Meeting Minutes


Meeting Agenda & Details
	Project Details

	Project Name
	N/A

	Project No
	Not Applicable

	Meeting Details

	Purpose
	Karoo User Group Meeting

	Date
	30th May 2003
	Time
	1400

	Location
	Telephone House, Hull
	Duration
	2’00”

	Attendees

	Name
	Initial
	Role
	Present

	
	AP
	Product Group Manager
	√

	
	NB
	Product Management
	√

	
	TC
	Karoo System Administration
	√

	
	CP
	Senior Internet Engineer
	√

	
	AF
	Products & Services
	√

	
	SM
	Residential Marketing
	√

	
	BT
	Engineering
	√

	
	LP
	Karoo Technical Helpdesk
	√

	James Stones
	JS
	User Group Representative
	√

	Chris Woodward
	CW
	User Group Representative
	√

	John Day
	JD
	User Group Representative
	√

	Patrick Dorrian
	PD
	User Group Representative
	√

	Apologies

	
	SDM
	Business Marketing
	(

	
	ITr
	Marketing Director
	(


	
	Discussion Areas: 

	1. 
	AP opened the meeting by stating that a serious issue had arisen which required a full debate between the two parties – Kingston Communications, and the Karoo User Group as represented at the meeting. On several occasions in recent weeks individuals within the User Group delegation have been seeking to manage issues related to specific user disconnections outside of the normal channels, culminating in an article printed recently in a local paper. 

AP stated that the business recognised the good work that the Group undertakes and the usefulness of the meetings and dialogue – however it was stated that this does not entitle delegates the authority to “Adopt” individual user’s grievances. In recent instances it had become apparent that, if satisfaction as far as the individual representatives concerned was not gained, situations had occurred in which the impression had been given in the media that persons were operating in a recognised or officially sanctioned arbitration role (As in by KC).  Further to this, coverage of specific issues was it was felt inaccurate and subjective to the detriment of the KC brand.  AP acknowledged on behalf of the business that forewarning was given of the nature of the article before publication, however he maintained that specific cases could only be discussed and resolved with the users concerned, not any third party. AP stated that the business felt the use of the media in such a manner was highly inequitable as Kingston Communications cannot make comment on any claims made by the person or persons involved. Intercedence he added by a user group representative in that capacity could and would have no bearing on the decision making process with regard to withdrawal of service or otherwise.

In summary AP stated that the business does not support, endorse or recognise User Group members engaged in activity of this nature with the media. Individual users should understand their responsibilities with regard to the service’s Terms and Conditions, Acceptable Usage Policy and Newsgroup Charters and will be dealt with in private correspondence where necessary as stipulated by the Data Protection Act. User Group delegates acting in this manner in future will be asked to withdraw from the forum, whilst the business in future reserves the right to dissolve the current body and either discontinue or suspend future meetings between the two parties. 

AP invited comments and a discussion followed. He requested that the User Group members present consider the situation and subsequent to the minutes being produced confirm individually whether they accepted this stipulation or not.

	2. 
	The above discussion was allocated a significant amount of the meeting’s scheduled time, hence it was agreed that the remainder of the meeting would concentrate on issues brought to the forum by the User Group delegates, rather than the previous sets of meeting minutes. At the next forum (Should one take place) a consolidated set of actions will be compiled and discussed to ensure that none of those outstanding are missed. The issues discussed follow.

	3. 
	Re-Instatement of Karoo Binaries – Although it was the businesses aspirational view that this should be as soon as possible, resourcing issues are currently prohibiting any firm date being committed to. It was felt that following the upcoming transfer of the NewsGroups “In House” there may be an opportunity to revisit this subject.

	4. 
	NewsGroup Transfer – Business Case has been submitted to KC finance as there is an additional cost. Likely to be signed off at the end of June.


	5. 
	X-Box Live DSL Compatibility – AP stated that he had on two occasions contacted Microsoft’s help function with regard to KC becoming an official partner for the service, however no response had been forthcoming. It was the view of the User Group that the services, although unsupported officially, were compatible. AP stated that he could not confirm this at present.

	6. 
	1Mb/2Mb Service AP confirmed that a 1Mb service option was under consideration. A 2Mb service is unlikely to be developed in the current financial year. AP also stated that Broadband pricing was under review.

	7. 
	“DSL Net” – The possibility of providing high bandwidth services within the current network was raised – CP confirmed that this wasn’t technically possible at present.

	8. 
	Fixed IP – It was restated that the service does not at present offer fixed IP address option. Additionally, it is not on the 2003-2004 product development roadmap at this time.

	9. 
	Dial Up/DSL Service Overlap/Concurrency – TC stated that he was currently working on a solution which would deliver this functionality should the business choose to offer it.

	10. 
	Status/Status Line Updates – TC stated that users should have experienced an improvement in the relevance of the information, however CP added that there were still issues with the nature of the data displayed. TC took an action to add a “Key” to the information/icons where necessary.

	11. 
	HelpDesk Staff Dealing With Issues Directly with Users – CP stated that often fault symptoms could have a diverse number of causes, meaning that It was difficult to broadcast a universally relevant prognosis/solution to all those affected. 

	12. 
	Free of Charge DSL HelpDesk Support – AP confirmed that the suggestion was currently with KC finance.

	13. 
	AUP & Charter – NB confirmed that draft versions were available on request. KC Legal Services are currently ratifying them before publication.

	14. 
	Official Acceptance of T’s & C’s –Further to previous meetings, the subject of users potentially becoming Karoo customers without seeing and agreeing to the services Terms and Conditions was raised. Although usage of the service once provided is regarded as de facto acceptance of such by a customer, several options were discussed related to either emailing them to a Karoo POP mail account, sending a hardcopy or changing their presentation on the signup CD. In short, it was concluded that the business does and will continue to make best efforts to ensure that T’s and C’s are available in prominent positions in as many locations and media as possible.

	15. 
	Disconnection Policy – AP stated officially for the record that Kingston Communications does not operate a disconnection policy which limits actions specifically to a day or time. Essentially, there are two policies in operation relative to disconnection – one for non-payment and one for transgressions of the T’s & C’s, AUP and in future Newsgroup Charters. In the case of the latter, action is often required by the system administrator following a customer or user complaint. In nearly all of these cases notice as such being given to a user would expose the business to action under UK and EU law for lack of diligence. AP went on to state that in fact NO Karoo user has ever had access permanently revoked. A list of specific conditions related to inappropriate actions was requested, which the business conditionally agreed to providing, on a high level basis only. AP also took an action to look into credit control policy with regard to disconnections.

	16. 
	Content Posting – NB clarified that, following an enquiry in a previous meeting, it was not technically possible nor was it the businesses responsibility to monitor postings to non-Karoo newsgroups.  He went on to conclude that it was those Newsgroups responsibility directly to monitor content as per their own AUPs.


	17. 
	Mail Storage For Disconnected Users  - CP confirmed that mail delivered prior to disconnection is stored, whilst all subsequent sent to the users POP addresses is rejected.

	18. 
	A general discussion took place on product development and possible new services and/or features under consideration by KC. Amongst these were the potential addition of an anti-spam mail feature, a URL filtering service, webmail and new bandwidth access products offering 256k or 1Mb maximum speeds. It was stated in order to gather customer requirements it may be that a survey/questionnaire is issued to Karoo users designed to understand which of these features were most desirable. AP added that he would provide an update when more details were available. 

	19. 
	Meeting Closed



