Meeting Agenda & Details
	Project Details

	Project Name
	N/A

	Project No
	N/A

	Meeting Details

	Purpose
	Karoo User Group Meeting

	Date
	28th May 2004
	Time
	1500

	Location
	Telephone House, Hull
	Duration
	2’30”

	Attendees

	Name
	Initial
	Role
	Present

	
	NB
	ISP Product Manager
	√

	
	TC
	Karoo System Administration
	X

	
	MD
	Operations Manager
	√

	
	NL
	Helpdesk Representative
	√

	
	AM
	Consumer Marketing Communications 
	√

	
	AW
	Customer Care Representative
	√

	
	CP
	Senior Internet Engineer
	√

	
	SW
	Head of Market Development
	X

	
	SM
	Head of Consumer Marketing
	X

	
	PN
	Broadband Portal
	X

	User Group

	James Stones
	JS
	User Group Representative
	√

	Chris Woodward
	CW
	User Group Representative
	√

	John Day
	JD
	User Group Representative
	X 

	Ian Clubley
	IC
	Guest User Group Member
	√

	Malcolm Gardner
	MG
	Guest User Group Member
	√


Note: The action item numbers and discussion area numbers that are shown in the following tables are directly related; i.e. action item one relates to discussion area one.

	
	Action Items
	Owner (Initials)
	Target Date
	Date Closed

	1.
	Closed.
	NB
	01/12/03
	23/12/03

	2.
	Closed.
	AM
	26/03/04
	20/02/04

	3
	Closed. Unable to within a closed group.
	TC
	26/03/04
	28/05/04

	4.
	Action change to; KC to consider 192k per port and 2 connections rather than 128k per port and 3 connections, giving all usenet customers the same bandwidth cap to 384k. Hence, Rate per IP address.
	NB / TC
	Open
	

	5.
	Closed.
	CW
	
	22/01/04

	6.
	Deferred Action. KC to consider a 2Mbit service, after the release of the 1Mbit service, based on the take-up of the 1Mbit service.
	NB
	Closed
	

	7.
	Closed.
	TC / NB
	01/12/03
	Various

	8.
	Re-opened: Usergroup suggested text based status pages or helpdesk have access to amend Database. This is due to continued opening and closing of faults which causes confusion.  
	MD / LP
	26/03/04
	

	9.
	KC Testing an Alcatel model for gaming / PC connectivity. KC also to investigate a device, which will allow games console connectivity without a PC.
	MD / CP
	Open
	

	10.
	SPAM/Virus issues (in relation to the email service) to be considered by KC external to User Group meeting and feedback provided. AV to be introduced free of charge before next User Group meeting. Project dates discussed. 
	NB / AF
	Open
	

	11.
	Deferred Action. KC will change pricing structure of the helpdesk numbers in line with UK ISP's during 2004.
	NB
	26/03/04
	

	12.
	Closed.
	NB
	26/03/04
	27/02/04

	13.
	Closed: Unable to action. 
	NB
	26/03/04
	28/05/04

	14.
	Closed. 576k profile (now 608k) manual upgrade process.
	NB
	Closed
	31/03/04

	15.
	Organise at least one KC Kiosk hotspot; i.e. Telephone House.
	NB
	Open
	

	16.
	Closed.
	MD
	Open
	N/A

	17.
	Review Homepages server capabilities and web space upgrade.
	NB
	Open
	

	18.
	Closed with no action due to timescales involved. Review dial-up hostname format.
	NB
	26/03/04
	26/03/04

	19. 
	Consider lower contract length Broadband options.
	NB
	Open
	

	20.
	Consider how to update User Group on actions as they are completed. Blog suggested.
	NB
	Open
	

	21-25.
	Closed repeats.
	
	Closed
	NA

	26.
	Review non-payment (DD defaulting) disconnection policy and potential for other payment options for RapidTime users other than DD.
	NB
	Open
	

	27.
	Explain Disconnection policy / procedure with User Group at next meeting
	TC
	28/05/04
	

	28.
	Closed. Consider Business User Group. Previously trailed and rejected based on wide variety of business size and therefore needs. Also Telephone Account Managers are available to businesses.
	AF
	Closed
	28/05/04

	29.
	T&C's clarification. Point 9.5 and 14 as 9.5 conflicts with AUP point 7, and 14 is misleading. 
	NB
	Open
	


	
	Discussion Areas:

	1.
	Media comments – Between the time of the November meeting and January meeting, the User Group sent an Email to be published in the local media. The User Group was required to acquire prior express permission to allow this to happen. The User Group and KC are happy with this situation. Action closed.

	2.
	Widening User Group – The User Group state that they would like the opportunity to be more widely known amongst Karoo users, rather than just Usenet users. Ideas put forward include global Email informing users of the User Groups existence, and links on www.karoo.co.uk. AM agrees that content on www.user-group.karoo.net is of a helpful nature, and that decision will be made on how best to widen the User Groups audience.

	3.
	Re-Instatement of Karoo Binaries – With the Giganews service now in operation, it was seen that there should not be an issue re-instating karoo.binaries as a ‘moderated’ newsgroup.

	4.
	Giganews service issues – Discussion surrounding the service quality users are receiving since the newsgroup transfer from Supernews to Giganews. Currently, Karoo users are subject to a cap restricting total traffic from exceeding 30Mbit/sec. This affects both cached and un-cached data. Also, users can currently open 4 simultaneous connections to the Giganews service. The User Group suggested that 2 simultaneous connections would be sufficient, and would ease the pain text group users were currently going through. 26/03/04 discussed raising 128k limit to 192k per port. 

	5.
	X-Box Live DSL Compatibility – The User Group have placed simple instructions on www.user-group.karoo.net on how to connect all three major consoles to the Karoo RapidTime service. AM/NB informed the User Group that contact had been made with Microsoft with respect to Karoo officially supporting the Xbox live service, however this had been rejected due to charges imposed by Microsoft. Action closed.

	6.
	1Mb/2Mb Service - NB informed the User Group that both the 1Mbit and 256k products are still in the planning stages, awaiting signing off. The BRAS upgrades that were planned for December had been set back to February. NB went on to say that a 2Mbit service would be considered depending on uptake of the 1Mbit service.

	7.
	Dial Up/DSL Service Overlap/Concurrency – TC stated that the 0845 3210000 number now allows connectivity to ADSL customers to enable roaming users to collect their POP Email, whilst inside/outside KC licensed area. Action closed.

	8.
	Status/Status Line Updates - User Group acknowledged that the Status page had been tidied up, and that use of this element of the service was becoming more frequent, however the User Group went on to add that information that is sometimes posted to the Status page is misleading. MD added that information currently couldn’t be removed from the Status page due to its implementation, but this limitation could be resolved with further work. The User Group would also like to see more detailed information posted to the Status page.

	9.
	Modem/router use – NB informed User Group that the clause restricting users from connecting a router and/or multiple devices to the Karoo RapidTime service will be removed at the next revision of the T&C’s. MD confirms testing is taking place of a modem that allows use of an Ethernet device as well as USB.

	10.
	SPAM Trap / Anti-Virus – TC stated that a dev null device was going to be implemented in the near future to help deal with SPAM issues. NB informed the User Group that a SPAM filter and/or Anti-Virus protection was still being considered, with a decision expected before the Summer (2004).

	11.
	Free of Charge DSL HelpDesk Support – NB informed the User Group that while the idea of a free of charge helpdesk for ADSL users had being rejected, the charging structure of the helpdesk service as a whole was under review.

	12.
	AUP & Charter – User Group restated that the AUP is missing on the new www.kcom.com web site, however has recently been added to www.karoo.co.uk.

	13.
	Official Acceptance of T’s & C’s – A new version of the Karoo CD is currently being developed, which should force a new user to scroll through the T&C’s before accept.

	14.
	DSL downstream speed – The User Group stated that the RapidTime service is not performing as well as it should be, with a general feeling that there is some cap on the networking preventing users from downloading above 54KB/sec. CP and MD both denied that a cap is in place on the network, however depending on results of Purple Sun’s tests, work may be planned to look into the issue.

	15.
	Wireless access – NB informed the User Group that two meetings have taken place with The Cloud with a view of providing wireless access at KC phone kiosks. While this is unlikely to happen due to costs and security issues. AF commented that KC is considering placing wireless access points in certain buildings as a technology show piece.

	16.
	Helpdesk training – MD discussed that the helpdesk was regularly kept up to date with issues. No action required.

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.

	17.
	Homepages server – TC stated that a review was underway of services offered by the homepages server. NB suggests that a ‘wish-list’ of features/functionality should be compiled; e.g. counters, guest books, front page extensions, scripting etc.

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.

	18.
	Dialup Hostnames – The User Group stated that dialup hostnames have not changed from dialup.ip-address.karoo.kcom.com to the desired form of dialup-ip-address.karoo.kcom.com as the ADSL hostnames did for anonymity/privacy reasons when using IRC etc.

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.

	19.
	Contract lengths – The User Group discussed the issue that KC did not seem to be moving with the market, with regard to ADSL contract lengths. Whilst KC imposes a contract of 1 year, many ISP’s are now offering lower contracts, e.g. 6 months, 3 months or even month by month rolling contracts. It was felt by both the User Group and AF that ‘churn’ is not an issue that KC needs to be concerned with, and that a lower length contract should be considered, possibly 3 or 6 months; i.e. enough to cover KC’s costs. Discussed contract length and whether KC will lower 12 month commitment

	20.
	Communication of actions – The User Group commented that prior to this meeting they were unsure of what had been achieved since the last meeting, as little communication had occurred between KC and the User Group during this time. User Group once again state the need for some kind of bulletin board being provided for communication between the meetings, as email was not sufficient.

	21-25.
	Copy moved to 16, 17, 18, 19, 20.

	26.
	Alternative payment methods choice. Can KC offer standing order and second Direct Debit Date?

	27.
	Discussed some disconnection issues and permanent disconnections. Process to be discussed at next meeting in more detail.  

	28. 
	Business issues raised include requirement for NAT, self install and speed of SMTP with up to 4 hours spooling reported.

	29.
	KC to clarify T & C point 9.5 and 14 as 9.5 conflicts with AUP point 7, and 14 is misleading to the consumer.


