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hesitation in recommending them.”

Bob O’Brien
Transformation & Commercialisation 

Manger
Gloucester City Council

“We have been very impressed with the 
responsiveness, quality and speed of delivery 

from ODCGIS and would not hesitate to 
recommend them.”

Michael Barber
Digital & Transformation Director

Chelmer Housing Partnership
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ODCGIS have been working with Local Authorities and Housing Associations 
for 30 years offering a GIS data capture and consultancy service.

Having worked on hundreds of housing data capture projects as well as 
providing GIS Managed Services to, currently, 70 Housing Associations across 
the UK, ODCGIS have an unrivalled understanding of housing and how GIS 
really can be used widely across an organisation.

ODCGIS pride ourselves as a ‘One Stop Shop’ being able to provide all GIS 
Services to the social housing industry, so you do not need to go anywhere 
else. Providing Data Capture, Data Supply such as Ordnance Survey Data and 
Land Registry as well as our GIS Managed Services whilst providing you the 
software to enable you to make full use of your data and software.

ODCGIS’ Managed Service can include XMAP GIS software for organisations 
without a GIS or looking to move from their existing software.  XMAP is cloud 
based and comes with an unlimited number of users.

The GIS Managed Service is a flexible arrangement offering a level of support, 
designed to be adaptable to meet all requirements and budgets. The level of 
service for all packages is outlined in this proposal.

O
ve

rv
ie

w
 a

n
d

 C
o

st
s

“I’ve been really impressed with the ease of 
use of the GIS and being able to view our data 

in such a clear way is going to help us in all 
manner of ways in the future. This will 

improve our rent affordability by improving 
processes, reducing our overhead costs and 

giving our tenants better value for their rent, 
something that is really important to 

Loreburn.”

Lorraine Usher
Chief Executive

Loreburn Housing Association

Managed Service (Annual)                               Day Rate

Managed Services with XMAP start from: £2,500

Bronze Package  10-20 Days £950

Silver Package  15-30 Days £900

Gold Package  25-40 Days £875

Platinum Package 35-55 Days £850All costs shown exclude VAT.

Quotes are based on the number of properties an organisation manages and their Land Registry area along with sight of the organisations stock list.
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Managed Services: Packages

The Managed Service packages are flexible to meet the clients exact requirements. Each package comes with a number of 
Consultancy days and includes:

• Account Management
• Project Management
• Upload and maintenance of Ordnance Survey Data
• Training
• Telephone Support

Managed Services Team

ODCGIS Officers are experienced in the specific requirements of social housing and all GIS platforms.  Managed Service clients 
have a dedicated email ms@odc.co.uk which is monitored along with the office phone during normal working hours throughout 
the year by the ODCGIS team.  Requests will be acknowledged manually, and any specific questions answered, with the task 
completed within a maximum of 5 working days if the task is 7.25 hours or less. Shorter turnarounds are standard and can be 
requested as required.

mailto:ms@odc.co.uk
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Bronze Package Solution: 
10-20 Days Consultancy

This package provides an organisation with 10-20 days GIS Consultancy which can be used for analysing data, maintaining the current layers as well as 
creating new GIS Layers. It is important to note that approximately 50% of the days will be utilised for data maintenance including managing Ordnance 
Survey updates, maintaining property information and keeping grounds maintenance data current.

Silver Package Solution: 
15-30 Days Consultancy
A silver package is a typical package that most organisation’s normally take in the first year to test the waters for GIS and find the benefits associated 
with having a GIS Managed Service.

Gold Package Solution: 
25-40 Days Consultancy
The Gold package is aimed at an organisation that really want to embrace the benefits of GIS across multiple departments.

Platinum Package Solution: 
35-55 Days Consultancy
The Platinum package is the ultimate package which will enable the whole organisation to gain benefits from the GIS tasks ODCGIS perform as well as 
having access to the data and layers created.

The number of days varies according to the number of properties an organisation manages.  The Platinum Package is 
considered the equivalent of an organisation employing a full time GIS Officer in-house.  ODCGIS have written many 
programmes and streamlined processes, to be able to work efficiently.  In addition, cover is available 52 weeks of the 
year and not affected by Annual Leave or Sickness.
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Managed Services: Service Provision

Managed Service Consultancy is available Monday to Friday between the hours of 9am and 5.00pm except for Bank Holidays. All 
Managed Service requests are dealt with swiftly by one of our senior GIS officers who can be contacted via email or telephone 
call.

All tasks are acknowledged the same working day and a task ID generated for tracking a clients request. Tasks that will take 1 day’s 
consultancy or less will be completed within 5 working days. Larger more complicated requests will be discussed with the client to 
agree a realistic turnaround time.

It is also important to note that a Managed Service consultancy day is deemed as 7.25 hours work. If a task only takes 10 minutes, 
then this is all that is recorded against their pot of consultancy days.

ODCGIS staff keep a track of day usage through our Managed Service control sheets where we record the task ID, the requestor 
details, task type, date of request and the time taken to complete the task. This control sheet is shared with the client monthly.

When a client renews their Managed Service at the end of the year, they can carry over up to 20% (maximum 5 days) of any 
unused Consultancy days.  This is based on them renewing their Managed Service at the same level or at a higher level than the 
previous year.

Please note that with a Managed Service, clients are taking advantage of the skills of the ODCGIS team, our unrivalled experience 
in providing social housing GIS support as well as programmes and techniques developed over many years to enable us to deal 
with tasks and GIS analysis far more efficiently thus saving time, so our clients get real value for money.
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GIS Software: XMAP

GIS offers benefits and savings and provides a wealth of functionality allowing housing associations to work far more efficiently. 
‘ODCGIS’s Managed Service’ allows your data to be held securely on a combination of 2 UK based infrastructure services for 
resilience. One is a datacentre in Gloucester, and the second is on AWS in London.  Both are high resilience servers giving over 
99.9% uptime.

The data remains your property and can be retrieved as required, with the maintenance and production of any maps / reports 
undertaken by ODCGIS, thus eliminating the need to acquire and maintain GIS software licenses or hire a specialist GIS officer.

Your data is available through ODCGIS’s online GIS (XMAP). This software is intuitive requiring only minimum training. You access 
your data through any of the mainstream internet browsers (Chrome, Firefox).

XMAP is a very user-friendly online mapping tool 
that allows users to log in and view their live data 
24/7. Basic GIS functionality will allow users to 
view & query the data, measure areas and print 
to PDF or paper.

XMAP can be made available to all staff within 
your organisation and can be used on any device 
from an android smartphone to an Apple Ipad. 
Staff are also able to access, manage and capture 
data out in the field.

XMAP is split into 2 different applications / 
licenses which are addressed in Appendix 4.



ODCGIS SOCIAL VALUES
Mission Statement
ODCGIS Limited’s mission is to deliver trusted, innovative, and secure digital solutions that enable housing associations and 
public sector organisations to better serve residents, strengthen communities, and operate sustainably. We are committed 
to creating measurable social value through inclusive technology, ethical business practices, skills development, and 
environmental responsibility, ensuring that every contract contributes positively to society.

ODCGIS Ltd Charitable Mission Activity:

Each year ODCGIS decide upon a charity which is close to our client base, for example, dealing with 
Food Poverty or Homelessness. At the end of the financial year, 3% of NET Profits are then given to 
the chosen charity.

Staff are given the option to take 1 day per year additional leave to 
be used for supporting their local communities. This can include 

activities such as volunteer work in a local foodbank, collecting 
rubbish with the local Wombles group, fund raising for charities etc.

ODCGIS also provides a pool of up to 10 consultancy days per year 
to support small charitable organisations on a pro bono basis.
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ODCGIS Ltd Charitable Activities:

ODCGIS value social and environmental wellbeing highly and have developed ways to help 

housing associations record their efforts to meet net zero.  

Partnered with Healthy Homes Hub - Supporting housing associations on best practice in the 

Geospatial Area. Look favourably on any requests for client charity events, either through 

attendance and/or sponsorship.  Requests for support should be passed through your 

Account Manager

As a company, ODCGIS supports our local community

• Sponsor Witney Rugby Club

• Support Children With Cancer Charity

ODCGIS are committed to: 

• The Real Living Wage.

• Procure from social enterprises where we can Mobile Phone Holders – 
Purchased from ‘Men In Sheds’
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ODCGIS Ltd Staff Charitable Activities:

Not only does ODCGIS as a company support charities, but their staff individually also 

hold the same values.  This is just a selection of activities undertaken:

A fully inclusive Drumming & Percussion Group was set up to aid mental health and 

wellbeing.  Drumming is particularly good for children with ADHD or Autism as well as a 

release from anxiety.

Volunteer DJ at music events to raise money for local charities.

Various Regular Volunteering: Local Wildlife Trust Nature Reserve, Riding for the 

Disabled, Monthly Friendship Café at Care Home.

Supporting overseas families with various necessities and education expenses for a 

young woman who is studying hospitality management and hoping to secure a better 

life and job, ultimately allowing her to support her family.

Counting steps for charity – achieving monthly goal and donation made to charity.

2024 - Sponsored cycle St Malo to Nice – raising £4,400 for Inflammatory Breast Cancer 

Network.

2025 - Sponsored cycle ride from London to Paris – hoping to raise £1,750 for The 

Katherine House Hospice.

Principal fundraiser at the shirt race in Bampton on behalf of the Spajers (local village 
charity, raising money to support pensioners).

Active fundraising.

4
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Oxford Data Consultancy (ODCGIS) is an innovative company specialising in the provision of data capture services and 
consultancy services for Geographical Information System (GIS) users.

Headed by Craig Godwin, ODCGIS is a wholly owned British Company with offices in rural Oxfordshire and boasts 30 years’ 
experience in capturing GIS data for the local government, social housing and private sectors. Craig has overseen hundreds of 
data capture projects, personally managing in excess of 50.

Director of Operations, Rick Thompson has 24 years GIS experience, having worked for Cheshire Police and Trafford Housing 
Trust prior to joining ODCGIS in 2017.

ODCGIS’s flexible project management style works in partnership with the client with the success of the project as the top 
priority. The depth of experience of the Director’s enables a consultative approach that is appreciated by clients.

“We have returned to ODCGIS because of their 

expertise in the Grounds Maintenance data capture 

field and excellent customer service. I have found 

ODCGIS's knowledge and experience a huge help in 

assisting us to deliver the objectives of our project 

with the accuracy required. I would definitely 

recommend ODCGIS's data capture service to other 

organisations.”

Dean Ballard, Performance Excellence Manager - 

Orbit Heart of England 

"I have found Craig very easy to work with, he is 

clearly someone with a genuine passion for getting 

things right. I found the ODCGIS team flexible and 

keen to meet challenging deadlines, I would 

certainly have no hesitation in working with Craig 

and his team in the future.

Marcus Hotten, Open Spaces Manager - 

Rochford District Council 
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“It has been a pleasure working with Craig and the team from ODCGIS.  They have been 

very helpful and friendly as well as professional and have enabled NPH to have accurate 

and up to date records in place for the procurement of communal cleaning in blocks of 

flats and estate grounds maintenance contracts.  I would have no hesitation in 

recommending their services to other organisations or working with Craig and ODCGIS 

again.”

Shirley Davies- Executive Director Housing Management- Northampton 
Partnership Homes

"Having worked with Craig on the grounds 

maintenance capture for one of our subsidiaries, 

Cotman HA, I was more than happy to recommend 

ODCGIS when the wider group decided to follow 

Cotman's lead. We are now halfway through the 2 

year project and have once again found ODCGIS to 

be highly professional and competent. I would be 

happy to recommend ODCGIS to other 

organisations."

Gina Tomlinson, Group Research Manager - 
Places for People 

“ODCGIS provided consultancy to assist with the 

implementation of our Intranet GIS and I was 

surprised at how much was achieved in such a short 

time. It was a real team effort with Cadcorp, 

Emapsite, ODCGIS and our own staff all working 

together to roll out the system. I would not hesitate 

to recommend ODCGIS’s consultancy services."

Yinka Bolaji – Genesis Housing Association 



Chelmer Housing Partnership

Michael Barber

Digital Transformation Director

Email: michael.barber@chp.org.uk

Greatwell Homes

Chris Holloway

Head of Housing & Support Services

Tel: 01933 234450

Email: chris.holloway@greatwellhomes.org.uk

Cottsway Housing Association

Lynne Berry 

Asset Intelligence Officer

Tel: 01993 890000

Email: lynne.berry@cottsway.co.uk

One Vision Housing

Amanda Smith

Asset Planning & Data Manager

Email: Amanda.smith@ovh.org.uk 

Cross Keys Homes

David Beswick

GIS Manager

Tel: 01733 396429

Email: David.Beswick@crosskeyshomes.co.uk

Raven Housing Trust

Rachel Irvine

IT Business System Manager

Tel: 01737 272593

Email: rachel.irvine@ravenht.org.uk

The following contacts are happy to provide references to the quality of the service provided by ODCGIS:
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Managed Service Supplementary Information

Task Matrix

Bronze Silver Gold Platinum

New Development Maps X X X X

General Property Location Maps X X X X

OS Data Maintained and Managed X X X X

Maintain Property Lists X X X X

Vulnerable Tenants X X X X

Garage Sites X X X X

ASB Mapping X X X X

Complaints Data X X X X

ASB Exclusion Zones X X X X

Population Demographics X X X X

Driving Distances between Sites X X X

Maintain and Manage GM Data X X X

Repairs Productivity Analysis X X X

Customer Satisfaction Maps X X X

General Repairs Analysis X X X

Rent Arrears Analysis X X X

Voids & Terminations X X X

Programme of Works X X X

System Maintenance X X X

The task matrix below is an example of tasks that can be undertaken on any of the Managed Service packages.

Bronze Silver Gold Platinum

Development Site Feasibility X X

Open Data made available & Analysis X X

NPV Data and its spatial context X X

NPV Thematic Maps X X

Indices of Multiple Deprivation analysis X X

Lettings- Property Location Profiles X

Community Investment Mapping X

Patch / Estate Reviews X

Market Analysis X

Service Charge Setting X

Risk Analysis (Flood / Radon) X

Although the list above shows designated tasks by package, 
this is just an example, you can utilise your Managed Service 
days in whatever way you wish. Also of note is that this list 
does not include everything ODCGIS have completed for our 
clients and is purely seen as an example selection.
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The list of tasks is constantly changing and when ODCGIS have a request from a client they believe would be beneficial to 
others then ODCGIS publish this as a new optional task.

Regardless of which package you are on, you will be able to utilise the consultancy days however you wish. Whether this is with 
routine tasks or ad-hoc requests.

ODCGIS will acknowledge your request and the task will be completed within a maximum of 5 days. Shorter turnarounds are 
standard and can be requested as required. If the task is not achievable within 5 days, then an ODCGIS officer will liaise with 
the requestor.

At the end of your Managed Service year if you haven't
utilised all of your consultancy time then
You can rollover of 20% of your total days with a
maximum of 5 days which can be used in the forthcoming
year if the same Managed Service package or greater is
purchased.

Managed Service Supplementary Information

Selected Managed Service Tasks

Below is a summary of the type of tasks that may be 
undertaken as part of a Managed Service request.

The list of tasks is not definitive, and no request is a bad 
request:

“whg have been working with ODCGIS for a number 

of years, we find the service to be of an excellent 

standard, where no questions or issues raised from 

whg are any problems. We find Alan and the team 

extremely supportive and helpful!”

Donna Brown- Contract and Stewardship Manager
Whg (Walsall Housing Group)
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Right to Buys- Title Plans

Title Plans for Right to Buy enquiries. Tenants buying their 
home require Land Registry compliant plans of the Freehold 
or Leasehold. ODCGIS can provide these to scale for you to 
then pass onto your tenant / solicitor. This will offer you 
considerable savings as Solicitors charge significantly more to 
supply plans

Lettings - Property Location Profiles

We can provide you with a location profile specific to each 
individual property you manage. For example, if you have a 3-
bedroom family home then we will provide you with a 
location profile for this property which gives you information 
about the local service, school catchment, public transport, 
doctors surgeries etc. If it was for a sheltered property then 
you would not include things like schools but instead post 
offices, community centres etc.
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NPV Thematic Maps

Using your property NPV Scores, we can create thematic maps to show where there are concentrations of poor performing 
properties. You may want to include them in an investment strategy or decide to dispose of these properties. Alternatively, 
seeing them visually on a map helps you to see where properties with a poor NPV are near to one another indicating that 
these could become a development site due to the land they occupy.

Risk Analysis (Flood / Radon)

Find out which of your properties or proposed development sites are in flood risk zones or areas of Radon contamination.

Population Demographics

Do you want to know what the demographics are within your operating areas for a particular project / scheme?  Then we can 
provide you with a full demographic profile for your area. We can also provide you with more specific enquiries such as how 
many over 50’s live within a mile radius of a sheltered scheme.

Creating Bespoke Online Maps

We can create and produce maps in your online environment either for specific teams or projects which are set up with the 
end user in mind. All data and functions available can be configured separately depending on which map is being produced 
allowing for fully customised apps which can be adopted by your staff more easily and find the data they really want to see.
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New Development Maps 

Maps produced of new development locations and provided as a pdf, image or added to your GIS account.

Driving Distances between Sites

Visualise driving distances between sites or see how far your tenants have to travel to visit your offices. This could be used to 

identify new community hub locations or to see where new services should be placed to improve access for your tenants.
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OS Data Maintained and Managed 

We will ensure that any Ordnance Survey data which you are licensed for is always up to date. As an OS Supplier we take all 

updates and prepare these ready for your GIS.

Maintain Property Lists 

We will maintain and update your property lists so your GIS reflects your managements systems. e.g. By adding new 

developments and removing Right to Buys.  We recommend a quarterly update.

Maintain and Manage GM Data

To protect your investment in your grounds maintenance data, when you notify us of changes, we will update the data in your 

GIS. Supply a new Bill of Quantities detailing the maintenance requirement.

Indices of Multiple Deprivation analysis 

See where your properties fall into each of the IMD Domains.

For example, how many properties fall within the bottom 10% of 
the country and are most likely to be deprived.

The product of this analysis can then be used to understand your 
communities better and see where you can help them.
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Customer Satisfaction Maps

If you conduct surveys with your tenants about the services they receive, then we can map this data and identify particular 
geographical pockets that are unhappy with the services provided. This will provide insight into how your area-based teams deal 
with tenants differently or where there is potentially a further issue that needs to be addressed.

General Repairs Analysis

Identify geographically where particular repair types are occurring. For example, are all roof repairs happening in one particular 
area, and does this indicate that there is a common route cause here which can be dealt with as part of an asset management / 
future works programme?

Voids & Terminations

By viewing void data on a map over a particular period you can instantly identify problem areas. Analysing this alongside 
termination reasons, if they are captured, can provide valuable insight into the reasons and enable you to look at ways to 
improve the area. As we know, voids and terminations cost money!

Asset Management Programme of Works

By looking at your current programme of works for asset management and analysing this spatially you can not only create a more 
effective schedule for the works to take place but you can also supplement this with other information such as tenant 
vulnerabilities or general repairs data. You can then use this to prioritise replacement programmes based on not just the asset 
but on the customer also.
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Solar PV Analysis

ODCGIS will take your stock data and analyse using programmes 
that have been built to identify the orientation of all the roofs 
of your properties as well as the pitch.

We will then attribute this against the property to establish 
whether the property is ideally suited for Solar Panel 
placement.

Each property is colour coded and an export can be provided in 
order to look into these further.

Community Investment Mapping

Show where you are investing in the community and what for. 
Or see what requests for funding are coming in and where 
from. This may tell you where there is a current lack of 
community investment or where there are issues / needs in a 
particular area which are not being met. Providing this data 
along with IMD data can be informative and identify where 
future investments are needed.

This subject was covered during a webinar featuring Cottsway 
Housing. A video of that discussion can be viewed here 
https://youtu.be/6wYX7i7kOPo

https://youtu.be/6wYX7i7kOPo
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Development Site Feasibility and Community Engagement

If you are looking to develop in sites or areas then we can supply you with location profiles for these sites including, price paid 
data, current tenure types, population demographics etc. When you then get to the planning stage, we can supply you with 
maps for your consultations and mail lists for who you want to invite in the local community to these consultations.

Patch / Estate Reviews

Are you looking to reshape your workforce or think that your mobile teams could have patches that are fairer or more effective? 
Then we can help you to analyse your demand and create new patches or estates based on demand, rather than simply the 
number of properties, combined with location analysis to keep travelling to a minimum meaning your productivity increases.

Market Analysis

If you are looking to provide a new service, then the first thing to look into is what services currently exist and where. This will 
help you to decide whether the service you are thinking of providing is needed in that area or could it be more advantageous to 
set up somewhere else?

NPV Data and its spatial context

Visualising NPV data on a map can help you to see potential development opportunities, seeing where poor performing 
properties are, the land they occupy and whether they adjoin other poor performing properties.
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Garage Sites

We can provide you with garage site plans to show you how much land they occupy and combining this with your void data / 
rental income information we can help you to see what the opportunities are for development.

ASB Mapping

Map where ASB is occurring in your neighbourhoods 
and visualise this in a time and day context so you can 
see where, when and what. This may help you to 
decide whether or not you need to change the shift 
pattern of ASB / Housing officers.

Accurate Service Charge Setting

Utilising GIS and the grounds maintenance data that 
has been captured we are able to use this to establish 
an exact amount of land which is maintained and 
divide this equally by properties within the area. 
Making service charges more accurate, fair, and more 
transparent for your customers.

Rent Arrears Analysis

See where your rent arrears are in order to be more 
proactive. Is there a particular estate or 
neighbourhood who are constantly in arrears, and can 
you now focus on doing some workshops in these 
areas or more engagement?
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Open Data made available and analysis

We will provide you with layers to all relevant Open Data sets such as IMD, Health Data, Census etc. and analyse these for your 

stock locations.

Complaints Data

We can help you to visualise your complaints data so you can see if there are particular areas that are always complaining and 

see if this links to the staff working there or the services you provide in these areas.

Repairs Productivity Analysis 

If you have tracking software for your repair vehicles and you record repair details into your CRM, we can analyse the two lots of 

data side by side. By seeing how much time is spent being productive at a repair and how much time is spent travelling or at a 

place where there is no repair.

Managed Services: Case Studies
Overleaf are a selection of our Managed Service Case Studies. If you would like to see more then please let your Account 
Manager know.

Our Case Studies are produced on a regular basis to show the kind of tasks we are undertaking for our clients whether it is a data 
capture exercise or a Managed Service task for a project. These will help you as a client see how you can get value for money out 
of the services provided and may help you to see new possibilities with the services on offer.
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XMAP Cloud Mapping 

XMAP Applications

XMAP is split into 2 different applications / licenses which are:

Administrator - Ability to edit, create or delete data

Viewer - The viewing of data only, ideal for staff that do not have any need to edit the layers 
within the application or can be used by contractors.

Both licenses allow you to collect data in the field using mobile phones.
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XMAP Administrator

The Administrator application allows staff to access the data and 
edit information making it available to anyone using any of the 
other applications.

The ability to create, edit and delete layers or features.

Export layers / data based on spatial selections.

XMAP Viewer

The XMAP map viewer application / site allows staff wherever they are to access any information which is available through 
the layers created.

The Viewer application allows you to be confident that the data they view is current and accurate. (One single view)
Having access to data out in the field means less trips back to the office and allows staff to answer questions immediately 
reducing waiting time for customers / tenants.

Such as:
• Grounds Maintenance Data
• Open Data such as IMD
• ASB Data
• Rent Arrears
• Void Properties
• Welfare Facilities
• Land Ownership
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GIS MANAGED SERVICES

SERVICE LEVEL AGREEMENT

Contents
Introduction
Software Development
Terminology
Getting in Touch
Requesting a Task
Response Times
Software Defects
Priority Levels
Service Levels
Disaster Recovery (RPO/RTO)
Security
Intellectual Property
Customer Feedback
Senior Management Contact Details

“We have been delighted with ODCGIS’s Managed 
Service, having a GIS Officer available whenever we need 
one is a cost-effective way to run our GIS and allows me 
to get on with my ‘normal’ job. Not only that but tasks 
are carried out in a fraction of the time they used to 
take”
Jessica Shaw
Asset Data & Planning Manager – One Vision Housing

A
p

p
en

d
ix

 3



INTRODUCTION

Thank you for your custom. I really appreciate the 
faith you have shown in choosing to work with us. 
Personally, I have over 30 years’ experience in GIS and 
ever since I set up ODC in 1994 I have put customer 
service at the top of my priorities. The fact that many 
of my clients have returned or recommended ODC & 
ODCGIS to others suggests I have been successful in 
my aims.
I am proud of the fantastic reputation ODC & ODCGIS 
have in the GIS market and I hope this Customer 
Service Charter reflects this and gives you the 
reassurance that in choosing to work with us you are 
in safe hands.

Craig Godwin
Managing Director

Prior to joining ODCGIS in 2017 I was GIS Officer at 
Trafford Housing Trust in Manchester, a role I held for 3 
years. I was instrumental in setting up the GIS within 
THT and then developing it throughout the 
organisation, supporting every department. This 
involved learning how each department worked and 
looking at ways GIS could support them.
On joining ODCGIS, Craig and I worked on implementing 
a GIS Managed Service which could be rolled out to 
housing associations regardless of their size. Currently, 
we have 70 social housing providers as Managed 
Service clients, helping them get the most from GIS.

Rick Thompson
Director of Operations
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Software Development
ODCGIS is not a GIS Vendor, but we work with all major GIS Suppliers. This includes ESRI (the largest GIS supplier in the World), 
Cadcorp, QGIS, GIS Cloud and Xmap. The latter two are cloud-based platforms on which GISMO is based.
ODCGIS have regular dialogue with all suppliers, through user groups, and training sessions to keep abreast of the latest 
developments. This is a 2-way process and requests from clients are fed back to the appropriate supplier.

Terminology
1. A ‘business day’ means any day other than a Saturday, Sunday or bank holiday in England and Wales.
2. GIS - Geographical Information System
3. GISMO – GIS Mapping Online
4. Managed Service – entrusting ODCGIS to operate GIS software utilising their unrivalled GIS experience in social housing 

negating the need to employ an in-house GIS Officer or help an overworked GIS officer.
5. Incident - an unplanned interruption to a service or reduction in the quality of the service.
6. Problem - the cause or potential cause, of one or more Incidents, for which the underlying cause may not initially be 

known.
7. Task Request - Requests for specific tasks, Training or Consultancy,
8. Enquiry - Requests for information or advice.
9. Change Request - Request for functionality to be enhanced in the product.
10. Workaround - a solution that reduces or eliminates the impact of an incident or problem for which a full resolution is not 

yet available.

“Throughout this process there have been some tricky bits which to be honest have been a bit of a nightmare my end, for example, getting the 
correct information to ODCGIS and getting it there in a timely manner. I really appreciate their patience, especially when I have to then say we 
now need a really quick turnaround after the information needed has only just been provided. This is always met with a happy and helpful 
manner as is any enquiry no matter how big or small. ODCGIS’s approach is to always be thinking outside the box to give us the most out of the 
system. GIS is to me a small added extra on to my job role as no one was able to take it on. ODCGIS have made it into something that I enjoy 
and am proud to be part of building it at Raven and I am very grateful.”
Jordon Guenigault
Estate Inspector - Raven Housing Trust

A
p

p
en

d
ix

 3



Getting In Touch
ODCGIS have a dedicated team of Senior GIS Officers who are available 52 weeks a year between 9.00am and 5.00pm every 
working day.
Phone: 01993 851053
Email: ms@odc.co.uk
All clients are assigned an Account Manager who can deal with any issues.
Rick Thompson rick@odc.co.uk Tel: 01993 875132
Alan Smith alan@odc.co.uk Tel: 01993 875133

Requesting a Task
Normal contact is by phone or through the ms@odc.co.uk email which is constantly monitored by our team of GIS Officers. On 
receipt of the call / email, a manual acknowledgement will be sent giving the task number.
On commencement of the Managed Service an initial agreement is made regarding which contacts will be responsible for 
different activities, such as GM updates, Right to Buy Plans, new developments etc. This can be a single point of contact or a 
contact per department.

Response Times
We shall use our reasonable endeavours to complete the task ASAP and within a maximum of five working days, however time 
shall not be of the essence in the performance of our obligations. We are happy to consider special requests for a shorter 
turnaround on a specific task.

“Sales Plans used to be a laborious process of getting our solicitor to supply the plan. ODCGIS now undertake this task for us as part of our 
Managed Service. Not only is the process a lot smoother but the costs work out less than we were previously paying.”
Paul Dockerill
Director of Energy and Programme Management – Walsall Housing Group
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Software Defects
Any problem with the software will be addressed immediately. If the issue is deemed to be due to the GIS platform, then the 
appropriate GIS Vendor is contacted. If a workaround is possible to maintain supply, then this will be actioned.

“We’re very pleased with the new maps that ODCGIS have set up for us through this project. We can now see indicators of multiple deprivation 
– especially barriers to housing and other services – very clearly. This allows us to assess where our activities and funding should be focused for 
maximum impact. This was a new departure for us and once we had identified the indicators and open data sources we needed, ODCGIS 
overlaid them for us onto our stock maps. We can add to these measures in future or remove them just by sending an email through to the 
team at ODCGIS. We’re now getting targeted information instead of paying for a system with built-in data that didn’t really reflect the needs of 
our business or our customers.”
Alex Williams
Customer Engagement Officer – Cottsway Housing Association

Priority Target Response Time

1 1 Hour

2 1 Hour

3 1 Hour

4 1 Hour

Priority Target Resolution Time

1 1 Hour

2 2 Hours

3 3 Hours

4 4 Hours

Priority Levels
Any notification is acknowledged as quickly as possible with 
the aim of resolving the issue according to the priority. The 
guide below sets out Priorities, but it should be noted that any 
malfunction issue will be addressed immediately and resolved 
as quickly as possible.

Priority Examples

Priority 1: System 

Down
The software goes down or access is denied

Priority 2: Critical
An element of the software 

malfunctions and no workaround is possible

Priority 3: Major
An element of the software malfunctions but 

a workaround is possible

Priority 4: Low User requires some help or advice
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Service Levels

Monthly Availability Target 99.9%
This target is based on weekdays (excepting Bank Holidays) 9.00am -5.00pm
Scheduled maintenance takes place outside of these hours
Service outages caused by other service providers are excluded from this target e.g. loss of internet connection and other 
telecoms failures and links to 3rd parties.
If a service-affecting issue is identified during business hours, a service notification email will be sent out to your list of company 
contacts, advising of the issue and any subsequent updates pertaining to the issue. It is important that you supply and keep us 
updated with a list of contacts – you can do this by contacting ms@odc.co.uk or your Account Manager.

Disaster Recovery (RPO/RTO)
A disaster is considered to be where a situation causes or is anticipated to cause the loss of availability of the Service for a 
protracted period of time, considered to be at least 7.25 hours. In the event of a disaster, ODCGIS shall:
• Recover data stored off site within 4 hours;
• Recover the service at the nominated disaster recovery site;
• Procure and implement, at the expense of ODCGIS, other equipment necessary to supply the service;
• Aim to, where possible, provide a minimum service within 7.25 hours;
• Provide a fully functional system as soon as is logistically possible.

“When faced with the challenge of replacing a very experienced team member, we decided that the most expedient route was to consider 
using a managed service. Our demand for tasks from a GIS Analyst fluctuated quite a lot and the skill was hard to find. ODCGIS offered up a 
perfect solution for a realistic price. We have been very impressed with the responsiveness, quality and speed of delivery from ODCGIS and 
would not hesitate to recommend them. This proved to be a wise decision, rather than a default option!”
Michael Barber
Digital and Transformation Director, Executive Management Team
Chelmer Housing Partnership
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Security
Data is backed up daily and held securely on an Amazon Web Server for a period of one year.
Restore timescales and specifying time will be taken from MS if applicable.

Intellectual Property
All data captured on your behalf is deemed to be your property. ODCGIS are happy to provide this data in any of the standard GIS 
formats at any future time. There is no cost for supplying the data.

Customer Feedback
At ODCGIS we welcome any feedback, good or bad. We want you to be delighted with our service and encourage any testimonials 
you may wish to send. However, we recognise that we are not perfect and if you have a problem then we want you to contact us 
with details of your grievance. In that situation we wish to assure you of the following commitments:
• We will acknowledge your feedback promptly.
• For issues that are more complex or require investigation, we will keep you informed of our progress.
• We will endeavour to provide a final response as quickly as possible. Some software issues of particularly complex nature may 

require systems development. If this applies, we will advise you of this.

Senior Management Contact Details
In the unlikely event that your service is not meeting the standards set out within this document, please contact any of our Senior 
Management Team:

“When faced with the challenge of replacing a very experienced team member, we decided that the most expedient route was to consider 
using a managed service. Our demand for tasks from a GIS Analyst fluctuated quite a lot and the skill was hard to find. ODC offered up a perfect 
solution for a realistic price. We have been very impressed with te responsiveness, quality and speed of delivery from ODC and would not 
hesitate to recommend them. This proved to be a wise decision, rather than a default option!”
Michael Barber
Digital and Transformation Director, Executive Management Team
Chelmer Housing Partnership

Position Name Phone Email

Managing Director Craig Godwin 07827 333 991 craig@odc.co.uk

Director of Operations Rick Thompson 07939 037 530 rick@odc.co.uk

Sales Manager Alan Smith 07957 806 497 alan@odc.co.uk

Production Manager Laura Edwards 01993 851 053 laurae@odc.co.uk
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