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1 An overview of HBSMR 

1.1 Core HBSMR 

The Historic Buildings, Sites and Monuments Record system (HBSMR) is a comprehensive 

database and GIS solution for the management of Historic Environment Records. 

 

Developed in partnership with English Heritage and the Association of Local Government 

Archaeological Officers, HBSMR is now used by the majority of HER/SMRs to curate and 

maintain historic environment data. HBSMR also provides facilities for the analysis, 

presentation, dissemination and publication of heritage data. 

 

HBSMR development is driven by an active User Group and system support is provided by five 

dedicated heritage data specialists. First-class user and administrator training is also available. 

 

• Records Monuments, Events, Sources, Finds, Historic Landscape Character, 

Designations, Casework & Synthesis 

• Data indexed using English Heritage and FISH/INSCRIPTION thesauri 

• Compliant with the MIDAS Heritage and data standards, and incorporates INSCRIPTION 

terminology 

• Integrated digital mapping (GIS) using ArcGIS, MapInfo or QGIS 

• Data, maps and images published on the web with HBSMR-web or the HBSMR Gateway 

• Stylish user interface - intuitive Main Menu tree and easily understood links between 

forms 

• Productivity features including Tasks, History and Bookmarks 

• Integral web browser provides access to: 

o User and Administrator help 

o Useful forums 

o Software and documentation downloads 

o User Group archives 

• LibraryLink to manage links to digital images and documents 

• Consultations Module for recording enquiries and casework 

• Themes Module for interpreting HER data for research and outreach 

• Powerful filtering interfaces, including spatial searching with the GIS module 

• Extensive report generation and data export tools 

 

In addition to the development and support of HBSMR, we are able to develop technical 

solutions for heritage projects and initiatives of all kinds. We can develop custom databases 

and we can undertake complex data processing and migration tasks. 

1.2 Optional HBSMR modules 

It is also possible to enhance the systems capability with additional, deeply integrated 

modules: 

 

• HBSMR Consultations Module - HER/SMR records are frequently consulted by 

archaeological and environmental contractors and consultants, the general public and 

academics. All formal consultations need to be managed, documented and archived. 

The HBSMR Consultation Module is provided to meet these needs. A Consultation record 

details the stages of the consultation process, the actions undertaken and the resulting 

outcomes. Cross-references to other HBSMR data may be created and maintained. This 

module is normally used by casework officers. 
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o Records organisations, individuals or agents as source of consultation 

o Records types of consultations, log date, target date and completion date 

o Records location information, proposals, multiple recommendations and 

outcomes 

o Fully integrated spatial recording with ESRI ArcGIS, MapInfo Professional or 

QGIS, including powerful 'Get from GIS' function that instantly identifies all 

Monuments within the consultation area 

o Consultations can be grouped to allow the recording of even very complex 

consultation processes 

o Reporting with default or custom reports 

o Can link to associated images and documents managed with the Exegesis SDM 

LibraryLink product 

o Data entry logged as part of HBSMR Audit Trail 

 

• HBSMR Themes Module - A tool for describing and explaining HER/SMR data. It can be 

used to generate thematic content reliably and quickly which can be published online 

with HBSMR-web and the HBSMR Gateway. It uses a built-in WYSIWYG HTML editor to 

generate web-ready content with embedded images managed in LibraryLink. The 

flexible configuration of the HBSMR Themes Module allows for numerous possible uses, 

including: 

o Create thematic overviews of key places, site types or periods 

o Link your HER/SMR data into outreach and educational articles 

o Extend your HER to include historical events and processes 

o Create an illustrated glossary of technical terms 

o Document your recording/casework policies and procedures 

o Manage your research agendas within the HER/SMR 

 

 

Article created using the Themes Module and published using HBSMR-web. 

Web page and images - Copyright Norfolk Museums & Archaeology Service. 

 

• HBSMR-web - Public access to heritage data is becoming an increasingly important 

objective for all HER/SMRs. HBSMR-web allows the creation of attractive, informative 

https://www.esdm.co.uk/Data/Sites/1/media/software/hbsmr/hbsmr_nhe_themesexample.jpg
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websites, with rich HER/SMR content from HBSMR, including interactive mapping. 

Websites are built within a Content Management System, giving complete control over 

the appearance and content of webpages. HBSMR-web can be used to create 

applications for smart-phones and other mobile devices to display and query HBSMR 

data in the field and submit data back to the HER/SMR. 

o Easily designed and edited web content 

o Social and interactive features such as blogs, forums, events calendars, etc 

o Compatible with ESRI and MapInfo data formats 

o Data delivery conforms to MIDAS XML standard 

o Feedback facilities, from simple e-mail notifications to sophisticated data entry 

forms, provide the ability to submit new information about sites and report new 

ones 

o Powered by the HBSMR Gateway, a standardised web service 

o HBSMR-web components built as modules for the open source mojoPortal 

Content Management System, but can be adapted to other CMS. 

o Designed to run on a Microsoft IIS server 

o Developed with ASP.NET, VB.NET, XHTML and JavaScript 

o Content styling controlled by Cascading Style Sheets (CSS) 

o Data presented via Extensible Markup Language (XML) and XSL Transformations 

(XSLT) 

o Interactive GIS using OpenLayers and MapServer 

 

• HBSMR Gateway - Enables HBSMR data, including mapping and linked images, to be 

made available to remote web or desktop applications. It also allows data to be posted 

back to HBSMR from survey applications and web sites. It was initially developed, 

working in partnership with English Heritage, to feed data to the Heritage Gateway. 

However, it is also used as the data source for HBSMR-web websites. HBSMR Gateway 

is a web service API for HBSMR. When a user searches on the Heritage Gateway, the 

search is sent to the HBSMR Gateway web service run by each HER. The HBSMR 

Gateway processes the search and returns the results as MIDAS XML, which is then 

transformed into HTML in the user's web 

browser. Similarly, searches in websites 

built with HBSMR-web are translated 

into web service requests and the XML 

returned by the HBSMR Gateway is 

transformed into HTML for the end-user. 

The mapping of the HBSMR data to the 

API is determined, in consultation with 

the HER/SMR during the planning of the 

HBSMR Gateway installation. 

o Certified for Microsoft Server 

2012. 

o Developed with VB.NET. 

o MIDAS XML compatible. 

o Allows the integration of HBSMR 

data into custom desktop or 

internet applications. 

o Can process requests from 

corporate GIS interfaces to show 

HER/SMR details. 
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1.3 HBSMR Clients 

HBMSR is used by the majority of Historic Environment Records (HERs) in the UK, plus a range 

of other organisations including archaeological contractors and charities. As of May 2019, this 

includes: 

 

• Bedford Borough Council HER 

• Berkshire Archaeology 

• Birmingham City Council HER 

• Buckinghamshire County 

Archaeological Service 

• Cambridgeshire County Council 

• Central Bedfordshire Council HER 

• Cheshire Historic Environment 

Record 

• City of Edinburgh Council 

Archaeology Service 

• City of York Council 

• Colchester HER  

• Cornwall and Scilly HER 

• Coventry HER 

• Dartmoor National Park Authority 

• Derbyshire County Council 

• Devon County Council 

• Dorset Council HER 

• Dudley Metropolitan Borough Council 

• Dumfries & Galloway Council 

• East Lothian Council 

• East Sussex County Council 

• Essex HER 

• Exmoor National Park Authority 

• Fife Council 

• Greater London HER 

• Greater Manchester Archaeological 

Advisory Service 

• Guernsey Museum and Art Gallery 

• Herefordshire HER 

• Hertfordshire County Council 

• Highland Council HER 

• Humber Archaeology Partnership 

• Isle of Wight HER 

• Kent HER 

• Lancashire HER 

• Leicester City HER 

• Leicestershire & Rutland Historic 

Environment Record 

• Lincolnshire County Council 

• Merseyside Environmental Advisory 

Service 

• Milton Keynes HER 

• National Trust 

• Norfolk Historic Environment Service 

• North East Lincolnshire Archaeology 

Service 

• North Lincolnshire Council 

• North Somerset Council HER 

• North Yorkshire County Council HER 

• Northamptonshire Historic 

Environment Team 

• Nottingham City Historic 

Environment Record & Urban 

Archaeological Database 

• Oxford City Council Urban 

Archaeology Database 

• Oxfordshire County Archaeological 

Service 

• Peak District National Park 

• Perth and Kinross Heritage Trust 

• Peterborough City Council HER 

• Portsmouth City HER 

• Sandwell MBC HER 

• Shetland Amenity Trust 

• Shropshire County Council 

• South Yorkshire Archaeology Service 

• Southampton City Council HER 

• Southend-on-Sea Borough Council 

HER 

• Staffordshire County Council 

• Stoke-on-Trent HER 

• Suffolk County Council 

Archaeological Service Conservation 

Team 

• Surrey County Council HER 

• Warwickshire County Council 

• Wessex Archaeology 

• West Berkshire County Council 

• West Sussex County Council 

• Western Isles Council 

• Wiltshire Council HER 

• Winchester HER 

• Wolverhampton & Walsall HER 

• Worcester City Council HER 

• Worcestershire Archive & 

Archaeology Service 

• Yorkshire Dales National Park 
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2 Hosting and backup 

Exegesis Cloud Software packages are available hosted on Microsoft Azure or our Exegesis 

servers. Azure hosting offers a scalable, OFFICIAL accredited service that is suited to our UK 

government customers. Hosting on Exegesis servers is a cheaper, less scalable option for 

those that do not expect high levels of use and wish to reduce the overall cost of the service. 

Call-off support, application management and map data service options are independent of the 

type of hosting. 

 

When your applications run on Azure or our servers, they can be used from any of your PCs 

and even from home, other offices, or out in the field. Services hosted on Azure and Exegesis 

servers are secured with SSL and IP filtering to ensure that only you can connect and see your 

data. We can have you fully operational within days of placing an order. 

 

Alternatively, you can purchase Azure hosting direct using the Microsoft G-Cloud service and 

the relevant HBSMR software licences and support from Exegesis. Under this scenario we 

would not provide the hosting, but the service received from us would be otherwise identical. 

 

Our recommended solution if using Exegesis hosting is to use one of our “VPS” (virtual private 

server) packages, giving you and your applications a dedicated application server. For small-

scale scenarios we can also host your application on a shared server. Our servers are all 

“managed”, that is we keep the server up to date with security updates and patches, and 

monitor performance and availability. All packages can make use of our shared SQL Server 

and/or PostgreSQL database servers. 

 

This document gives more information about options; there are several options to choose 

from, designed to give you precisely the power and space you need for the right price. If you 

would like to discuss your options or place an order for application hosting please contact us. 

2.1 Locale and information assurance 

The Azure servers used are located in the European Union and are ISO/IEC 27001:2005 

Information Security Management accredited. Microsoft Azure has received G-Cloud Impact 

Level 2 Accreditation from Cabinet Office for Use across the UK Public Sector and UK 

Government OFFICIAL accreditation. 

 

Exegesis servers are located in Virtus, London and are accredited as follows: 

 

• BREEAM Good 

• ISO 9001:2008 – Quality Management 

• ISO 14001:2004 – Environmental Management 

• ISO 27001:2013 – Information Security Management 

• ISO 50001:2011 – Energy Management 

 

The Azure and Exegesis hosted options are suitable for OFFICIAL information according to the 

Government Security Classification scheme. This includes appropriate physical protection of at 

rest data, the use of commercially available security software and SSL encrypted data in 

transit. 
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2.2 Start-up 

The start-up phase includes setting up the server, configuring licensing, firewalls, anti-virus, 

connectivity to database server and internet, installation of your applications, backups, and 

ensuring you can connect successfully. Pricing depends on the complexity of your applications 

and datasets - please contact us to discuss your detailed requirements. 

 
A typical start-up would take one to five days, depending on complexity and numbers of users. 

See our pricing document for details of cost. 

2.3 Application server options 

We offer various Azure or Exegesis Virtual Machine server options, with additional options for 

storage, users, administration and backups below. We run your applications on 64-bit servers 

running Windows Server 2019 operating system. The Azure options are based upon the 

standard tier and are as follows: 

 

Package RAM Cores Temporary storage 

A1 v2 2.00 GB 1 10 GB 

A2 v2 4.00 GB 2 20 GB 

A4 v2 8.00 GB 4 40 GB 

A8 v2 16.00 GB 8 80 GB 

A2m v2 16.00 GB 2 20 GB 

A4m v2 32.00 GB 4 40 GB 

A8m v2 64.00 GB 8 80 GB 

 

We offer six Exegesis server options: 

 

Package RAM Cores Disk size 

Shared server (website) n/a n/a n/a 

Shared server (app hosting) n/a n/a n/a 

VPS1 0 4 GB* 1 70 GB 

VPS 1 4 GB* 2 70 GB 

VPS 2 8 GB* 2 70 GB 

VPS 3 16 GB* 4 100 GB 

* RAM is dynamically assigned on demand, up to this figure. 

2.4 Data storage options 

Like all Azure pricing this is charged on a usage basis calculated on the average daily amount 

of data stored (in GB) over a monthly period. Four types of storage are available: 

 

• Locally Redundant Storage (LRS) - designed to provide 99.999999999% durability of 

objects over a given year. 

• Zone Redundant Storage (ZRS) - designed to provide 99.9999999999% durability of 

objects over a given year. 

• Geo Redundant Storage (GRS) - designed to provide 99.99999999999999% durability 

of objects over a given year. 

                                           
1 Virtual Private Server. 
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• Read-Access Geo Redundant Storage (RAGRS) - provides read-only access to the 

storage account in the secondary region that will eventually have a consistent copy of 

the data in the primary storage. Customers can use this service to access their data 

when the storage account in the primary region is unavailable. Designed to provide 

99.99999999999999% durability of objects over a given year. 

 

We provide a dedicated data drive on all Exegesis hosted Virtual Private Servers. 

2.5 Database server 

On Azure we use a Virtual Machine to run SQL Server 2014 or later which is dedicated to your 

application. As a result this suits larger installations where an implementation specific SQL 

Server database can be justified. The actual cost of running SQL Server in Azure is charged on 

a per hour of use basis. 

 

For Exegesis hosting you are likely to want to make use of our shared SQL Server 2014 or 

later and /or PostgreSQL database servers. Pricing depends on database sizes and is charged 

on a 5 GB per database per annum basis. Off-site backups, with 30 days retention of the daily 

backup and 30 weeks retention of a weekly backup (simple recovery model) are included 

within all database server orders. 

2.6 Backup, restoration and recovery options 

Azure provides a built-in level of protection because of the redundancy it offers. The underlying 

virtual hard disks (.vhd files) used by the virtual machines are kept in Blob storage in an Azure 

storage account. Without additional configuration, data is protected by locally redundant 

storage, which maintains multiple replicas of data within a single region. Higher levels of 

resilience can also be achieved if required by using geo-replication and machine clustering. 

 

Azure provides many options for levels of backup and resilience so it’s simply a case of 

discussing what you consider appropriate, as higher resilience has a cost. However as we are 

simply passing on the Azure charge at cost you are free to adjust this as you wish. 

 

Databases are backed up onto another separate cloud provider overnight – along with any 

other critical files. This ‘off-site’ backup provides the facility for you to recover a version of the 

database daily for the last 30 days and weekly for the last 30 weeks. Databases are backed up 

using SQL Servers’ ‘simple backup recovery’ model. 

 

Backups for your Exegesis hosted databases are included in database server orders, but 

beyond this you will also want security for your application files plus any images, documents 

and other files stored on your server. We offer two levels of backup to protect against 

accidental loss or corruption. Firstly, and for no extra charge, we backup images of the servers 

on-site every night for disaster recovery. Secondly, we offer ‘off-site’ nightly backups, which 

involve copying files to a third-party cloud-based backup service, with 10 days retention of the 

daily backup as standard. This ‘off-site’ backup provides the facility for you to recover 

accidentally changed or deleted files, and recovery from disasters that affect all other on-site 

measures. Optionally we can extend this backup to retain 10 weeks retention of a weekly 

backup. 

 

Recovery from hardware or system faults is carried out at our cost on a best endeavours basis; 

recovery of files at the customer's request (e.g. accidental data loss) is carried out under call-

off support time, or at standard consultancy rates if no call-off support time is available. 
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Customers taking out the "Server Administration Rights Option" (see below) can manage their 

own backup and recovery if desired. 

2.7 Users 

There is no charge for connecting users to Azure hosted servers, as these costs are covered by 

the Application server options. For Exegesis hosted services we charge a simple flat rate per 

connecting user, covering the costs of Windows Remote Desktop licensing, plus licence server 

management and configuration. By a user we mean a single named login account, which can 

be used from any computer. Note: this does not include licensing for any Exegesis applications 

such as HBSMR, or for third party products like Microsoft Office, MapInfo Professional or 

ArcGIS - these licences must be supplied by you or purchased in addition. 

2.8 Server administration rights option 

Some customers prefer to manage a dedicated server themselves, including installing 

application upgrades and patches, configuring user accounts and security, restoring backups 

etc. This may replace the need for our Call-Off Support and/or Application Management 

services. This option is only available on Azure or our VPS packages. 

2.9 Administrative session sharing option 

We can permit one or more ‘power user’ accounts to be able to share screens with other users 

on the same server. This can be used to provide training to new users, troubleshoot issues 

raised by remote users, etc. It is particularly useful where users are working from different 

locations. This option is only available on VPS packages. 

2.10 Web server option 

You may also want to run websites or services on your server, requiring installation and 

configuration of IIS. Azure offers two main web server options: Basic and Standard. Both offer 

custom domain support. The differences between these options are summarised in the table 

below: 

 

 Basic Standard 

Disk space 10 GB 50 GB 

Maximum instances Up to 3 Up to 10 

Deployment slots  ✓ 

Testing in production  ✓ 

VNET Integration  ✓ 

Auto scale  ✓ 

Traffic Manager  ✓ 

Backup/restore  ✓ 

Local cache  ✓ 

 

Basic and Standard Azure web server options come in three sizes: 

 

Size Cores Memory 

Small 1 1.75 GB 

Medium 2 3.5 GB 

Large 4 7 GB 
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Exegesis servers can also be used as web servers, though it should be noted that running 

websites/services may have implications for the power/capacity needed on your server. 

 

Work to set up your web applications is carried out under call-off support time, or at the rates 

in our pricing document if no call-off support time is available. Customers using Exegesis 

hosting and with Server Administration Rights may undertake this work themselves if desired. 

2.11 Technical requirements 

The requirements of the customer system are extremely modest. You must be able to run 

Microsoft’s remote desktop client (which is included with Microsoft Windows). You need to be 

able to browse the internet over port 80 / 8080 and you need to have a reliable internet 

connection. 

 

The bandwidth required is actually very little per user in most cases (e.g. < 100Kbps and often 

much less) as described in detail at https://techcommunity.microsoft.com/t5/Enterprise-

Mobility-Security/Top-10-RDP-Protocol-Misconceptions-8211-Part-1/ba-p/246707. 
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3 On-boarding and off-boarding processes/scope etc. 

On-boarding arrangements are agreed as appropriate with each customer and are documented 

in the project implementation document. Typically including: 

 

• Roles and responsibilities 

• Communication channels and protocols 

• Contract Management 

• Project Management 

• Timetable 

• Business process analysis 

• System integration 

• System configuration 

• Data migration report and implementation 

• Training 

• Support management/help 

 

Off-boarding arrangements cover timetabling, data transfer formats, transfer mechanism, 

confirmation of data receipt and of copies and closing of service. Exegesis commits to 

returning all consumer generated data (e.g. content, metadata, structure, configuration etc.). 

 

On-boarding and off-boarding data formats are agreed with each customer. 

 

There is no penalty or charge for off-boarding, although standard fees may be charged if any 

consultancy or support work is requested. 

 

Off-boarding can normally be achieved within 8 weeks of notification. 
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4 Service details 

4.1 Service management 

Service management is typically undertaken by Exegesis, unless the Customer has purchased 

the server administration rights option (2.8). 

4.2 Service levels and constraints 

The server facilities and software as agreed will be made available to the Customer for the 

duration of this agreement. 

 

The maintenance responsibility for the server and software is specific to individual contracts. 

Where the Company bears responsibility for maintenance, the Company will maintain the 

software with the latest service pack, patches and upgrades. 

 

Under the terms of this agreement the Company will not be responsible for application failures 

arising from updates to the operating system or to other third party software which is 

maintained under this agreement. (This responsibility may rest with the Company if the 

Customer has a current ‘maintenance and technical support’ contract for the Customer 

Software). 

 

The Company will use all reasonable endeavours to maintain the Services uninterrupted 24 

hours a day, 365 days a year. The Company cannot warrant that the Services will be 100% 

uninterrupted, although availability (other than for scheduled maintenance) is anticipated to be 

better than 99.9%. 

 

The Company shall have no liability for any delay or default in performance of any obligation 

caused directly or indirectly by breakdown or unavailability of computer hardware, software or 

parts thereof, telecoms connections or power supply or any other cause or causes beyond the 

Company's reasonable control. The Company shall bear responsibility for delay or default in 

performance of any obligation where such has resulted from error or omission on the part of 

the Company. 

 

On notification or detection of a system failure the Company will start investigation and 

resolution processes within 2 hours if the notification is received within normal business hours 

(being 09.00 to 17.00, every day other than a Saturday, Sunday or public holiday). Outside of 

these times investigation and resolution processes will commence at the start of the next 

working day. 

 

Any necessary downtime to replace components will be scheduled by agreement with the 

Customer. Where an interruption to the Services is the result of action taken by the Customer, 

the Company reserves the right to charge the Customer at the current standard hourly rate 

until the work required for the restoration of normal services is completed. The Customer will 

be advised in advance of other non-availability periods, except in emergency situations that 

necessitate immediate withdrawal of system availability. 

 

Hosted Microsoft products are subject to the relevant Microsoft licensing terms. 
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4.3 Customer responsibilities 

The customer has responsibility for ensuring that they have selected the correct level of 

service. We can advise, but the customer must decide what is right for them. 

 

If the customer has selected the Server administration rights option they have responsibility 

for installing application upgrades and patches, configuring user accounts and security, 

restoring backups, etc. and any breakages or downtime resulting from their actions. 

4.4 Trial service 

We offer a trial service for HBSMR. This involves one months’ use of the service without 

software licensing costs. All other costs of hosting, setup and support apply for the one month 

period. 

4.5 Call-off support options 

Call-off support is available for both Azure and Exegesis hosted packages. Normal Exegesis 

technical support is by phone/email, but when you use our application hosting services you can 

ask us for more direct assistance. This can include online training, resolving data problems, 

retrieving files from backups, advanced configuration or customisation, in fact anything you 

need. This extra assistance is supplied as ‘call-off’ time, which can be drawn down whenever 

required (during office hours). We strongly recommend at least one day of call-off time per 

year, and existing customers always tell us they benefit from having more. 

 

Unused call-off time in any annual period can be carried forward for up to three months, or 

converted into credits for training courses. 

 

More extensive modification, configuration and customisation of HBSMR can be undertaken 

through our website, mobile and desktop technology cloud application build and configuration 

cloud support offerings. 

4.6 Application management option 

Your applications will require upgrades and patches from time to time. You are likely to be 

entitled to these patches and upgrades under your Maintenance And Technical Support 

contract, but there is still work to be done to install and configure these patches. We can do 

this under call-off time, or we can add the following option to your contract, under which we 

will apply any available upgrades and patches for up to five applications on your server (for 

example, HBSMR, LibraryLink, MapLink, ArcGIS and Office). Upgrades will be applied and 

scheduled in discussion with you. 

4.7 Microsoft Office option 

We can offer Microsoft Office Standard or Professional, with a simple flat rate charge per user. 

By a user we mean a single named login account. Office Standard includes Word, Excel, 

PowerPoint, Outlook, OneNote and Publisher. Office Professional additionally includes Access. 
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4.8 GIS options 

We can host Pitney Bowes MapInfo, ESRI ArcGIS and QGIS allowing MapLink to be utilised with 

our HBSMR products. Customers can provide their own licences for MapInfo and ArcGIS or we 

can arrange licencing. 

4.9 Map data services options 

You may be able to use existing corporate web mapping services to supply your Ordnance 

Survey base maps. If not, we can offer subscription-based access to the Ordnance Survey 

"Open Data" mapping layers. Available datasets include: 

 

• Open Data raster mapping from whole UK to StreetView 

• BoundaryLine (administrative areas) 

• Contours (from 1:50,000 maps) 

 

Other map data are available on request 

4.10 Training 

Training is available at our offices in mid-Wales or at customer offices. Training courses include 

Foundation and System Administrator training. Bespoke training can also be provided. 

 

At our offices we provide a well-appointed training suite in a pleasant rural setting within the 

Brecon Beacons National Park. Our courses include: 

 

• lunch at the nearby Bakers' Table or Honey Café2 

• tea & coffee refreshments throughout the day2 

• a fast, modern PC per delegate2 

• air conditioning2 

• free parking2 

• disabled access if required2 

• training manual 

• free post-course support 

• small groups - 6 max 

4.11 Software Maintenance And Technical Support (MATS) 

4.11.1 The Contact 

Exegesis SDM will provide MATS to a single designated individual (“the Contact”). The Contact 

must have received training from Exegesis SDM to at least System Administrator level, or be 

able to demonstrate an equivalent level of expertise. When the Contact is not available for an 

extended period, Support will be provided to other users on a limited basis. It may benefit 

customers to have more than one user trained to System Administrator level. 

4.11.2 Support 

Support constitutes technical assistance in solving any problems encountered by users in 

operating or configuring the supplied software. Support is provided for the most recent 

                                           
2 For courses in our training suite. 
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software release and for the previous version. Subject to ‘fair use’ Support is unlimited unless 

otherwise stated below. 

4.11.3 Availability 

Support will be available by fax, e-mail and telephone during normal office hours (09:00 to 

17:00 hours Monday to Friday) excluding public holidays and 27th-31st December. All calls are 

taken by Technical Support Staff who can resolve a wide range of issues immediately across 

most of the Exegesis product range, and so our initial response and assessment will normally 

be immediate (or within 24 hours for email or fax). For the majority of Support calls, the 

problem can be resolved at this stage. Where a Support issue cannot be resolved immediately, 

it will be referred to Product Consultants and/or the Development Team; the customer will be 

informed of the reason and of the likely timescale to achieve a solution. 

 

If the customer is not satisfied with the response to a Support call, the matter will be referred 

to the Management Team. 

4.11.4 Maintenance 

Maintenance constitutes the provision of current version upgrades and patches, and also 

covers part of the cost (typically 70%) of major new releases. Major releases (signified by a 

new version number) will incur a variable additional charge that is dependent on the increase 

in functionality. All upgrades or software patches for customers on MATS will be implemented 

by Exegesis on the relevant server. 

4.11.5 Annual Service Visits 

Annual Service Visits are available for HBSMR customers. They are consultancy based in 

customer offices provided at a discounted rate and are strongly recommended for all 

customers. They provide an opportunity to undertake a range of agreed work, including: 

 

• Provide informal ad hoc training 

• Discuss business processes 

• Help set up user permissions 

• Data health checks and cleaning 

• User interface customisation 

• Data imports 

• Report creation and customisation 

• Resolve any issues 

• Explore future developments 
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5 Ordering 

5.1 Ordering and invoicing process 

Please contact us in the first instance to discuss your requirements. We will then be able to 

advise you on the most appropriate options to meet your requirements. Orders are generally 

placed upon receipt of a purchase order. 

 

Invoices are issued upon use of each option, so for example licensing and set up costs are 

issued at the start of the contract, whilst usage costs for the Azure service are charged based 

upon customer usage. Our standard payment terms are 30 days from the date of the invoice. 

5.2 Financial recompense model for not meeting service levels 

The financial recompense model for Windows Azure is through a service credit model, which 

we pass directly to the customer in the event of Azure failure. Azure Service Level Agreement 

(SLA) Credits are calculated as a percentage of the bill for that service in the month the SLA 

was missed and then applied to the next month’s bill. Details are available at 

https://azure.microsoft.com/en-gb/support/legal/sla/. 

 

For Exegesis hosted services, if we fail to meet on a monthly basis a service of 99.9% we will 

re-pay 1 days hosting fee for every 1 hour the system is unavailable beyond standard – 

without limit. 

5.3 Termination process 

Either the customer or Exegesis may terminate the contract at any time by giving one month’s 

written notice to the other where the other: 

 

• commits any breach of the Terms and Conditions and if capable of remedy fails to 

remedy the breach within 30 days after being required by written notice to do so. 

• goes into administration, administrative receivership, receivership, voluntary 

arrangement or liquidation. 

• in the case of an individual or firm becomes bankrupt, makes a voluntary arrangement 

with his or its creditors or has a receiver or administrator appointed. 

 

If we terminate the contract for reasons other than contractual default of the client then our 

costs of termination fall to us. If the client terminates the contract or if we terminate the 

contract as a consequence of client default then the costs of off-boarding will be charged to the 

client according to the rates in our pricing document. 

 

See our Terms and Conditions for more detail. 

https://azure.microsoft.com/en-gb/support/legal/sla/
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6 Open standards and Open Source 

Open standards are supported in terms of service delivery using IP, TCP and HTTP. 

 

Open standards are supported in terms of data storage and output/presentation using SQL, 

PDF, HTML and OGC Simple Features. 

 

Open Source components include the ‘MapServer’ mapping engine. 


