tuesday, October 23, 2018 11:45PM

To: sonal jsin@gmeil.com

Subject: Smsrt Invoice Pro Update - SRODO02084

icepro.com >

) SMART
Hi Geerman Gabriels INVOICE Eer

Your Service Request No: SRO0002064 has been Completed.

Please click the below link or copy paste in browser to track the request.

Track Request

Best Wishes,
Admin - Smart Invaice Pro

Pleas note, if you are not the intended recipient of this email, do drop us a mail at We will ensure immediate updation at our end.This is an auto generated email.
Please do not reply to this email.

|t DATE_RAISED |{t STATUS |{} REQ_COUNT

23-10-18 CLOSED 1
22-10-18 ANATLT 1
17-10-18 CLOSED 1
20-10-18 CLOSED 3
17-10-18 CLOSED 1
153-10-18 CLOSED 1
15-10-18 CLOSED 1
22-10-18 CLOSED 1
15-10-18 CLOSED 2
18-10-18 CLOSED 1
19-10-18 CLOSED 1
16-10-18 CLOSED 1
20-10-18 INPROGRESS 2
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Evaluate
Request —{ Close Request

\f\ \_T_\
Request More
Detalil

T

Log / Update
Inquiry

Create / update

Request > Assign Request

\J

Explanatory
Reserved for future use.

Mandatory
Reserved for future use.

Optional
Reserved for future use.

Interactions
Reserved for future use.
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