Minutes of User Group meeting held on Friday, 22 March 2002

In the KC Network Boardroom

Present:
 (IT) – Marketing Director




 (SM) – Business Marketing Manager



 (AP) – Product Marketing Manager



John Day (JD) – Engineering Surveyor, HCC



James Stones (JS) – Student, Hull University

Carly Woodward (CW) – Student, Lincoln University

1. Welcome & Introductions

IT welcomed everyone to the meeting and formal introductions were made.

2. Formalize the meeting process

IT explained that he would like to formalize the process now that we have established regular contact with Users, in which these meetings are held.  Minutes will be emailed to members of the meeting which will give back-up to discussions held and protection to the User Group when they discuss to a wider audience.  However it was pointed out that some of the issues discussed could be commercially sensitive and whilst we are looking for their views, these items would not be for disclosure.

3. User Groups – Residential/Business

IT explained that he would like to separate the user group into two groups - one for Residential and one for Business.  For the business group IT suggested one representative from the User Group and one from a supplier and it was suggested that in view of JD’s knowledge and experience, he would be the best person to join the Business group.  JD and either CW or JS would represent the residential side, perhaps on a rotational basis. 

It was agreed that the next set of meetings would be set up as a Residential User Group and a Business User Group.

4. Actions from previous minutes

AP was asked to set up a communications forum which has been on hold until we addressed through a more formal and documented meeting and minutes for user groups.  Progress on this now to be made.

Residential ISDN Dual Bonded – This was discussed and it was felt that there is definitely a demand for channel bonding, but it is very expensive.  There is still a lot of work to be done but IT asked if demand could be verified so that a business case can be raised.  It was agreed that AP/SM draft up a questionnaire to cover : email, dual bonded ISDN, RapidTime, News Groups, Chats, etc and forward to the User Group for comments.  It was suggested that this could be sent out electronically and paper based and that the User Group help stimulate responses.

JS raised the issue of software compression on ISDN in that it is currently disabled and could it be enabled.  MD to look at and respond prior to the next meeting.

5. Perceived Karoo performance

CW felt that the Karoo performance was not as it should be and explained that he had experienced problems with ADSL since mid January when it was hit by the major Leeds outage.  CW explained that it has been running at 160ms, which MD felt was acceptable, although 50ms was considered to be more acceptable.  However IT agreed that we should review what is an acceptable standard and what we should aspire to, but stressed that we are a regional provider and we are restricted in some respect.  It was further stated that latency had increased.

JS stated that the Help Desk seemed to be slow to be informed of any problems.  MD stated that he had used the RapidTime help desk recently, as a customer, and found the response to be very good.  It was suggested that the non-RapidTime help desk should be tested.  The network status line was another issue in that customers were still not convinced to ring the NSL when checking on network issues, consequently this was tying up the technical help desk.   JD asked if it would be better to have calls routed by ringing one number, but IT explained that there were practical problems involved in this due to the different charge bands for the different packages.

CW stated that he had an intermittent fault that took a week to resolve.  The help desk did not seem to think there was a problem and didn’t seem to take him seriously.  MD explained the fault notification process and why this particular fault took so long.  CW also stated that he had experienced problems with the line dropping out at 12.20am and that it had happened at exactly the same time on consecutive nights.  MD to check MITG stats.

It was stated that communication is a big issue at the moment, but a PR person has recently been recruited and one of their responsibilities will be to publicise information.  There should be a big improvement in the next 6-8 weeks.  IT stated that a lot of work had gone into improving the help desk and customers should be starting to notice the difference.

It was pointed out that the contention ratios for  KC are currently 5:1, whereas AOL is 25:1, Freetime is 15:1 and Hull24 is 12:1.

6. Service Specification & Performance

The range of residential services was explained and IT stated that he was much happier with performance although there are still some issues to be sorted out and that we are looking to differentiate services more. The new magazine for HomeTime, RapidTime is about to be launched.

 IT also believes the contention rates should be looked at with a view to changing them, giving each package a different contention rate.  It was suggested that the User Group obtain views/perception on changing the contention rate.  The UG agreed that when everything is running as it should be, Karoo is a really good service.

It was pointed out that ADSL currently runs at ’10 x faster speed’, however IT stated that he would like to change this to read ‘a typical running speed …’.  This was discussed and it was suggested that User Group obtain views on this idea.

7. Product Road Map

AP reported that pricing for RapidTime is being worked on and will be issued shortly.  There will be an unlimited download service and this will be priced appropriately.  Plug & Play products are currently being looked at.  JD asked what the charge will be for ISDN to ASDL.  AP responded that the web site will list any alterations.  It was suggested that an official response should be sent out after completion of the internal work and certainly before the next meeting.

New modems are to be purchased for resale as an alternative to 3Com.  3Com modems have proved to be reliable and ‘fit for purpose’ but as they no longer manufacture them, an alternative supplier had to be found.  Guarantees on 3Coms will however be honoured.

SM presented a brochure ‘Total Internet Solutions’ and reference guide for business users, but this was not for disclosure.  In 2 ½ weeks we will be doing a complete relaunch of internet business services.

JS stated that Karoo is basically a good service, but the time taken between things going wrong and getting fixed is not so good.  IT/MD agreed but explained that a lot of work has been done, and work is continuing to enable us to reach the standard set at the beginning of the project to enhance Karoo as an Internet Service.

JD raised the question of how much of the UG input had been utilised.  IT stated that he found these meetings to be very useful, although it was difficult to give an exact split as it depended upon how it was measured (commercial/customer).  However IT explained that he found the input invaluable and that we are now getting constructive emails from the UG which we will work with and respond to.  This communication forum certainly provides a balanced view of what we do, should do and the needs of our customers.

8. AOB

It was stated that we are still getting some ‘busys’ between 8-10pm, but on a contended service there will always be ‘busys’.  However, MD to review all lines and exchanges to see if we are experiencing further impact.

JD raised the problem with ADSL at Kingswood, which was being dealt with.  MD to get an update from engineering and respond separately.

Date of Next Meeting – TBA as we will need to schedule in 2 meetings – Residential and Business.

ACTIONS:

AP/SM to draft a questionnaire for a Residential ISDN Dual Bonded service and forward to the User Group for comments.

MD to look at software compression on ISDN and respond prior to next meeting.

MD to check MITG stats in respect of Karoo RapidTime fault.

AP to circulate an official response re changes to RapidTime pricing when internal work completed.

MD to review all lines and exchanges in connection with ‘busys’.

MD to obtain an update re ADSL at Kingswood and respond separately

User Group to:

a) obtain views on changing the contention rates for the different packages.

b) obtain views on changing the phraseology of ADSL to ‘a typical running speed ….’

