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1.3.11 Bill Inquiry Handling 

 

Figure 1: 1.3.11 Bill Inquiry Handling decomposition 

Bill Inquiry Handling 

Process Identifier: 1.3.11 

Brief Description 

Ensure the timely and effective fulfillment of all customer bill inquiries and complaints. 

AM 

Extended Description 

The purpose of Bill Inquiry Handling process is to ensure the timely and effective 

fulfillment of all customer bill inquiries and complaints. This process is responsible for 

managing customer interaction as it relates to a customer’s billing relationship to a 

Service Provider. This includes the creation of inquiries against the customer’s billing 

account(s), and management of changes to customer billing account structure and 

details, the managing of all customer bill inquiry lifecycle, reporting changes and 

updates and closing of customer bill inquiry when all activities were accomplished. This 

process can be viewed via traditional means, with a service representative managing the 

customer or via e-business means. In the latter case, inquiries, complaints and changes 

to details would be handled via electronic media without the intervention of a 

representative. 

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 

 

Figure 2: 1.3.11.1 Create Customer Bill Inquiry Report decomposition 

Create Customer Bill Inquiry Report 

Process Identifier: 1.3.11.1 

Brief Description 

Create a new customer bill inquiry report.  

Extended Description 

The objective of the Create Customer Bill Inquiry Report process is to create a new 

customer bill inquiry report, modify existing customer bill inquiry reports, and request 

cancellation of existing customer bill inquiry reports. AM 

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. 

A new customer bill inquiry report may be created as a result of specific customer-

initiated bill inquiry or complaint notifications. A 

Once inquiry raised by the customer, notification will be sent to the customer for new 

inquiry and for all the updates. 

If the customer bill inquiry report is created, the Create Customer Bill Inquiry Report 

processes are responsible for converting the received information into a form suitable 

for the Bill Inquiry Handling processes, and for requesting additional information if 

required. AM 
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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 
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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 

 

Figure 3: 1.3.11.2 Assess Customer Bill Inquiry Report decomposition 

This process element is out of scope for this conformance certification 
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1.3.11.3 Authorize Customer Bill Invoice Adjustment 

 

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 

 

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 

 

Figure 6: 1.3.11.5 Report Customer Bill Inquiry decomposition 

Report Customer Bill Inquiry 

Process Identifier: 1.3.11.5 

Brief Description 

Report on the customer’s bill inquiry. A 

Extended Description 

The objective of the Report Customer Bill Inquiry processes is to monitor the status of 

customer bill inquiries, provide notifications of any changes and provide management 

reports. AM 

Customer agent can monitor the request status via portal, any Update in the customer 

inquiry it will be notified. 

  

These processes are responsible for continuously monitoring the status of customer bill 

inquiries and managing notifications to other processes and to other parties, including 

customers, registered to receive notifications of any status changes.  Notification lists 

are managed and maintained by the Support Bill Inquiry Handling processes. A 

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

customer agent. 

These processes record, analyze and assess the customer bill inquiry status changes to 

provide management reports and any specialized summaries of the efficiency and 

effectiveness of the overall Bill Inquiry Handling processes.  These specialized 

summaries could be specific reports required by specific audiences and/or customers. 
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These processes also report any identified constraints that can affect customer billing 

quality standards to other processes. These constraints may include specific resource  

(billing application and/or database, for example) failures, etc. A 

Below are some of the key KPI’s summarized 

• Number of new Tickets 

• Number of resolved tickets 

• Average Resolution Time 

• Resolved Cases 

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

• Time to First Response 

• Customer Satisfaction Score 
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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 

Close a customer bill inquiry report when the bill inquiry/complaint has been resolved. A 

Extended Description 

The objective of the Close Customer Bill Inquiry Report processes is to close a customer 

bill inquiry report when the bill inquiry/complaint has been resolved. A 

 

These processes monitor the status of all open customer bill inquiry reports and 

recognize that a customer bill inquiry report is ready to be closed when the status is 

changed to cleared. A 

Once inquiry is resolved it will be closed and notification will be sent to customer that 

request has been closed. 
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Explanatory 

Reserved for future use. 

Mandatory 

Reserved for future use. 

Optional 

Reserved for future use. 

Interactions 

Reserved for future use. 

 

 


