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Orchard - an introduction

We provide specialist software solutions to public service
providers - including Housing Management, Financial Management
and Business Intelligence. Based on in-depth knowledge of the

markets in which we work, our solutions are continually evolving;
ensuring we are at the forefront of technology and therefore best
placed to meet the demanding needs of our customers.

Our background

Orchard is an independent company with over

30 years experience of supplying IT solutions. We
have a large, vibrant customer base throughout
the United Kingdom and we focus our efforts and
energies into providing a comprehensive range of
software solutions for providers of public services.

Functional richness of our solutions, mixed with
ease of use, is complemented by professional
project management, effective implementation
services and excellent post sales service.

At Orchard, we take pride in our reputation for
excellent customer support and integrity in all our
business relationships.

Our mission

Orchard’s mission is to provide organisations with
information management solutions so they can
deliver a better service to their customers.

"Orchard has the knowledge, resources
and vision to provide innovative
solutions to meet our customers’
changing needs. As an independent
company, with a strong customer base,
we are able to anticipate and respond
quickly to industry developments.

We also have the knowledge and
capability to develop and deliver new
solutions that meet the requirements

of large and small organisations alike
The Board of Directors, Orchard Information Systems Ltd

Our beliefs

»

We believe in honesty and integrity
in all our business dealings

We believe in being the best

We believe in the importance of people
as individuals

We believe in the importance of informality
to enhance communications

We believe that most members of our
organisation should be innovators

We believe in the recognition
of growth and profits




Housing Management

The largest independent provider of Housing
Management ICT solutions

30 Years Experience

Orchard is a specialist provider of IT solutions

to the Social Housing Sector. We have over 30
years experience of delivering IT solutions which
underpin every aspect of housing management,
enabling our customers to provide the best
possible housing and services to their customers.
Our extensive portfolio of Housing Management
solutions covers the business requirements of
organisations — from small Registered Social
Landlords through to larger group structured
organisations and Local Authorities.

Our solutions are proven in helping social housing
providers to address the many challenges that the
sector presents:

» Providing a customer-centric service
» Responsiveness to change and business agility

» Legislation and regulation, achieving good
ratings in inspections

At the heart of our Housing Management
solutions portfolio is a fully integrated, web-based,
modular Housing Management system which is

» Improving efficiency and cost effectiveness
of services provided

» The need to underpin organisational growth complemented by a full range of applications for
» Provision of a diverse range of services, in Social Housing providers including:

addition to general needs housing » Financial Management
» The need for comprehensive management » Business Intelligence

information

» Mobile Computing
» Joined-up working with partners and

suppliers, meeting Transformational
Government objectives » Electronic Document and
Records Management

» Asset Management

» Recruiting, retaining and developing staff

» Customer Knowledge, understanding the > Payroll, HR and Time Recording

needs of customers and tenants » Geographic Information

» Neighbourhoods & Communities Initiatives » Workforce Scheduling

"We chose a big bang implementation on all of our major systems, including rent
accounting, right to buy, arrears and responsive repairs. With guidance from Orchard’s
staff we successfully went live on all systems on the day we planned, and it has more
than lived up to expectations”

Steve Dennis, IT Manager, Saxon Weald Homes



Financial Management

Delivering collaborative software solutions to suit
your Financial Management needs

Orchard'’s solution is people centric ensuring data is
captured at source and is made available wherever
appropriate to your entire business.

Orchard’s fully integrated portfolio of solutions
seeks to maximise the interaction of the ‘Finance
System’throughout an organisation to provide

a single version of the truth to the whole
organisation.

“It's clear Orchard understands the

Sound Financial Management has always
been recognised as a key to the success of any problems posed by stock transfers for

business. For public service providers the need housing organisations. | have absolutely
for comprehensive Financial Management is even no hesitation in recommendmg the
more important due to ever changing regulation/ company, its staff and the product to our

legislation and public accountability.

colleagues in the social housing sector!

At Orchard, we are able to deliver comprehensive Ron Whittle, Business Support Manager, Twin Valley Homes
fully integrated Financial Management solutions

which will help you to:
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Manage every aspect of your finances effectively ATION D
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Make efficiency savings through the automated |,
and timely production of high quality
management reports, statutory returns FINANCIAL

and interactive dashboard reporting MANAGEMENT

for KPl and trend analysis
HUMAN CAPITAL

Reduce administration costs and
processing time

Increase overall tracking and
financial control

Increase audit control

Improve cost control and
management of budgets

Deliver a full self service capability, OPERATIONAL
ensuring that users outside of finance SYSTEMS
can still view financial information when
required, via the Web with full security 4‘}*{@
and control N
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Integrate effectively with third party solutions NTELL'GEN{:E&

Meet the Transformational Government agenda SUPPORT

"Orchard’s staff are extremely knowledgeable and realise that partnership and communication
are key in delivering results not just now, but on an ongoing basis. It's clear Orchard understands
the issues facing housing organisations, | have absolutely no hesitation in recommending the

company, its staff and Orchard Financials to our colleagues in the social housing sector.”
Lynda Clark, Director of Finance, Newport City Homes



Business Intelligence

Providing management information solutions
to suit your business needs

Leveraging Knowledge

Business Intelligence is a term often associated
purely with reporting. Business Intelligence is more
about leveraging knowledge from data, enabling
you to analyse every aspect of your business and
make informed decisions to increase effectiveness
and efficiency.

Orchard uses Xcelsius, the uniquely dynamic
and customisable data visualisation solution
that enables business users to create
engaging, insightful dashboards from pre-
built components with point-and-click ease.

Visual models can be designed to provide
access to any data source and deployed to
different users depending upon their profile.
With a single click, business users can refresh
data without relying upon IT support.

At Orchard, we have a dedicated Business
Intelligence team and a portfolio of solutions
which help our customers to:

» Produce high quality, accurate Operational,
Management and Executive Information

» Provide information for statutory Uensgpmant "“"_

and legislative returns il prr———
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» Analyse information held in
multiple data sources
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» Spot trends in performance and
identify bottlenecks and areas for
continuous improvement

» Create, access and analyse local
performance indicators
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End of Month Metrics

Customer Satisfaction

Long Term Voids

% Rental Loss

"By working in partnership with Orchard we now have a solution that reduces the
time required to produce our reports, with no impact on our live database. We have
been able to see significant benefits to the Council in the time we've worked with

Orchard and hope to continue to build upon this success”
Warwick Rogers, IT Services Manager, Darlington Borough Council
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The Challenge

Orchard was the first supplier to develop a housing
management system based not just on management
of properties but with a single concept of the
customer as a person, whether in the role of tenant,
applicant, owner etc. This principle underlies Orchard
CRM, which is the only truly integrated Housing CRM
on the market.

Orchard CRM provides quick access to information
and enables customer-facing staff to deliver a speedy
and consistent service. However CRM is not just about
screens; uniquely our solution enables you to explore
and manage customer data in order to highlight
needs and trends, thus targeting services more
effectively and efficiently:

» Web-based

» Completely customisable —
define your own data fields & forms

» Workflow-driven
» Full case & contact history

» Profile and segment customer data;
target specific groups

» Full reporting
» Full case & contact history

» Supports all access channels
(telephone, letter, email, SMS, Internet)

» Integrates with CTI, EDRMS, GIS, external
databases for the true single view of a customer

Customisable

Whilst Orchard provides out-of-the-box products,
we also recognise that CRM should adapt to the
particular local needs and culture of an organisation.
In addition to bespoke consultancy Orchard provides
training for your staff to enable you to develop your
own CRM solution; this can be delivered on site or

in open best practice forums. We also collaborate
with individual customers and groups to create new
packaged solutions for emerging needs, e.g.

» Anti-Social Behaviour
» Customer profiling

» Resident Involvement

Provides quick access to information and enables customer-facing
staff to deliver a speedy and consistent service.

"We have invested heavily in people,
processes and systems over the last
two years that enables SLH to respond
and successfully complete, at first
point of contact over 95% of all service
requests. Our new Orchard CRM system,
coupled with a comprehensive staff
development programme, has enabled
SLH to deliver tailored services more
seamlessly and cost effectively”

Wayne Gales, Director of Operations, South Liverpool Housing



ICT and Professional Services

We offer a complete range of support services in order to achieve the
highest standards of performance and security, enabling you to capitalise
on your investment in [T solutions. Our approach is pro-active, professional

and focuses on people working with people.

Training and implementation

With the specific aim of ensuring that you gain
maximum benefit from our solutions, we provide
a cost effective and professional approach to the
delivery of both training and implementation.

To achieve this, we offer a range of professional
project management, implementation and
training services all aimed at supporting you and
being flexible in their delivery to enable the right
approach for your organisation. Overall, we aim
to inform and support thereby minimising
long-term supplier dependency and cost
through knowledge transfer.

Our consultants have a broad range of skills and
practical experience of working within various
business sectors, making them fully equipped
to aid and manage the business issues that
arise during the implementation of any new
system — leaving you in a position to ensure
the implemented solution delivers the business
benefits and efficiencies expected.

Our training packages remain flexible and combine
the following:

» Standard product training including onsite
and scheduled public training courses

» Bespoke training packages geared
specifically to your business needs

» Seminars targeted on specific topic
areas i.e. Year End processing, NROSH,
Business Intelligence

Our aim is to deliver training that provides you
with the skills to use our solutions effectively
and efficiently, enabling you to pass on that
knowledge to your colleagues and new starters
within your organisation.

Managed Services

We understand that not all organisations have a
fully equipped IT department and situations arise
that can lead to a shortage of IT skills within an
organisation on either a short term, long term or a
more permanent basis.

Orchard offers a full range of Managed Services
which can take care of an organisation’s IT
requirements, either by working as part of a team
or by becoming the IT department. Using on-line
techniques to supply a range of services offers a
flexible, cost-effective alternative to the overheads
of a dedicated IT team and administrative staff.

A Managed Service can be provided for both
hardware and software supplied by Orchard and
other third parties.

Orchard’s Managed Service is fully portable,
enabling us to manage the IT infrastructure
whether situated locally or remotely.

ICT

Orchard’s ICT department consists of a team of
highly skilled technicians who travel throughout
the UK delivering services to our customers.

These experienced specialists provide consultancy
to organisations on all aspects of hardware,
operating systems and networks. Services include
technical infrastructure audits, backup verification,
server upgrade and replacement, thin client
deployment and other customer focused ICT
solutions including, but not limited to:

» Citrix and thin client technologies

» Microsoft Windows

» All Unix operating system variants

4

Sun Microsystems hardware
and software solutions

» RDBMS software including Progress, Oracle and
Microsoft SQL Server

Virtualisation

Virtual Desktop Infrastructures

Disaster Recovery and Business Continuance
Infrastructure and Application Hosting
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Developing our relationships

At Orchard, we place great emphasis on the importance of customer
relationship management and are proud of our strong record
of customer retention, unrivalled in the sector. As part of our

on-going commitment to our customers, we offer support

through a variety of channels.

Customer Support Desk

Excellence in customer service is at the heart of
Orchard's core business objectives and values. Our
Customer Services department offers a high quality,

dedicated support service staffed by people who care.

We understand that support services never stand still
and we continue to invest in this area to ensure that
we have professionally trained support specialists and
effective supporting systems specifically aimed at
service delivery. Our services include:

» Query logging (by phone, fax, email and
via the web)

» Web based query tracking

» Dial-up facilities that enable support,
diagnostic, upgrade, configuration and query
resolution services to be delivered remotely
and efficiently

» Web based tools providing diagnostic
and support resolution

» On line knowledgebase providing you
with resources to resolve support and
configuration queries

User Group

Orchard has a well-established independent User
Group which is integral to our commitment to our
customers. By working in partnership with

the group we are able to ensure that our services
and solutions continue to meet our customers’
business needs. In addition, the Group offers an
opportunity for users to meet and discuss current
topics with us, and other users, thus creating

a shared sense of community.

Strategic Relationship
Management

Orchard assigns a dedicated Strategic Relationship
Manager (SRM) to every customer as a matter of
course. The primary role of the SRM is to establish
and develop a mutually rewarding relationship
with the customer at all levels to:

» Gain a better understanding of a customer’s
business drivers and future strategic
requirements, as well as housing sector
requirements to feedback into Orchard’s
product strategy and roadmap

» Provide information on Orchard’s products
and services and future development plans

» Give advice on how working together
could help a customer meet identified
business requirements

» Maintain regular contact, providing an
opportunity to focus on the business
aspirations of each customer to ensure that we
can provide the best solutions to meet those
aspirations and future business needs

“The role of SRM is key in how we
maintain successful relationships
with our existing customers!

John Doughty, Sales and Marketing Director, Orchard
Information Systems
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