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Business Support Software



Imagine

you can have it all...

Both Abillity® - an advanced system for Billing and Collections -
as well as Connection CRM® - a highly flexible system for

Customer Relationship Management - form an integrated

part of the application suite FIQAS Adapt®,

developed by the Dutch software house
FIQAS Software BV.
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... Bill Happy in search of the Holy Grail

g

Dear Reader, we would like you to meet Bill Happy.
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The biggest problems Bill encountered in
his last jobs were the following:

* Lack of flexibility. Due to legacy it was often impossible At these times, sometimes Bill was far from happy...
to have systems adjusted in the same pace as the market
changed. While searching for an appropriate solution for
the entire enterprise, Bill often feels like he is
* Too many parties involved. Separate vendors for billing, searching for the Holy Grail.
CRM, provisioning systems, financial systems and more.
Although very hard to find, it is something

* Lack of expertise. Often System Integrators did not that you can well imagine...

know the systems they needed to integrate well

enough to succeed within the budgets set.




Imagine a system that helps me manage my customers
through their entire lifecycle, from the prospect stage on...

Of course, the most important thing to a service provider is If you also succeed in selling more products and services to your
customer satisfaction. Because when your customers are satisfied, current customers you will even be more successful.
you will be able to retain them.
All this can be achieved by utilizing a flexible system for
In addition to retaining your existing customers, you will also have Customer Relationship Management.
to win new customers in order for your company to grow.

The Abillity® reality:

Connection CRM®
Your connection to valuable relationships

Connection CRM® offers advanced contact management When a prospect buys your new product or service, it

features in order to register all details of contact moments can be promoted to a customer in your billing database.

with both prospects and customers.The more you know

about previous contacts with your customers, the more Because Connection CRM® is fully integrated with Abillity®,

likely you will be able to satisfy them. the complete contact history of your customers from the
prospect-stage on can be utilized in order to optimize

The system enables you to run workflow-driven campaigns customer satisfaction and to recognize up-selling

against target lists that you can define by running detailed opportunities within your existing customer base.

selections on user definable prospect- and customer-profiles.
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Imagine a system
capable of scheduling resources and managing installations...

When it comes to getting new customers installed, this requires When installation related information is properly stored in your

adequate planning and proper management of the process. customer database, it not only presents useful input to your
engineering and customer services department, but it also provides
The sooner you will be able to install new customers, the sooner a solid basis for inventory management.
you will be able to start taking in additional revenue. A quick and

impeccable installation process is also a great opportunity to make

a professional first impression on new customers.

(The Abillity® reality:)

Abillity® Installer
Managing the installation process

The Abillity® Installer module allows you to plan installations

at customer sites by scheduling installation crews.

The Installer module contains sophisticated features that
enable you to store the topology of the network a customer
will be connected to. Based on the location of the customer
and by applying pre-defined allocation mechanisms, the
system will determine what the first available connections
are within the network, and will assign those to the customer.
This connection allocation process might also trigger

provisioning mechanisms.

From within the system, it is possible to view the
network topology from the customer’s perspective,
allowing for a swift tracing of any connectivity problems

that might arise.

Prior to an installation, the system can generate a works
order, providing the installing crew with information relevant
to the installation, such as connections to use and premises-

specific properties.

. Ab”ﬂ!f‘f-a’rhl proven solution for Billing, CAM and more!



Imagine a system
dealing with multiple provisioning flows...

Once a customer has been physically connected to your service
network, it doesn’t necessarily mean that the customer can start

using your services.

Following the installation (or prior to it, depending on your

processes) a service activation procedure has to be executed.

This often comes down to provisioning a device with the details
of the particular customer in order to authorize that customer on
the network.

Sophisticated procedures are required in order to make sure that
your customer is successfully provisioned, and that the appropriate
actions are taken when some steps in the process fail to complete.

The Abillity® reality:

Abillity®
Real Time Provisioning Agent (RTPA)
Getting your customers on-line

Within Abillity®, when a new product or service is assigned
to a customer, the Abillity® RTPA is triggered and —depending
on the infrastructure- starts communicating to either third
party provisioning systems or the equipment itself in order

to activate the new product or service for that customer.

Whether the service activation involves Conditional Access
Servers for CATYV, Cable Modem Termination Systems for
Internet Access or telecom-switches for CLI provisioning,

the mechanisms behind it are very similar.

This has been taken into account during the design of the
RTPA and therefore other types of service activation can

be (and have been) easily embedded.

For example in the case of CLI-provisioning, also other
processes might need to be triggered when a new

CLlI is introduced into the Abillity® database,

such as number portability or changes to

directory listings.

In addition to the RTPA, Abillity® supports multiple
provisioning flows, providing feedback to users
about the latest status of service activation
processes. In this way, a customer service
representative is always able to inform

customers about the actual status of the

services they requested.

lﬁ?i"”"ﬂ'—-'fhl proven welution for Billing, CRAM and more!
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embedding well-structured workflows into my business processes...

Especially within the organization of usage-based service providers, informed that the new customer is on-line. However, in the case
many interdependencies exist amongst different departments. For something goes wrong during the installation process, the Customer
example, when the Finance department has performed a credit Service department may need to take action to inform the customer
check on a new customer and it succeeded, the Engineering about the delay.

department may need to take the next steps in the installation A flexible system that allows for the definition of structured
process of that customer. Once their job is successfully completed, workflows is essential for a complex organization in order to

it may well be that the Billing department needs to be optimize the execution of their business processes.

(The Abillity® reality:)

Abillity® Workflow
Plan what you do, do what you plan
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Within the Abillity® system, it is possible to define When accessing the workflow viewer, users can see
workflows in order to steer operational processes. at one glance in what stage a certain process for a
particular customer is, and what the next steps
Depending on types of events occurring, actions taken on to take will be.
such events and the results of those actions, predefined
follow-up events can be generated by the system. Abillity® Workflow is fully embedded within the system,
The new events arising will be assigned to the acting as the most attentive process manager you have
appropriate departments or persons, based on predefined ever experienced within your organization.

logic.

EP-‘HHH" "-The proven solution for Billing, CRM and more!



Imagine a system
adding great value to my Customer Service department...

In today’s competitive markets, good Customer Service practice However, once a choice has been made, there will be no need to
is probably the most powerful tool for a provider of usage-based reinvestigate the market as long as customers are satisfied with

services to maximize customer retention. the level of service they are getting from their provider.

With the introduction of easily accessible communication media Therefore, it is of great importance to provide the Customer
such as the Internet, markets have become very transparent, and Service department with systems that help them know as much
users can easily compare the offerings of different providers before about the requirements and history of their customers as possible
they make a choice. in order to provide optimal service to them.

Abillity®
Customer Maintenance
and Abillity® Event Ticketing

Know your customers

Abillity®contains advanced functionality to enter, maintain i | SVETE e g el e £ Vo lbedn eruaainr

and retrieve customer information, possibly utilizing the related and internal events that require follow-up including

World Wide Web (Abillity® Anywhere). all details relevant to those events. Through an automated

alert system, users of Event Ticketing will be informed when

In addition to basic customer information, the system is they need to get involved in the resolution of an event.

capable of storing information with respect to products

and services, pricing and discounting, currencies, Customer Service Managers can draw reports from the

subscriptions, billing and rating cycles, Usage Management system in order to monitor and optimize the

Reports (combined with language-settings), notes and performance of their department.
payment methods. The system can be expanded on

the fly by creating User Definable Fields (UDFs).

EP"."“""—T?!I proven solutlon for Billing, CRM and more!




Imagine a system capable of billing
any content I can measure with extensive pricing options...

Billing usage-based services can become far more complex than just parameters such as Service Level Agreements, volume based discounts
billing separate items from an article database. Each usage event can and Quality of Service aspects.
be a practically unique combination of parameters determining the rate After rating and discounting mechanisms within the billing process have

for that particular event.

Once the basic rate of a usage event has been established based on

direct parameters stored within the record related to the usage event
(Usage Detail Record), it might need to be refined as a result of indirect

done their part, sophisticated processes have to be executed in order
to combine both usage-based and other service fees to produce a
customer bill that is both complete and correct.

Considering the volume of the business, these processes must be very
fast and easy to control.

(The Abillity® reality:)

Abillity® Billing Engine
It can bill what you can measure

It is possible to feed the Abillity® system with any kind of
UDR, such as |IP Detail Records, Call Detail Records or
Pay Per View Records. The Abillity® FastConvert module
makes sure that usage is converted into the appropriate

formats based on user definable templates.

Using content-based rating mechanisms, UDRs can be rated
based on any (combination of) indicator(s) within the data.
In addition to that, advanced discounting and cross-selling
mechanisms can be defined to achieve sophisticated pricing

models.

The Abillity® ordering process allows not only for flexible
grouping of billable data generated within the system, but
also for combining these with billable items from third

party systems, that can be imported into the billing database.

The Abillity® invoicing process takes into account customer
and billing-cycle specific information, to produce bills at

the right time and in the right format, language and currency.

Throughout the whole billing process, a detailed audit trail
is maintained, accounting for each usage record within the

system.

. ﬁ.b”ﬂf"f "-The proven solution for Billing, CRM and more!



Imagine a system utilizing the
World Wide Web to present bills and reports to my customers...

Under normal circumstances, sending out the bill is about the only Different types of customers may require different types of Usage
contact moment between a provider of usage-based services and its Management Reports.

customers. Therefore, the bill has to be correct, and ideally just as the

customer expects it. This means that it should be calculated in the After bills and Usage Management Reports have been generated, they
appropriate currency, spelled in the right language, and reflecting the have to be distributed to the customers, using the appropriate media
correct payment method the customer is utilizing. channels. Some customers may want to receive their bill through regular
Adding more value to the bill, a Usage Management Report can be mail, others may prefer to go on-line to download their bill or have it
presented to the customer, showing analysis of the usage they consumed. sent to them by e-mail.

Abillity®
Bills over the Internet
and Abillity® Invoice Archiving

Optimal convenience for you and your customers

Within Abillity®, there are several settings that give you

control over the way an invoice is generated and distributed.

In addition to the selected type of Usage Management
Report, the customer language and the customer payment
method determine the appearance of the invoice. Invoices

can be generated in multiple currencies.

The Abillity® Invoice Archiving module captures invoices

and Usage Management Reports generated by Abillity®. This
module enables the Customer Service department to have
an exact (digital) copy available of every invoice and report

sent out, in order to optimally handle bill related inquiries.

The Abillity® Bills over the Internet module takes this
process a step further, and actually publishes the invoices
and Usage Management Reports on the World Wide Web,
for customers to view and download.

Using the Web as the medium to present invoices to your
customers does not only provide direct satisfaction

to your customers, but can also

save you a tremendous amount

of time and money.

EP-‘HH";" "The provan solution for Billing, CAM and more!
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Imagine a system "% billity
managing my accounts receivables in order to optimize cash-flow...

Even if a service provider has the best Sales and Customer Service Accounts receivables can be a mix of usage related amounts and
department available, delivers optimal quality and service to their pre-paid and post-paid fees, and may concern several payment
customers and sends out correct bills in time, this will still not methods (such as cash, cheque, bank transfer and credit card).
lead to a healthy business when there’s no proper financial When the business reaches a certain volume, an automated system
management in place. is essential to manage accounts receivables, also including interfaces
to third parties (such as credit check agencies, banks and clearing
The finance department needs to make sure that every amount houses).
due by customers is collected as soon as possible.

(The Abillity® reality:)
Abillity®
Accounts Receivable

Safeguarding your revenue stream

The Abillity® Accounts Receivable module can be used as The Abillity® Accounts Receivable module has advanced

an intermediate between Abillity® and your financial system. debtor ranking mechanisms, allowing you to classify your
customers in order to tailor appropriate payment conditions

It is capable of taking in billing information from Abillity® and dunning procedures to the right types of customers.

and link payments to it, using sophisticated linking algorithms.

Payments can either be imported in batch or manually The module also allows for linking revenue-types

entered into the system. (defined within the Abillity® Billing Engine) to General
Ledger structures as used in your financial system,

The Abillity® Accounts Receivable module can generate and making sure you get a clear financial overview

export automatic debit transactions for invoices that have of the results of your business.

automatic debit payment methods associated to them.

It is capable of interfacing to banks and clearing houses

through several international standards.

@’H”?'-Thl proven solution for Billing, CAM and more!
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Imagine all I've imagined to
be available as one integrated, proven solution,

implemented and supported by a highly motivated company...

On multiple occasions, FIQAS has pleasantly surprised their
customers with delivering integrated information systems in
the area of Billing, CRM and more, well within the budgets
set before they found FIQAS to be their “Holy Grail”.

The key benefits of a working relationship with FIQAS

are the following:

* Unprecedented flexibility — in addition to the design of our
systems, also the structure of our organization enables us to
be very flexible and to help you change before it is too late.
The fact that we’ve named one of the services we offer to
the market “FlexAbillity®” reflects that FIQAS understands
the need for speed when it comes to adapting to ever

changing situations.

* Proven solution — on a daily basis, Abillity® is used by providers
of usage-based services throughout Europe to run their
operations. If you like, we have several reference sites that

you can visit in order to see our systems do the job.

CThe FIQAS reality:)

We can do the job!

* Great value for your money — although a billing system can

be a nice asset on your balance sheet, investors nowadays

prefer to invest in systems that are affordable and are a good

investment in itself. In one of our recent marketing campaigns,

the theme was: “You will even like the bill we send you”.

And you will!

* We make it work — Completing projects in the area of
Billing and CRM can be a very complex business.
You only have to briefly examine the market to find out
that a lot of such projects fail to complete.
FIQAS is known for making it work.
If something is missing to make all your systems integrate,
we can either find it or create it for you.
FIQAS can take on the role of “Information Integrator” in
projects that involve multiple parties, in order to make sure

that all the pieces of the jigsaw will fit together in the end. - AN

EF!'H”?:TM proven solution for Billing, CAM and more!



(The FIQAS reality:)

We can do your billing!

In addition to systems for Billing, CRM and more, FIQAS also * Low initial investment (pay as you grow) —

offers outsourced billing services to the market. Starting off billing your services through our service
bureau means that the initial investments are limited.

The key benefits of outsourcing your billing to FIQAS are: With FIQAS you can agree a “pay as you grow” "._.._

scenario, and have your monthly costs of billing

* Quick launching capabilities — if you need a working billing proportionally related to —for example— your revenue.

solution real fast, we can deliver that to you, even when This scenario also gives you the opportunity to try out

ou’re organization is not ready for it yet. Utilizing our service ] y
ke 8 y y & new concepts in the market, without the need for

bureau, we can launch your operation in only a few weeks. : s
purchasing systems for billing.

During a pre-defined transition period we will then move

the system into the hands of your own billing department, ; : , o A
Considering the content of this brochure, it will be

unless of course you prefer to keep using FIQAS as your : ) "

obvious to the attentive reader that Bill Happy
remote billing department.

is no longer searching for the Holy Grail.

Bill has found FIQAS and Abillity®, :f-fm”‘r"
the proven solution for Billing,
CRM and more...

* Benefit from our experience — having successfully executed
many different billing cycles within our service bureau, using
Abillity® of course, we know very well what billing is.

By outsourcing your billing to FIQAS, your organization will

And now Bill is truly happy!

benefit from our extensive billing experience from day one.




Abillity® Process-flow - “From Collection to Collection”

The remainder of this brochure consists of several schematic overviews
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: Abillity® Module Mapping to TOM (Relecom Operations Map)
Connection (RM® Application Model

: Abillity® process flow - “From Collection to Collection

: Abillity® Modular Diagram (functional overview)

that will further clarify the concept and structure of Abillity® and
Connection CRM®, both part of the FIQAS Adapt® applicat
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Abillity® Module Mapping to

TOM (Telecom Operations Map) Modular Diagram

Customer

|

Customer Interface Management Processes |
Billing

Oreder Mﬁ"m E = ier | Invoicing arid
Handling Collections

A A0

7 b

Serveee P Rlialy '__,... id Rasi o
Planning and c }‘m”::' * Quality Df.::uf .::n' N
onfrEuraiton P : Srgs A EfCoNmiTng Adeiliry®
Development iy . ; agEmens & il Over The forrest IR

Akiliy® NTTH
{ Rl Tionw
Pveiniominr

Abilligy® Agesr)

Thurawmring ¥

Nerwark iy
Planwing and . - - oo

Development

i 11

Netwark i Fie X Netiwark Data
Provisioning el " F- Management

12 a
Network and SJMW: Pracesses
Nenwork Element Management Procesies 1

Plysical Network and Information Technology

13 14

saisazad] iasmalrurgy suapks woprniafaf

' L R R
Al Mitlisy RN

= AR Pl

=

£
|
|
w

and Conneciion® CRid

I I\.ﬂlf'l'-l'li]-"" Coaaitimirr S r i e 2 Abih I::r"' Flpriamiing If ﬂuﬁl'l'ul'll:r"I Fainl Comperrd

a5 Abilifiay™ Cantomilered Chealer .f..nr_!p g Abkiffioe®™ Pasvaller 4 Adiiliny™ Meadiation
3 : i : - Ablliny® Peiwiie
o _ bl Geibraiprionn Areirlrer
. | !..I!H'Mi]l"' fareise Aelirire B LR I_lr" REPAIPIAT s |’I..Eu'|'.|':lr"I Mitly Crewr Tl Fufeewad

: - CRM hat aceom 10 " : I == -ml:l-
i .l"-.l'.li'ﬁ'ii:l- ¥ Erewnt .h'r.h'rr'l: 12 'I.Ilr.l'.r' t'r ]"rﬂn."nn:rng I8 .I'I.llil'ﬁlj" Rrpart Pwiilizber Mhm

§. Abilfey™ Wk T
f .ﬂ..l!ll'lr.l'ii_n- ol fmrersing
B ﬂ-h'l'.ﬁi]l" Faesr Rademyg

.3 .l'l..l'.li'l'.l'il]" Acvounts Recrivabls

EPJH”V'&THI proven solution for Billing, CAM and more!



Connection CRM® Application Model

Connectlion CRM" - Web Access
Both Connection CRM®- a highly flexible system for Customer Relationship Management -

CCRM Green  CCRM Medical as well as Abillity® - an advanced system for Billing and Collections - form an

Customized Web plugin

(e.0. Customer Self-care) integrated part of the application suite FIQAS Adapt®, developed by

CCRM Recrultment CCRM Triple Play  CCRM Generic
the Dutch software house FIQAS Software BV.
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