Meeting Minutes


Project Meeting Agenda & Details
	Meeting Details

	Purpose
	Karoo User Group Meeting

	Date
	31/01/03
	Time
	14.00

	Location
	Telephone House, Hull
	Duration
	2’40”

	Attendees

	Name
	Initial
	Role
	Present

	
	AP
	Product Marketing
	√

	
	MD
	Engineering
	√

	
	SM
	Business Marketing Manager
	√

	
	TC
	Karoo Support
	√

	Chris Woodward
	CW
	User Group Representative
	√

	James Stones
	JS
	User Group Representative
	√


	
	Discussion Areas: -

	1. 
	AP stated for the record that ANY user found posting messages which contained abuse directed at named Kingston Communications employees would have their userid revoked immediately.  

	2. 
	JS stated that at present there was an issue related users who were migrating from dial up to broadband having no access as their dial up account was ceased before the broadband account was provided. An action was taken by TC to discuss ways of allowing continued access with Vision. MD agreed to look at the process flow. 

	3. 
	A discussion was held on the effects of the recent rapid growth in the Karoo dial up base, which had led to short term connectivity issues at peak periods. MD stated that further capacity was added to the platform on December 18th, following which performance in terms of availability performance has improved significantly.  

	4. 
	CW produced Trace Routes derived from Karoo data which demonstrated that the service was faster than the UK’s leading broadband ISP.

	5. 
	JS & CW added that they personally felt that current performance was satisfactory and that it had improved over the course of time in which these meetings had been held – AP thanked them for their feedback and stated that the business remained fully committed to continually raising service quality.  

	6. 
	Since the previous meeting responsibility for helpdesk support had transferred to MDs area. MD produced an overview of the resource which was available at various times to receive customer calls and stated that call abandonment, which was one of the key performance measurements, had reduced substantially, although further improvements in this area were still required. On average the helpdesk can expect to field between 600-700 calls per day.

	7. 
	AP/MD stated that the DSL footprint was due to be increased to up to 5Km from an enabled exchange within the next 3 months. The enhancement was in final testing, with results positive so far.

	8. 
	The principal of offering fixed IP addresses was discussed. AP stated that, as with some of the other suggestions that had been made on service offerings, it was a matter of identifying sufficient customer demand to justify a commercial trial. AP added however that the Product Management Group were reviewing the Karoo service on an ongoing basis from all perspectives and that User Group feedback was always considered.

	9. 
	A discussion was held on the most appropriate way for User Group representatives and selected KC people to discuss issues. It was decided that this would be via an access list, which TC was actioned with setting up.


	Actions: - Previous

	
	Action Items
	Priority


	Who (Initials)
	Status 
	Target Date

	1. 
	MD to check MITG states in respect of RapidTime fault. MD requests further details from User Group representatives. Update – no further issues reported – agreed could close.
	
	MD/CW
	Closed
	

	2. 
	User Group to provide views on applying differing contention ratios for different packages. No issues with current contention ratios being applied to broadband connections; it was felt that any variable contention for dial up customers between tariffs would be undesireable.
	
	 CW/JS
	Closed
	

	3. 
	LR to discuss with Incontact what information is provided to customers when a fault is registered and to ensure that when a customer is promised a return call they receive one. Forum discussed perceived i) lack of information ii) lack of promised follow up. Fault History is recorded on helpdesk system, enabling tracking and updates by different helpdesk consultants. User group feedback was that call queue times however were still longer than desire. MD advised that clearly resourcing fluctuated dependent on the time of day, however efforts were continually being made to decrease waiting times. 
	
	LR
	Closed
	

	4. 
	LR to look into amending RapidTime collateral to feature “Typical Running Speed” as opposed to “x faster” than narrowband. “Typical Speed” isn’t used by any other ISPs within their promotional material. It was felt that for this reason it would be unable to draw fair comparisons on that basis, and hence that no changes to current statements would be made. 
	
	LR
	Closed
	


	5. 
	User Guide for Trouble Shooting  - Consider what can be done to further promote the help files and production of a quick reference guide. Exists for RapidTime users. More is located on the Karoo portal. MD is discussing further content with the DSL platform owners.
	
	LR
	Closed
	 

	6. 
	Planned Works - some customers do not require notification of all activity. LR to look into whether or not an opt in / opt out list could be established. On consideration it was felt that the current mechanism for advising customers of planned outages – by email – is the most suitable. Following the launch of multi-pop it is now possible for customers to set up alternative inboxes as a way on managing unwanted mail, however TC advised that following a system upgrade it would be possible in future to create “opt-out” databases to which users could be added. 
	
	LR
	Closed
	

	7. 
	Communication with Vision - not working.  To raise with Incontact at next review meeting. Kingston Vision have now started using the planned works process for notification of outages. 
	
	LR
	Closed
	 

	8. 
	Concerns were raised over the length of time taken to provision and implement DSL service when ordered in conjunction with a conversion back to analogue from ISDN. Understand whether new process has addressed these issues. Processes should now in most cases run concurrently.
	
	MD
	Closed
	 


	9. 
	Problem raised about KC installing the service and testing using the engineer’s login, only to find customers account not working. 

Process below now issued:

Response : New process set up where the engineers will test using the customers account details and then action if this account is not enabled. This should leave the customer with a proven working service, albeit not tested on the customers pc. Only other consideration at the moment are the implications for engineering if the account is not set up. If it is merely a phone call to whoever to sort this and it does not add a significant penalty to the install, then we will continue to do this. If we find it is a problem, then the procedure will be reviewed.


	
	MD
	Closed
	

	10. 
	Service problems in Kingswood/Stoneferry area (See also Previous Action 6)

Response :  Kingswood and Stoneferry should not be a problem for RapidTime applications. Not within serviceable area for KIT however. If there are any issues with an application in this area, they should be referred to me as it may be a bad test on Teradyne. Also, customers with ISDN will now get a confirmation (or denial) of service by testing a neighbours line). Proposal put to MD about increasing our service footprint by carrying out 'pre-installation bandwidth surveys'. This would enable us to take applications up to possibly 4.5km depending on cable composition
	
	MD
	Closed
	

	11. 
	72 hour disconnection policy - with Malcolm to look at. Policy created with relation to IP allocation procedure. Fixed IPs are not currently offered as an option.
	
	BT/MD
	Closed
	

	12. 
	Problem raised by KIC regarding individual notification of FMS reports. BT looking at this for TP.  Covered in the response to point  3
	
	BT
	Closed
	

	13. 
	Contact Vision to gauge progress on perceived upload issue. Testing has been done by Vision engineers, however it is now perceived that the issue is an IP V4 feature. MD to confirm at next meeting.
	
	MD
	Closed
	

	14. 
	Confirm whether anti cheat software has been loaded onto games servers. Anti cheat software has been installed on certain servers, however not all gamers wish to play in this controlled environment. For this reason it will not be deployed universally.
	
	AP
	Closed
	

	15. 
	News servers – AP to confirm whether servers will be migrated back to a UK based service. Issue has been referred to Internet Watch Foundation as a suitable UK based provider has not been identified.
	
	AP
	Closed
	

	16. 
	CP to confirm when Pro IP addresses will get DNS. Core IP team have advised they are aware that there is no reverse DNS for the Karoo Rapid Pro IP pool. They will implement this DNS by the end of June 2003
	
	CP
	Closed
	

	17. 
	User Group to confirm what method of communication they would prefer for responses to the actions contain within these minutes. Confirmed that an access list should be set up for this purpose. New action taken, see below.
	
	CW/JS
	Closed
	


	Actions: - New

	Action Items
	Priority


	Who (Initials)
	Status 
	Target Date

	18. 
	AP to consider extending Karoo free of charge support to RapidTime customers.
	
	AP
	Open
	28/02/03

	19. 
	TC to examine ways in which users could have “overlap” periods in which their dial up and broadband I.D.s would both be accessible under concurrency rules to alleviate issues of loss of connectivity whilst migrating.
	
	TC
	Open
	28/02/03

	20. 
	AP to consider changing Status Line to free of charge service.
	
	AP
	Open
	28/02/03

	21. 
	TC to consider enabling greater access to Status Page content (e.g. Care, Marketing etc. to provide customers with more detail on issues & resolutions).
	
	TC
	Open
	28/02/03

	22. 
	TC to create draft Karoo customer charters for internal circulation. 
	
	TC
	Open
	28/02/03


	23. 
	MD to look at DSL contention/configuration to further increase download speeds.
	
	MD
	Open
	28/02/03

	24. 
	TC to consider necessary actions to set up newsgroups on Karoo owned servers.
	
	TC
	Open
	28/02/03

	25. 
	Setup access lists to enable user group members and KC people a forum to communicate.
	
	TC
	Open
	?/?/?

	26. 
	All to communicate the necessary details to TC to enable setup.
	
	ALL
	Open
	28/02/03

	27. 
	JS/CW suggested that it may be appropriate to implement an upload limit on RapidTime Standard to reduce current upload transit in use. AP agreed to look into. 
	
	AP
	Open
	28/02/03

	28. 
	Look at how offering fixed IP might cost into current proposition.
	
	AP
	Open
	28/02/03

	29. 
	AP stated that he would complete minutes by 14/02/03
	
	AP
	Open
	14/02/03
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