Meeting Agenda & Details
	Project Details

	Project Name
	N/A

	Project No
	N/A

	Meeting Details

	Purpose
	Karoo User Group Meeting

	Date
	30th July 2004
	Time
	1500

	Location
	Telephone House, Hull
	Duration
	2’45”

	Attendees

	Name
	Initial
	Role
	Present

	
	NB
	ISP Product Manager
	√

	
	TC
	Abuse Manager
	√

	
	KJ
	Karoo System Administration
	√

	
	MD
	Operations Manager
	X

	
	NL
	Helpdesk Representative
	√

	
	AM
	Consumer Marketing Communications 
	X

	
	JB
	Customer Care Representative
	√

	
	CP
	Senior Internet Engineer
	X

	
	MS
	Internet Team
	√

	
	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 

	Tim Kemp
	TK
	Guest User Group Member
	√


	Ongoing Actions
	Owner (Initials)
	Target Date

	1.
	Widening User Group - Both KC and the User Group would like to publicise the User Group to a wider range of Karoo users. The link from www.karoo.co.uk is good, but User Group would like to see this tied in with monthly/quarterly email bulletins to Karoo users. Opening up the User Group meetings and introducing "forums" (fora!) on more neutral territory, for larger numbers of users, was also discussed. The User Group have suggested having two separate meetings running back-to-back: one for any Karoo user wishing to attend, followed by a more confidential meeting for the core User Group, who will have signed an NDA.
	NB/MS/JS/CW/JD
	24/09/04

	2.
	Status/Status Line Updates - User Group acknowledged that the Status page has improved, but information sometimes posted to the Status page is incorrect/misleading. MD has said 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. This is now a Priority 1 action for the I.T. department, so it should be progressed quickly.
	MD/LP/NL
	24/09/04

	3
	Modem/Router Usage - KC are happy with the results of the Alcatel 530 model tests for gaming / PC connectivity, which will allow games console connectivity without a PC. The User Group are to be lent an Alcatel 530 for their own testing so that guides on the User Group website can be updated.
	MD/CP
	24/09/04

	4.
	Anti-spam and Anti-Virus - Anti Virus has now been launched. Anti Spam has been delayed, due to reasons outside of KC's control, and is likely to be launched in the autumn. Emails have been coming in via Karoo to certain users with blank "from" and blank "Subject" fields. Users can actually send these via Karoo. The possibility of "fail" addresses was also discussed, whereby a user can choose to bounce/reject email that is sent to specific aliases for a user's nodename, to help reduce SPAM. NB to investigate and report back.
	MD/CP
	24/09/04

	5.
	Free of Charge DSL HelpDesk Support - NB informed the User Group that while the idea of a free of charge helpdesk for ADSL users, in order to bring the charges in-line with the dial-up helpdesk charges, had been rejected, the charging structure of the helpdesk service as a whole was under review. Deferred Action. KC will change pricing structure of the helpdesk numbers in line with UK ISP's during 2004.
	NB
	24/09/04

	6.
	Wireless Access - KC is considering placing wireless access points in certain buildings as a technology showpiece. Organise at least one KC Kiosk hotspot; i.e. Telephone House. BT allows businesses to buy their own hotspot. KC does not currently offer a wireless service for either residential or business.
	NB
	24/09/04

	7.
	Homepages Server - 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. Currently the homepages server will allow CGI and HTML scripting, but CGI needs to be specifically requested. Predefined scripts from the User Group are to be approved. The User Group have requested that Server Side Includes (SSI) is enabled on the server as a 'stop gap' to increase functionality while a new homepages server project is worked on.
	NB
	24/09/04

	8.
	Contract Lengths - Consider lower contract length Broadband options. Action to consider 6-month contract and rental options.
	NB/MS
	24/09/04

	9.
	Communication of Actions - User Group would like some kind of bulletin board being provided for communication between the meetings, as email was not sufficient. Consider how to update User Group on actions as they are completed. Weblog suggested.
	NB
	OPEN

	10.
	Disconnections - TC circulated Residential Abuse Procedure document, to explain in greater detail the KC approved procedure. If anyone is disconnected now, all Customer Care and Helpdesk Team Leaders are informed so that they can answer any related enquiries. The issue here has been the length of time it sometimes takes before a customer can find out the reason for the disconnection. KC are also to consider the introduction of a disconnection letter, and/or phone call, to help reduce the possibility of a user only noticing that they have been disconnected, when they're unable to connect, rather than being prior-informed by KC.
	TC
	13/08/04

	11.
	T's & C's Clarification - Point 9.5 and 14 as 9.5 conflicts with AUP point 7, and 14 is misleading. AUP policy needs reviewing - Currently with the Legal department at KC.
	NB
	24/09/04

	12.
	User Group Constitution / Framework - Discussion of framework for KC and User Group working together. NB to circulate draft framework for User Group members to consider and send feedback. It was emphasised that these are ideas for discussion, and the framework is a 2-way decision.
	NB
	06/08/04

	13.
	Review T's & C's - User Group requires that T's & C's are updated to reflect the modern day Internet of residential users, re: not allowing web, mail and FTP servers or VOIP.
	NB/MS
	24/09/04

	14.
	Diallers - Lots of work is currently happening re: 'dialler' fraud; KC are actively trying to help the consumer. OFCOM is also publishing various information. KC will be barring numbers that are on the known list of 'diallers', and is beginning to offer free barring to known premium rate and international numbers. KC will also offset any 'dialler' charges, whilst OFCOM, KC and/or ICSTIS are investigating any instances of 'dialler' fraud.
	JB
	24/09/04

	15.
	Review Business Offerings - TK raised BT Click cost comparison, with a 4-port router, which includes NAT translation. USB and self-install option. Good for 1-5 users. KC to investigate market need for such a product further.
	MS
	24/09/04

	16.
	NDAs & Communications by User Group - The User Group members have been asked to sign an NDA, to prevent unauthorised information leaking out, and also to enable KC to share more with the User Group. NB to draft and circulate. A request has been made to the User Group that all communications need to be approved by KC before going on the Website. User Group has requested that areas/issues covered by such an NDA are made clear.
	NB
	06/08/04


	Closed Actions
	Owner (Initials)
	Target Date

	1.
	Media Comments - User Group agreed to seek permission before releasing information to the media, following some comments previously made to the local media.
	NB
	23/12/03

	2.
	Re-Instatement of Karoo Binaries - As a moderated newsgroup. Closed. Unable to due to Giganews only allowing creation of binary newsgroups within alt.* hierarchy.
	TC
	28/05/04

	3
	Giganews Running Speed - 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 of 384k. Hence, Rate per IP address.
	NB/TC
	30/07/04

	4.
	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.
	CW
	22/01/04

	5.
	2Mbit Service - KC to consider a 2Mbit service, after the release of the 1Mbit service, based on the take-up of the 1Mbit service. Request noted and being considered. Deferred Action.
	NB
	30/07/04

	6.
	Dial Up/DSL Service Overlap/Concurrency - TC stated that the 0845 3210000 number allows connectivity to ADSL customers to enable roaming users to collect their POP Email, whilst inside/outside KC licensed area.
	TC/NB
	Closed

	7.
	AUP Availability - 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. Link now works.
	NB
	27/02/04

	8.
	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's & C's before accept. Closed: Unable to action.
	NB
	28/05/04

	9.
	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 network preventing users from downloading above 54KB/sec. Closed. 576k profile (now 608k) introduced, with a manual upgrade process.
	NB
	31/03/04

	10.
	Helpdesk Training - Both Helpdesk and Customer Care teams are trained regularly, with processes in place to ensure this at every new product or offer launch.
	MD
	Closed

	11.
	Dialup Hostnames - ADSL hostnames have been changed. Dialup hostname format review ongoing. Closed with no action due to timescales involved.
	NB
	28/05/04

	12.
	Alternative Payment Methods - Can KC offer standing order and a second Direct Debit date? Review non-payment (DD defaulting) disconnection policy and potential for other payment options for RapidTime users other than DD.
	NB
	30/07/04

	13.
	Business Issues - Raised include requirement for NAT, self install and speed of SMTP with up to 4 hours spooling reported. Closed. Consider Business User Group. Previously trialed and rejected based on wide variety of business size and therefore needs. Also Telephone Account Managers are available to businesses.
	AF
	28/05/04


