Meeting Minutes


Meeting Agenda & Details
	Project Details

	Project Name
	N/A

	Project No
	N/A

	Meeting Details

	Purpose
	Karoo User Group Meeting

	Date
	14th November 2003
	Time
	1500

	Location
	Broadway House, Hull
	Duration
	2’30”

	Attendees

	Name
	Initial
	Role
	Present

	
	NB
	ISP Product Manager
	√

	
	TC
	Karoo System Administration
	√

	
	MD
	Operations Manager
	√

	
	CP
	Senior Internet Engineer
	x

	
	AF
	Products & Services
	x

	
	SM
	Head of Consumer Marketing
	x

	User Group

	James Stones
	JS
	User Group Representative
	√

	Chris Woodward
	CW
	User Group Representative
	√

	John Day
	JD
	User Group Representative
	√


	New Actions: -

	
	Action Items
	Priority
	Who (Initials)
	Status 
	Target Date

	1. 
	Raise with ITr: The User Group requested that they could respond to the media for "general service" areas, when KC and the User Group have discussed the areas in question. The User Group stated that they do not mind sending any correspondence they may have with the media to KC for approval.
	
	NB
	Open
	01/12/03

	2.
	Raise with Marcomms: How to widen the User Group to be more representative of KC users, whilst promoting www.user-group.karoo.net to attract additional member attendance and embrace it as an official KC forum.
	
	NB
	Open
	01/12/03

	3a.
	Consider how to re-instate a "moderated" Karoo Binaries newsgroup, due to the imminent launch of usenet.karoo.co.uk via Giganews, which provides closed Karoo groups (as requested by the User Group). KC are to consider how to re-instate "moderated" Karoo Binaries.
	
	TC
	Open
	01/12/03

	3b.
	Discuss with Energis why the Usenet service is being terminated (other than for non-profitability) and if this includes the Freeserve customer base. Also, provide the User Group with the correspondence from Energis.
	High
	NB
	Open
	18/11/03

	4.
	User Group to place unofficial X-Box, PS-2 and Gamecube instructions on to their web site, which explain how to use these games consoles with the Karoo service.
	
	JS/CW
	Open
	Open

	5.
	Review the 2Mbit service offered by Nildram and a 2Mbit ADSL residential option for Karoo users.
	
	NB
	Open
	Open

	6.
	No action required.
	
	
	
	

	7.
	No action required.
	
	
	
	

	8.
	Provide ADSL users with access to 0845 3210000, to allow out-of-town access, and provide a backup dial-up account in case of ADSL service outage. NB to raise an IT requirement, if required to do the work.
	
	TC / NB
	Open
	01/12/03

	9.
	Discuss further developments to the status page.
	
	MD /TC
	Open
	17/12/03

	9.b
	KC to recommend Router device for consumers after testing. Routers, like those sold by Solwise, were suggested by the User Group
	
	MD
	Open
	Open

	10.
	Promote the use of FreeAV or any alternative desktop AVs, e.g. AVG, via the Karoo CD. Plus an Anti-SPAM / AV email service.
	
	NB
	Open
	Open

	11.
	Consider a 0800 number for the ADSL helpdesk and seek approval.
	
	NB
	Open
	01/12/03

	12.
	Check that the AUP and T’s & C’s on www.kcom.com and www.karoo.co.uk are the correct versions.
	
	NB
	Open
	01/12/03

	13.
	Consider making the Karoo CD force the user to scroll down the T’s & C's before you can click ‘accept’. Also, ensure that the T’s & C’s are at least referenced in the initial welcome email / letter sent out to new customers.
	
	NB
	Open
	01/12/03

	14.
	Review non-payment (DD defaulting) disconnection policy and potential for other payment options for RapidTime users other than DD.
	
	NB
	Open
	01/12/03

	15.
	No action required.
	
	
	
	

	16.
	No action required.
	
	
	
	

	17.
	No action required.
	
	
	
	

	18+
	For the Emailed additions, consider the priorities for making progress, and to inform User Group.
	
	NB
	Open 
	Open


	
	Discussion Areas: 

	1. 
	AP’s previous minutes stated that the User Group delegates did not have the authority to "adopt" individual user's grievances, especially in relation to the media. Specific cases can only be resolved with the user concerned and KC directly.  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 requested that the User Group members present consider the situation and discuss at next User Group meeting, whether they accepted this stipulation or not.

	2. 
	Re-Instatement of Karoo Binaries – the upcoming transfer of the newsgroups, as closed Karoo groups, may allow KC to provide a "moderated" karoo.binaries. The User Group pointed out that the Giganews service only allows binary groups within the alt.binaries hierarchy, and do not carry binaries in other groups. This may impact on delivering a closed karoo.binaries.

	3. 3
	Newsgroup Transfer – Discussed the launch of the Giganews service to replace Supernews. NB informed the User Group that Energis had given KC notice to terminate the service on 1st November, which KC had extended to 1st Dec. Energis have refused further extensions to KC.

	4. 
	X-Box Live DSL Compatibility – AP has contacted Microsoft with regard to KC becoming an official partner for this, with no response. Although officially unsupported, Karoo does seem compatible. It was discussed whether KC could do anything on the Karoo website, but it was thought that Microsoft may charge to KC to do this.

	5. 
	1Mb/2Mb Service - NB confirmed that a 1Mb & 256K service option was being considered for when the Karoo Service Review Project is completed and the new BRAS infrastructure is in place. A 2Mbit service was not being considered. However, the User Group again expressed that Nildram and Telewest are both offering this (some with a 150G cap) and would like KC to reconsider their marketing position and again consider this  As a viable option for all users. Again, image of the company being the key element here.

	6. 
	“DSL Net” – The possibility of providing a high bandwidth service locally between Karoo users, i.e. 8Mb between Karoo users (a Karoo LAN). It was thought that this is technically impossible at present, as all customers authenticate at RADIUS, and customer profiles are authenticated against this. The upload limit would also limit Karoo users sharing files in this way. No action required.

	7. 
	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. Any user requiring this can use a third party dynamic DNS service. The 72-hour rotation of IP's was discussed, and KC stated that they require this as a security measure for the end-users. No action required.

	8. 
	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. NB requested that DSL users have the option to use the 0845 3210000 number without having to open a NetTime account. This enables roaming users to collect their POP Email, whilst outside KC licensed area.

	9. 
	Status/Status Line Updates - User Group acknowledged improvements in the relevance of the information, however discussed format of reporting and that the "Resolution Time" was not effective as the same fault has to be raised again. The User Group suggested that Karoo use the Comments field when a resolution has not been met. Also, when using the status page to raise faults that have already been resolved, it results in negative time to repair data. The User Group would like to see Planned works / maintenance reported even if it’s not expected to impact users.

	10. 
	SPAM Trap / Anti-virus - User group asked if these are being considered via opt-in and whether the FreeAV could be more prominent on the Karoo web site or part of the Karoo CD installation as an option. NB discussed that it could be added to the software section and onto ftp://ftp.karoo.co.uk/

	11. 
	Free of Charge DSL HelpDesk Support – AP’s minutes suggested that this is currently with KC finance.

	12. 
	AUP & Charter – NB confirmed the Charter has not changed since the User Group last viewed them, and that they will be put on the Karoo.* Usenet groups with the Giganews launch. User Group stated that the AUP is missing on the new www.kcom.com web site.

	13. 
	Official Acceptance of T’s & C’s – the business does and will continue to make best efforts to ensure that T’s & C’s are available in prominent positions. The User Group suggested sending a copy via email or hyperlink in welcome letter and changing the Karoo CD, so the user has to scroll down the T’s & C’s before clicking Accept.

	14. 
	Disconnection Policy – AP previously stated officially for the record that Kingston Communications does not operate a disconnection policy that 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.

	15. 
	Mail Storage For Disconnected Users - when disconnected the account remains. Any mail already received is kept, but the user will have any further mail bounced, whilst they are disconnected. No action required.

	16. 
	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, web mail and new bandwidth access products offering 256k or 1Mbit 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. No action required, majority of points expanded above.

	17. 
	Other User Group issues to be sent to NB for inclusion in the minutes. Meeting Closed.


	
	Emailed/Other additions: 

	18. 
	It is thought by many users that the ADSL service, whilst been very fast and reliable, is not performing to the best of its ability. This is highlighted by the fact that the maximum downstream speed seen by users is around 54KB/s. Since the ADSL service connects at 544kbps, a downstream speed of a maximum of 68KB/s should be expected; of course this does not take into account any overheads, which are approximately 8KB/s for a 544kbps ADSL connection. This leaves a 6KB/s gap, and the thought that the service is not performing as well as it should. We have been told that there is a "cap" in place on the ADSL network, which we are assuming is set to approximately 500kbps. (a connection rate of 576kbps seems to be the standard for ADSL connections in "BT land")

While this does look "spot on" (the service is sold as 500kbps after all) it is certainly slower than ADSL services provided by ISPs out in “BT land”. Plus, although in the advertising world, 'forgetting' to mention the overhead is not just the norm, it is good advertising, it would be nice if actually did 500kbps.

For instance, on the web site www.adslguide.org.uk there is a "Speed Test", on which a common downstream speed for a Karoo user is 430 Kbps (53.8 KB/s), whilst a Nildram user can expect 470 Kbps (58.8 KB/s). 

Admittedly, the difference is minimal (a difference of one 56K dial-up user), but it highlights the difficulties that KC have in KC's perceiving Karoo to be the no.1 ISP around. This also demonstrates again that this is another area for improvement. It also has a reflection on the other services the User Group is asking to be adopted (WAP, 2Mbit Etc) as we too are keen to have KC perceived as the best available bar none but having these little restrictions makes it a little difficult for us to do so. 



	19. 19
	As was touched on partially in the meeting, the User Group is still told by many users that many people think that a BT line is needed for broadband. This obviously raises the issue of how is it best to let people know "Kingston do broadband too!". Presumably in the past KC have been able to "ride on the back of" BT's advertising. However, this will reach saturation point, and hence signups could start to slow down/drop. Therefore, what the User Group would like to see is a little more of the positive marketing of Karoo RapidTime and what it offers. After all it is a service to be proud of – it performs well - so maybe it’s time to start shouting about it!



	20. 
	The User Group is extremely keen in pursuing a wireless network in the Kingston-upon-Hull area. Whilst the User Group acknowledges that senior managerial executives are the persons to put pressure on, they are keen to make as many people aware as possible regarding this new technology. The User Group offers it’s full support in order to see progress on this issue and would like to see a positive forum take place to make this feasibility study a realistic option in the not too distant future..

The User Group is keen to provide positive assistance in recognising their ISP as a forward thinking business venture and is concerned that the lack of for-thought and vision by the current regime will again damage the image of the company. I.e. Most other areas (including small areas in BT land) have at least 1 WAP whereas KC with their unchallenged situation deem it not necessary to provide this cutting edge technology. KC should be viewed as a leader with a winning attitude and not repeatedly recognised as one of the last to adopt. (Residential ADSL being a prime example)



	21. 21
	As was touched on at the meeting, whilst discussing the user that had difficulties migrating from Karoo RapidTime Standard to Pro, it did appear that some of the customer service and technical support staff were not as up to date with the current procedures etc as others, and as such were giving conflicting information to the customer. So, given that communication with the customer, to a certain extent, is the probably the most important thing that any company should try their best to get right, it might be worth making sure that the customer service and technical support staff are familiar with the current procedures etc related to their role. The User Group assumes that the procedures etc are all written down, and up to date (if not, that's probably a good thing to do), so perhaps it would be worth doing a short retraining/training session, to help improve customer service.

If the User Group can assist in formulating a crib sheet, I’m sure we would be most willing to help.



	22. 
	Many users feel that the Karoo homepages server is now inadequate in the services and functionality it offers. A key area it lacks is in disk space (currently 25MB). It is thought that 50MB would be more appropriate. The User Group intends to conduct research on added functionality Karoo users would like to see on any new homepages server e.g. web counters, PHP etc.

	23. 
	As you may or may not be aware, the hostnames used for ADSL and Dial-Up can have an effect on users. Firstly, if hostnames are not specified, then some services will not allow you to connect, as presumably they use DNS look-ups as a method of identifying spoofed traffic etc. The reason this is being mentioned is that often new ADSL IP address ranges, and presumably the same happens for the Dial-Up IP address ranges too, are without hostnames for some time. Ideally, it would be nice if DNS were sorted prior to any new IP address ranges being used on the service.

Secondly, the structure of the hostname can effect whether or not your IP address can be determined when using certain services. For example, on IRC, the IRC servers tend (to stop people doing denial of service type attacks on others) to mask the left most part of the hostname; i.e. fred.someisp.com would be shown as ***.someisp.com, and as such fred is safe from attacks. As you probably noticed, the way the masking works is by changing everything on the left upto the first dot to ***. This is where the problem lies, as with the Karoo services, some of the hostnames are in this form: adsl.fred.someisp.com, and as such the masking hides the adsl part, but everyone can still see that it's fred! 

So, leaving the ‘mickey-mouse’ examples behind, the actual hostnames used for the ADSL and Dialup services are of the following form on Karoo:

adsl.<ip address>.karoo.kcom.com (e.g. adsl.213-249-224-1.karoo.kcom.com)

dialup.<ip address>.karoo.kcom.com (e.g. dialup.212-50-178-1.karoo.kcom.com)

Whereas this form is desired:

adsl-<ip address>.karoo.kcom.com (e.g. adsl-213-249-224-1.karoo.kcom.com)

dialup-<ip address>.karoo.kcom.com (e.g. dialup-212-50-178-1.karoo.kcom.com)

This has been discussed this with one of your engineers, and agreed that the suggested form is better, and that it will be the new hostname policy. We believe the engineer also changed most (if not all) of the current ADSL hostnames over to the new form. However, ideally it would be nice if all of the Dial-Up hostnames were changed too. The User Group recognises this is a long and boring job, but the users will appreciate it.
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