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1.
Executive Summary
Broadband is becoming the favoured means for accessing the Internet in a growing number of companies. However, the availability of Broadband is not wide spread and a significant market failure exists in the provision of broadband to the rural and, to a lesser extent, urban areas of Scotland. The Scottish Executive document “A Smart Successful Scotland” has the objective of ensuring that Scotland becomes a leading digital nation aspiring to deliver a solution within “the cutting edge of accessible, ubiquitous and competitive connections”. Initially Scottish Enterprise Borders (SEB) and Scottish Enterprise Dumfries & Galloway (SED&G) began a project aiming to test the suitability of broadband satellite delivery assisting in establishing a sustainable and affordable means of broadband for peripheral areas. 10 companies in each area were involved in the pilot. Joined at a later date by Scottish Enterprise Forth Valley (SEFV) with a target to have 40 companies within their pilot project. 

This would be achieved by offering financial assistance to help companies install a satellite connection and then make available the results gathered by monitoring the performance of the suppliers, the performance of the satellite broadband connections and also the experiences of the participating companies. Having now reached a point where SEB & SED&G have had 19 pilot companies using satellite broadband ranging from April 2002 to January 2003 and SEFV who commenced in June 2002 have 20 companies installed with a further 8 committed to installation it is now possible to provide interim results which highlight a variety of issues.

Currently there is a huge range of potential providers available within the market place, thus creating confusion and uncertainty for those companies looking to engage in the use of broadband satellite.  Many companies involved have opted for providers with recognisable branding, with 18 out of 20 in SEB and SED&G opting for BT, 1 for Isonetric and within SEFV 13 BT, 4 bridge Broadband, 3 Broadband Direct.

The reported issues were as follows:

· A lack of knowledge of the potential uses of satellite broadband by the participating companies

· Problems caused by the companies making a choice of supplier based on a known name and/or a price point rather than on the best service for their needs

· Poor installation by the suppliers. Out of the 31 companies opting for BT 23 (74%) reported issues with installation, 4 (100%) opting for Bridge Broadband experiencing issues, and Isonetric (1 company) and Broadband Direct (3 companies) no issues

· A lack of documentation on the installation and the software setup used 

· A poor and restricted aftercare service, help line operating 9am-5pm weekdays

· A lack of technical staff employed on the help desks, (BT in particular)

· Many of the SME’s not only lack the technical knowledge and understanding required to optimise the broadband satellite product, but also the skills and knowledge required to manage their own IT systems

· Reported difficulties are using FTP with some applications; e-mail and the complete lack of Virtual Private Network (VPN)

· An issue with the perception of the companies as to the deliverables of satellite, i.e. users did not end up with the bandwidth initially indicated by BT; BT lowered this during the pilot, impacting on contention rates. 

The initial conclusions:

· Raise awareness, clarify the benefits and help companies develop strategies to get the best out of broadband use 

· Help businesses identify their needs and recognise any shortcomings they may have with their in-house technical abilities

· Encourage companies to correctly measure the financial implications of satellite broadband use to ensure they find the best service in capacity and functionality terms, at a reasonable cost

· Consider the use of the Broadband Demonstration Centres and the Understanding Broadband Workshops to educate companies in advance of purchase

· Work with the satellite broadband supplier community to help them develop the service levels which companies need and expect and also ensure the continuity of service should any supplier cease to provide the contracted services 

· technology is best suited to those SME’s at the lower end of the e-business adoption ladder

· Customer experience in SEB and SED&G is that satellite is an acceptable solution in the right circumstances, but is almost unanimously a choice of last resort rather than first preference.

Whilst issues have been identified and actions are required there are positive results where companies are using the Satellite Broadband connections to good effect, despite initial difficulties 58% reported positive effects on their business and will continue to do so after the pilot projects have finally reported.

It should also be remembered that Satellite Broadband is at a very early stage of development and many of the issues will be addressed as the services are further developed and improved. If it is an aim to have a wide range of options available to companies wishing to adopt broadband regardless of their geographical location then Satellite Broadband is an important alternative.

2.
Background

YG Consultants is delighted to have the opportunity to work on this project and to present this report. We would like to give our thanks to Brian Hilferty who commissioned the report, Mandy Whyte of Scottish Enterprise Borders (SEB), David Byers of Scottish Enterprise Dumfries and Galloway (SED&G), Fiona Soutar and Peter McLaren of Scottish Enterprise Forth Valley (SEFV) and all the companies involved for their contribution and time given. 

Scottish Enterprise Borders (SEB), Scottish Enterprise Dumfries and Galloway (SED&G) and Scottish Enterprise Forth Valley (SEFV) have been working with the Scottish Executive, telecom operators and other public sector agencies to encourage and facilitate the roll out of affordable broadband services to businesses and communities across the Local Enterprise Company (LEC) areas. The technical and commercial issues are complex and the telecom sector is currently in recession. All three LEC’s has supported, in principle, the use of Network funds for assisting pilot projects to inform our thinking and test the technical and commercial aspects of a range of delivery systems including broadband satellite application. 

The projects aim to test the suitability of broadband satellite delivery and assists in establishing a commercially sustainable and affordable means of broadband delivery for peripheral areas. 

The broadband satellite pilot projects would hopefully address the 3 main disadvantages of:

· Lack of access to broadband services

· Lack of competition for the provision of broadband services

· Distance-related tariffs for certain services

Initial feedback from the e-Business Advisers suggested that at least some businesses see not only the initial costs as high but also the monthly rental as high, to the extent that they would not take up the service.  For a business using analogue or ISDN2 dial-up internet access, the costs do represent a significant cost increase but the bandwidth available is also much higher, potentially enabling a very different (and potentially richer) use of the internet.  For a business using a leased line to the Internet (at around £8000 a year for 128K bps) the satellite service would represent a large saving, although there are some limitations on functionality.

Improving the competitiveness of existing businesses and attracting new business are key Network objectives.  The encouragement of pervasive and affordable broadband services is an important element of achieving these objectives.  The pilot activity fits closely with the aims of Smart, Successful Scotland, Connecting Scotland: our broadband future and the forthcoming Global Connections strategy.    
3.
Introduction

The pilot projects have facilitated the introduction of broadband satellite services in 10 organisations within SEB and 10 organisations within SED&G and up to 40 organisations within SEFV, (which currently has 20 installations, with a further 8 by the end of March 2003). 

An evaluation report on the technical and commercial suitability of satellite broadband access for local businesses is to be produced on completion of the pilots (due June/July for SEB and SED&G, slightly later for SEFV).    

All the systems are similar, claiming comparable levels of performance at the basic level, but at different pricing structures. The basic packages offer “always on” access of between 256 and 512K bps (bits per second) download and between 64 and 150K bps upload.  This compares to the 512K bps down and 256K bps up available from ADSL over copper.  The major difference with satellite delivery is the cost of installation and equipment (90 cm dish and “set-top” box) and the cost of monthly rental.  These are currently more expensive than ADSL because the technology is new and as yet there is no critical mass of users.  The providers have no current plans to subsidise the equipment and installation, however, indicative figures from the USA where satellite is a more mature service indicate pricing levels at not much more than current UK ADSL levels. For example, the satellite systems at the basic level have upfront costs of between £800.00 and £1300.00 and a rental of between £60.00 and £199.00 a month compared to 512K bps ADSL at £150.00 to £260.00 installation and monthly rental of between £30.00 and £110.00. (See appendix no. 1).

The uptake of these systems was likely to be low without some level of promotion and intervention from the LEC’s. The reason for this is threefold: 

· The cost of the service is high for micro businesses and SMEs,

· The businesses are unwilling to adopt an unfamiliar technology / service

· Many businesses do not yet fully understand the benefits broadband links will bring  

To enable the take up of these services within key businesses across the regions, to pilot the service and facilitate a major demonstration of broadband services, it was proposed that the LEC’s contribute towards the costs of trialing this technology to ten companies each within both SEB and SED&G, SEFV having set a target of the involvement of forty companies.

Assistance would be given within the following parameters:

· SEB and SED&G activity would be targeted at key companies and community groups and available at the LECs’ discretion.  Participating organisations would be required to provide feedback on service quality and suitability and allow other local organisations to see the service in action;

· SEB would assist on a one-off basis with the installation and equipment costs only, less the cost of similar ADSL equipment. Participating organisations would be responsible for the full monthly rental (minimum contract would be for 12 months);

· SED&G would assist on a one-off basis with the installation and equipment costs only. Participating organisations would be responsible for the full monthly rental (minimum contract would be for 12 months);

· SEFV invited interested companies from the business community to apply to take part offering two levels of financial assistance based upon single or multiple user requirements to the companies. Participating companies would be responsible for the full monthly rental (minimum contract for 12 months);

· All the LEC’s agreed to assist satellite solutions from all available providers to ensure that the project was non-exclusive;

· Participating providers would be required to support the project with generic broadband information packs, presentation materials or seminar speakers; 

· All assistance would be provided to the local businesses and not to the telecom providers.
3.1
Assistance given
Assistance was given for the full cost of the equipment and its installation minus the equivalent costs of a similar ADSL service in SEB (basic service £150.00 and £250.00 network version), SED&G assisted with the whole amount of equipment and installation cost, with SEFV varying the amount of assistance, ranging from £689.00 single user - £1,039.00 multi user solution.  This created a level playing field with businesses in areas where the exchange has been upgraded to ADSL.  However, users are still faced with higher monthly rentals than ADSL users.  

Business service single user or basic service level 

Variable range of cost:

Antenna / equipment
 
£0 - £649.00 

Installation



£250 - £1,500

Monthly charge


£60.00 - £825.00  x 12 months


Business+ service (for several PCs or local area network)

Variable range of cost:

Antenna/ equipment
 
£0 - £1049.00 

Installation



£250 - £1,500

Monthly charge


£110.00 - £1550.00  x 12 months


(See appendices No. 1. Sample Table of provider service and cost comparison)

4.
Selection Process

Within SEB and SED&G the potential companies for involvement within the pilot project were identified by the Account Executives, and the e-Business advisors. 

SEB selected ten companies within a wide geographical spread from across the region and cross sectoral, with SED&G selecting from the technology/media sectors, again from a geographical spread. 

SEFV identified companies as above with the additional use of local PR (newspaper), advertising, awareness raising sessions in four (4) different geographical locations, informing the Local Trusts of the events, and allowing participants to join the events by request. At the 4 awareness raising sessions at least two of the potential satellite providers undertook individual demonstrations, with input from one independent broadband speaker. These occurred during June 2002.

Once potential companies were identified within SEB and SED&G these were contacted and then visited by the Consultant involved with the pilot project, to discuss their possible participation. SEFV handled paper/electronic applications from those attending the awareness raising sessions, and then undertook visits to those companies that they felt would be most appropriate for inclusion. 

A total of 16 companies were visited in SEB, with 10 signing to take part, and 15 companies were visited within SED&G, with 10 signing to take part, information packs were left with all companies visited. A total of 81 companies in the SEFV area were visited with 32 wishing to take part in the pilot. (See appendix no.2 for companies involved, sector represents, geographical location, provider and user type).

Once companies contacted SEFV to express an interest in taking part, a spreadsheet was emailed to them providing information and service comparisons between a number of providers, an application form and an information sheet showing the basics of satellite operation. (See appendix 4 for examples). They were then asked to return the application form to SEFV.

 Topics discussed during these visits included: Why the company wished to be part of the pilot, details of their existing communication facilities, explanation of satellite, information regarding available providers, planning issues, radio license information, and technical issues, such always on, speed, security and configuration of systems.

4.1
Provider Selection

All potential pilot companies received information packs regarding satellite technology and samplar providers potentially available, with cost comparison, and a cost comparison with other technologies available. Within SEB and SED&G pilot companies were advised to undertake additional research on the www, including visiting www.ispreview for up to date information and comparisons, including links to the potential providers website.

Inevitably the early entrants to the pilot leaned heavily toward those providers that were a known/recognised brand in the telecomm field, with the possibility of pricing as a contributing factor.  

	LEC
	SELECTED PROVIDERS

	
	B.T.
	Bridge Broadband Ltd.
	Broadband Direct 
	Isonetric

	SEB


	10
	0
	0
	0

	SED&G


	9
	0
	0
	1

	SEFV


	13
	4
	3
	0


Upon selection of the chosen supplier the decision was up to the companies to contact the supplier and contract directly with them, informing the LEC involved of their contracted choice, electronically or verbally, supplying the LEC with a copy of the contract and evidence of payment.

All providers took the task of applying for the license required for satellite operation.

Issues

After hearing of many of the install and running problems G&C Supplies of Selkirk decided not to go ahead with the project. SEB are therefore running the pilot with nine companies.

Paper work lost by BT three times, unfortunately this occurred for both G&C Supplies and also for CMS, thus holding up the installation for CMS by several weeks, leading to customer dissatisfaction prior to installation.

Conclusion
As there is a plethora of providers currently available, many of who are agents/resellers of the system it is difficult for potential users to make an informed decision regarding whom they will contract with. 

This therefore leads the buyer of the provision to be more inclined to contract with providers with a recognisable brand name. This may not be the wisest selection criterion to apply.

Out of the thirty-nine (39) pilot companies, 30 (77%) selected BT as their provider, five (13%) companies selected Bridge Broadband Ltd, 3 selected Broadband Direct (8%) with the final company selecting Isonetric (3%).

Recommendations

· Satellite providers to offer pre-purchase demonstration

· At pre-purchase demonstration an on-line site is used to undertake a speed test to correctly measure performance

· Advisers within the LEC’s undertake training (currently underway) to give unbiased information and advice on Broadband, and in particular issues surrounding satellite technology

· Targeted companies to be invited to Broadband Awareness Seminars offered by the LEC’s 

· Broadband Demonstration Centres to be visited prior to companies selecting/purchasing broadband services 

4.2
Planning permission

Within all LEC areas pilot companies were required to check if planning permission was required for installation of the satellite dish etc. To expedite matters quickly all companies in SEB and SED&G were given named contacts within their local area responsible for handling planning permission. 

Planning Permission Table

	LEC
	Planning Permission
	No planning permission
	Unknown

	SEB


	1


	8


	0

	SED&G


	0


	10


	0

	SEFV
	5
	15


	0


To date only 6 out of the 39 companies have required planning permission. This is a total of 15% of the companies installed to date requiring planning permission. The companies who require planning permission have an additional cost of £110.00 to cover such fees, with 4 of the companies in rural Stirlingshire within the Lomond and Trossachs National Park, requiring 3-4 weeks wait for permission.

Conclusion

Planning consent is not a major issue for the majority of the users, however long delays can occur if the building is listed, in a conservation area or/and controlled by Historic Scotland regulations. 

Accompanying fees to obtain planning permission have not proved to be an issue with the pilot companies.

5.
Installation

Early adopters of the satellite pilot had higher than expected occurrence of installation problems, particularly within SEB and SED&G. Some of the early problems have appeared to dissipate with the later installations occurring in SEFV. In SEB 8(89%) of the 9 BT installations reported problems, In SED&G 8(89%) of the 9 BT installations reporting problems with 1(100%) of Isonetric no problems. Of the 13 BT installations in SEFV 8(61.5%) reported problems, 5(38%) no problems, with all 4 (100%) of the Bridge Broadband installations reporting problems and 2(66%) of Broadband Direct reporting problems with 1(33%) no problems.  (See appendices No. 3. Table of Installation Issues).

Issues

8 of the 39 companies (21%) experienced 3 or more hour’s delay in the crew arriving to undertake the installation.

The amount of time taken to install the system for 9 of the 39 companies (23%) involved was 3 or more hours with one installation taking 3 working days and a further installation taking 5 working days (actual days spent at the company premises).

A time delay was experienced by 5 of the companies of 4 - 10weeks from contracting with the provider to installation of the system.

For 18 (46%) of the companies the installers, demonstrated the satellite was performing on their own laptop, not on the companies’ equipment, which created further installation issues for these companies. Only 2 (10%) of the 20 companies in SEFV were demonstrated on the installers laptop.

Lack of correct equipment to undertake the installations proved to be an additional hold-up for 6 of the companies.

Other issues included the unnecessary removal of tree limbs, untidy cabling, holes left in external walls, re-positioning of dishes and king pin installation problems.

Only 13 (33%) of the companies had no installation problems. 


5.1 

Additional Installation Issues

5.1.1
Paper Work
· Little or no paper work left with the companies

· One sheet of A4 practically illegible instructions given

· No user manual Provided

· Several had to request CD be left with them

5.1.2
Technical Problems

· Many of the companies had little or no technical knowledge and/or IT skills

· On occasion IT Professionals dealing with the new technology have had to learn about satellite systems before being able to support the customer

· Several SME’s reported difficulty with software installation due to poor instructions

· Network integration  proved problematic in several installations due to conflicts with IP addressing

· BT multi-user product only designed for 4 

· Unexpected additional cost incurred by companies for purchase of firewall and/or additional hardware

5.1.3
Conclusion

With a total of 39 installations, using 4 different satellite providers only 13 companies, 33% of the sample group were happy with the installation service received; clearly there are installation issues across the board. 

Of the providers selected by the companies, excluding (Isonetric) many experienced issues during installation, with the same issues occurring regularly. These were mainly due to the lack of knowledge on the installers behalf regarding satellite technology, specifically the software side, this may be due to early adoption of the technology.

Installation times were variable between the providers, with different crews operating on behalf of the same installers also showing great time variance. This is possibly due to lack of experience during the earlier installations.

The installation crews were all based in England, which contributed to some of the practical issues such as lack of equipment, arriving late etc. Whilst the issue with distance between the installers base and the businesses location is of some concern, the main issue is that of the overall quality of the installation teams.

Lack of information in a clear concise printed matter or in multi-media format has created problems for the companies involved. It would therefore be beneficial if all providers could be encouraged to provide some form of manual/instruction guideline to help ease the problems.

For many of the pilot companies, particularly those with BT, a major issue has been the help desk, and the difficulties of making any contact with it. (This will be covered in ongoing issues).

All the satellite systems are clearly not “plug and play”, and as such the companies involved require a certain level of technical ability to undertake the installation process. It is very clear that from the issues occurring prior to and during installation SME’s require technical assistance.

5.1.4
Recommendations

· Encourage companies to have a pre-site inspection survey undertaken by the satellite provider , although this would increase the cost

· Encourage the satellite providers to provide good quality, knowledgeable installation teams 

· LEC’s to suggest to local companies to contact the satellite providers if they may be interested in training to undertake the installation work

· Providers to supply installation/technical manual in various formats

· Encourage pre-site technical survey by IT Support Analyst prior to installation, which would increase costs

· Encourage companies to have IT Support Analyst on site during installation

6.
Ongoing Review

Follow-up with pilot companies within SEB and SED&G occurred on a monthly basis, with contact as and when necessary at any time. SEFV operate a 3monthly contact with all companies.

During company reviews several recurring themes materialised:

· Customer Service

· Performance Issues 

· Purchase of additional equipment

· Service Level Agreement

6.1
Customer Service

Helpdesk: -

· No call banking system in operation

· Telephone rings out for 20minutes, then cuts off

· Lack of technical help

· Only 6 people employed on the help desk (BT)

· Insufficient help desk coverage, opening times i.e. Monday – Friday, 9am - 5pm

· Phone calls not returned as promised

· Emails not answered

· Technical test arranged with customer one week in advance, test then not undertaken, customer left very aggrieved about time wasting and lack of service

6.2
Performance Issues 

· VPN not available

· A user with the ability to access office based server from remote location using 56k cannot now access due to latency issues

· Inconsistency of access to on-line banking service, reverting to dial-up 

· Several companies encountered difficulties with FTP, particularly when uploading batches of small files-single large files not problematic

· Email timing out on proxy server

· Extreme variation of speed: e.g. 6k upload which is slower than a 56k dial-up connection

· Particular slow down in speeds from 12noon onwards

· There is an extreme amount of IT Consultants time required at high cost to ensure running across network 

· Apple Macs and PC’s couldn’t run simultaneously on the companies network

· No fault finding assistance or diagnostic software

· Contention ratios viewed as problematic as more users partake of the service with the consequence of reduced bandwidth

· There have been periods of downtime from all satellite providers

6.3
Purchase of additional equipment

· Additional hardware cost e.g. Server

· Additional software cost e.g. IP address purchase

· Extra cost due to network configuration, which was not identified prior to installation

6.4
Service Level Agreement

· Lack of service level agreement

· Maintenance/upgrading work on Satellite, customers not informed

· Order processing not efficient

· Several orders had been misplaced

· Lack of follow-up to customer complaints re hardware issues

· Incorrect invoicing (amount)

· Invoice received prior to install (BT)

6.5
Conclusion

Participating pilot companies expected to encounter technical or user issues reflected in testing new technology. 

Many of the companies are spending inordinate amounts of time trying to rectify running problems of the satellite. This is having a detrimental effect on their business and on individual stress levels.

Many of the companies have at several times during the pilot been in the situation of having to return to using their previous connections, which results in poor speeds. In SEB78% have 56k access and 22% ISDN, with SED&G 30% 56k access and 70%ISDN, and in SEFV 55% have 56k access, 10%multiple 56k, and 35% ISDN. It has been imperative to ensure companies maintain their previous service, as well as operating satellite access, this can prove costly.

A great deal of the issues are created by the poor service given on the help desk, although it is mainly BT that the comments relate to in particular. Several of the comments are pertinent to all the satellite providers. 

All 19 companies (100%) within SEB and SED&G have negative comments to make about the help desk service, and in SEFV, 6 (66.7%) of the 9 companies having undertaken the three monthly follow-up have made mention of problems of the help desk.

Aftercare has been poor across the providers, although those providers within SEFV have worked hard to make up any deficiencies and provide the back up and advice as required. 

It is clear that there are issues with the level of backup given on the help desk, which should be addressed by the suppliers as a matter of some urgency. 

Clearly the technical issues are based around the satellite capability to handle business applications. The most critical of these perceived as the lack of VPN, interactive remote use, lack of interactive banking, problems with email delivery and compatibility issues between Apple Macs and PC’s.

There is a major issue of speed variance for all bar a few of the companies, with little consistency across the services, even those using the faster level of service available at higher cost with the providers still have such issues.

There is an expectation gap between the expected speeds and the actual speeds of upload and download, BT have now altered the information regarding this on their web site, lowering both upload and download speeds. This has had a negative impact on customer satisfaction level with the speeds achieved.

Linked to this is the initial indicators regarding the ability to undertake VPN, this was trialing within BT at the onset of the pilot, with the anticipation of this becoming available at a later date.

One of the main issues pertaining to extra costing has been the need to either purchase hardware or software (not always expected). This was not always anticipated by the companies and therefore has proved difficult for some of them to accept and understand. Lack of understanding of exactly what the satellite is capable of, i.e. costs, technical requirements and speed perceptions need to be tackled in future.

There is a definite need for an improved service level agreements to be in place prior to take-up of the provision. A clear example of this is when a company’s satellite dish became detached from the wall  and was not attended to for 10 working days, (BT installation), despite constant requests for this to be dealt with.  This is the kind of experience, which companies are liable to pass onto other potential users and therefore the issue of service level agreements needs to be addressed by the providers.

Due to combinations of problems one company has changed provider with 4 companies undertaking action to de-install the provision. Although this does not seem a great number it is 10% of the pilot group(BT Installation).
A meeting occurred with BT and Scottish Enterprise on 1st November 2002 to try to establish the rectification of the above issues. 

6.7
The result was that BT agreed to:

Bandwidth performance

· We are aiming to improve the bandwidth performance alongside ensuring that we communicate this better. 

· On the website there are better guidelines on what to expect. These are 200k for
the single user and 300k for the multi-user.

· We are trying to ensure a fair share performance for all and are constantly monitoring performance.
· We expect the product essentials guides to reflect these and these are due in January.
Installation

· We can provide better guidance on the network install. We aim to have the top 10 do's and don't in place on the website in the form of FAQ’s in the next few weeks.
We are also planning a chargeable network install option across all broadband products, but this will not be available for some time.

· We will also try and put messages about the sighting and line of sight capabilities on the website and will introduce non- standard install options for more complex installations.

Applications

· VPN style applications and tele-worker options are being tested currently and we expect to have the results in two months.

Helpdesk performance

· We are currently undertaking an audit of the performance and are looking for a dramatic improvement. We are looking at more flexible options and to provide more comprehensive on-line help.

· ISDN performance- we are looking to constantly improve the bandwidth as stated above; and will keep monitoring this.
MAC compatibility

· We are evaluating a longer-term solution for the single user Mac and will keep you informed. The multi-user option is already there.
Software release capability

· We constantly evaluate demand for new software availability and aim to keep up with the more popular ones.

Consultancy

· Critically; we have just bought in outside consultancy from an operator in the US who have been providing similar services for over two years to learn lessons right across our Satellite offering in order to improve service levels across the piece.

Finally

We have a major review early next month when the understandable concerns of our regional partners will be seriously evaluated as part of the success criteria.
 
6.8
Recommendations

· Further meeting with BT to establish what stage of implementation the solutions are currently at.

· SE to push for development of the technology

· As the technology evolves further evaluation and monitoring is required

· SE to undertake further quarterly reviews of the pilot

· SE to test alternative provision, such as Aramiska within the Broadband Demonstration Centres

· Potential users of broadband to be targeted to attend the Broadband Awareness Workshops

7.
Additional Comments from pilot companies

7.1
Would you recommend satellite broadband to other businesses?

· SEB: 6 (66.5%) out of 9 companies would recommend satellite, with 3 not willing to do so.

· SED&G: 6(60%) said yes, with 3(30%) no and 1(10%) unsure.

· SEFV: 4(80%) out of 5 companies responding said yes, with 1(20%) no.

The no answers were due to help desk issues, lack of VPN, and FTP and speed variance.

All the Yes answers would prefer ADSL or alternative broadband solutions if available, mainly due to cost and perceived reliability.

7.2 Has the satellite Broadband pilot made a difference to your business?

· SEB: 6(67%) felt a positive effect on the business, 2(22%) a negative effect with 1(11%) unsure.

· SED&G: 5(50%) felt a positive effect, 3(30%) a negative effect with 2(20%) unsure.

· SEFV: 3(60%) out of 5 companies answering had a positive effect on the business, 2(40%) a negative effect.

7.3 Perceived Business Benefits

When asked for comments regarding business benefits the companies offered the following:

· Offers greater connectivity

· Faster internet access

· The ability to offer speedier response to clients

· Improved client service

· Efficient streamlined administration

· Cost effective

· Opened new business opportunities, such as trading online

· Increased sales and marketing

· Compete on level playing field with competitors

· Improved company profile

7.4
Conclusion

Potential users of satellite need to evaluate with care if this is the right technology for them. 

The technology works for some companies, but not all. Faster upload and download of information via the internet, browsing is faster than dial-up, and downloading email faster than before, always-on e-mail arrives in real time, also offering the ability to download large files, undertake speedier business research and procurement etc. Where our experiences indicate areas of deficiency: reported issues with FTP with some applications can cause problems when uploading to web–sites; lack of VPN, video conferencing and the difficulties encountered with transactional processes due to high latency, including the inability to host or integrate with back-end applications. 

Businesses should ensure that they measure the capabilities of Satellite Broadband with their own operational requirements.

Many of the companies involved in the pilot have expressed the opinion that if ADSL or some other more reliable Broadband service was available then they would indeed opt for these instead of satellite. This is mainly due to cost, perceived service and reliability.

Satellite Broadband technology is indeed beneficial to companies in rural locations, and further guidance and advice should be given to ensure that the full business potential of the technology is maximised. 

8.
Summary of Recommendations

· Satellite providers to offer pre-purchase demonstration

· At pre-purchase demonstration an on-line site is used to undertake a speed test to correctly measure performance

· Advisers within the LEC’s undertake training (currently underway) to give unbiased information and advice on Broadband, and in particular issues surrounding satellite technology

· Targeted companies to be invited to Broadband Awareness Seminars offered by the LEC’s 

· Broadband Demonstration Centres to be visited prior to companies selecting/purchasing broadband services 

· Encourage companies to have a pre-site inspection survey undertaken by the satellite provider , although this would increase the cost

· Encourage the satellite providers to provide good quality, knowledgeable installation teams 

· LEC’s to suggest to local companies to contact the satellite providers if they may be interested in training to undertake the installation work

· Providers to supply installation/technical manual in various formats

· Encourage pre-site technical survey by IT Support Analyst prior to installation, which would increase costs

· IT Support Analyst to be on site during installation

· Further meeting with BT to establish what stage of implementation the solutions are currently at.

· SE to push for development of the technology

· As the technology evolves further evaluation and monitoring is required

· SE to undertake further quarterly reviews of the pilot

· SE to test alternative provision within the Broadband Demonstration Centres

· Potential users of broadband to be targeted to attend the Broadband Awareness Workshops

9.
Appendices
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	Full Listing of Satellite ISPs


For a helpful European Satellite location chart - CLICK HERE 

	Name 
	Costs 
	Availability 
	Equipment 
	Speeds 
	Type 
	Sat Name 
	Dish

	Aramiska
	£500 Setup / £99 PM
	Now
	All Included in Setup
	256Kbps Downstream / 64Kbps Upstream
	Two-Way Digital
	?
	75cm

	Beam
	£150 Install / £109.99 PM / £249.99 Hardware!
	Under Trial
	All Included In Hardware Cost
	400Kbps Downstream / 128Kbps Upstream (Variable)
	Two-Way Digital
	?
	?

	Bently Telecom
	?
	?
	?
	?
	?
	?
	?

	BISCit
	£975 (Setup) / £70 Per Month
	UK
	All Included in Setup
	500Kbps Downstream / 120Kbps Upstream
	Two-Way
	?
	70cm x 90cm

	Bridge Broadband
	£119 Per Month / £2495 Setup & Install
	Europe & UK
	All Included in Setup
	640Kbps Downstream / 128Kbps Upstream
	Two-Way Digital
	Eutelsat W1/2 (10E/16E)
	74, 89, 98 or 120cm

	BTOpenworld
	£59.99 PM / £899 Setup
	UK
	All Included in Setup
	500Kbps Downstream / 120Kbps Upstream
	Two-Way Digital
	Eurobird (28E.5)
	90 x 70cm

	BusinessCom Satellite
	$48 to $156 PM
	Europe / Russia
	?
	128Kbps to 1Mbit-ps (Varies) Downstream
	Mixed
	Mixed - Sirius / Eurobird / Eutelsat & Astra
	Varies

	Crystal Data
	£650 Setup / £109.99 or £199.99 +Vat PM
	Now
	All Included in Setup
	400 - 500Kbps Downstream (Variable) / 128 - 153Kbps Upstream
	Two-Way
	?
	?

	DC-Internet
	Lots of offers (busines only / DC-Sat)
	Now
	?
	Varies
	One & Two-Way (Digital?)
	?
	?

	DirectPC
	?
	Now/Europe
	?
	Up To 400Kbps
	Two & One Way (Digital?)
	?
	?

	Eclipse (BT Wholesale Based)
	£360 Setup / £?? PM
	Under Trial
	All Included in Setup
	256Kbps Downstream
	One-Way
	?
	65cm

	Europe Online
	E24.90 (10 Hours PM) & E34.90 (20 Hours PM)
	Now
	?
	768Kbps Downstream
	One-Way Analogue?
	?
	?

	Everywhere! Broadband
	£99 Setup / £19.99 or £32.85 inc. VAT Per Month
	UK - Soon
	Not Included
	500Kbsp - 1Mbit-ps Downstream
	One-Way
	Eutelsat
	?

	G.C.Snet
	TBA
	TBA
	TBA
	512Kbps Downstream / 256Kbps Upstream
	?
	?
	?

	Gio Internet
	£45 or £99 Per Month
	TBA
	£499 or £1,499
	400/512Kbps Downstream / 128Kbps Upstream
	One & Two-Way
	?
	?

	IDS-Satellite
(Bridge Broadband)
	£159 Per Month
	Europe & UK
	Not Included
	512Kbps Downdstream / 128Kbps Upstream
	Two-Way Digital
	Eutelsat W1/2 (10/16E)
	89cm

	Inmarsat
	TBA
	November 2002
	TBA
	144Kbps (Up/Down)
	?
	?
	?

	IPviaSAT
	£19.98 PM (inc VAT) / Hardware = £144.95
	Now
	All Included In Hardware Cost
	512Kbps Down / ???Kbps Up
	One-Way Digital
	Sirius 2 (5E)
	60cm

	Isonetric / Satellite-ADSL
	£159 PM (Two-Way)
£30 PM (One-Way)
	Europe & UK
	Not Included
	512Kbps & 400Kbps Downstream / 128Kbps Upstream
	Two & One-Way Digital
	Eutelsat W1/2 (10/16E) 
	74 & 60cm

	Mac-1 Internet(Isonetric)
	£155 Per Month
	Europe & UK
	£3000 Hardware
	512Kbps Downdstream / 100Kbps Upstream
	Two-Way Digital
	Eutelsat W1 (10E)
	74cm

	Netsystem
	30 Euros
	Now/Europe
	Not Included
	350Kbps Downstream
	One-Way Analogue?
	ASTRA satellite (19.2°E)
	31.5 (inch)

	Nildram (BT Wholesale Based)
	£360 Setup / £?? PM
	Under Trial
	All Included in Setup
	256Kbps Downstream
	One-Way
	?
	65cm

	Norfolk Satellite
	£27.99 to £50.99 +vat PM
	UK
	£195 to £420
	256Kbps to 2Mbit Downstream
	One-Way
	Eurobird (28.5° E)
	80/90cm

	Orbit Research Ltd
	?
	UK / Europe
	?
	512Kbps to 4Mbps Downstream / 64Kbps to 1Mbps Upstream
	Two-Way Digital
	Eutelsat W1 (10E)
	90 x 70cm

	Pipemedia
	£1899 Setup / £147 +vat PM
	UK
	All Included In Setup
	500Kbps Downstream / 128Kbps Upstream
	Two-Way
	?
	?

	Realtouch
	£350 PM / £3,995 Setup
	Now/Europe
	All Included in Setup
	2Mbps Downstream / 256Kbps Upstream
	?
	?
	?

	SatDrive
	£14.99 inc. VAT PM / £399 Setup
	Now
	All Included in Setup
	128Kbps - 8Mbits/PS Downstream
	One-Way (Digital?)
	Eutelsat
	60cm

	SatISP
	£27.99 To £49.99 PM
	UK - Jan/Feb 2003
	TBA
	256Kbps to 1Mbps Downstream
	One-Way
	Eurobird (28.5E)
	?

	Satnode
	Basic (3Months) = E120
	Now
	?
	Up to 256Kbps Downstream
	?
	Astra (19.2E) / Eutelsat W1 (10E)
	?

	Silvermead
	£149.99 Setup / £34.99 Per Month
	UK
	All Included in Setup (other options avalible)
	340 to 500Kbps Downstream
	One-Way Digital
	Eurobird (28.5E)
	60cm

	SkyDSL
	£? Setup / £9.50 PM
	Now
	All Included in Setup
	Varies
	?
	Eutelsat (30S/SW)
	43cm

	StreamBeam (Cedar)
	From £120 PM / £600 Installation
	Now/Europe
	All Included in Setup (See Comments)
	256Kpbs (Upstream) / 512Kbps (Downstream)
	Two-Way Digital
	? (??.?South)
	89cm

	SwiftSat (Isonetric)
	£29.99 PM / £249.99 Hardware / £44.99 Installation
	UK
	All Included in Hardware Cost
	400Kbps - 1Mbps Downstream
	One-Way
	?
	60cm

	TISCALISAT
	£230 Setup (trial) / £59.99 PM
	March 2002
	All Included in Setup
	150 - 400Kbps Up & Downstream (Variable)
	Two-Way Digital
	? (??.?South)
	75cm

	Transcom
	£39 to £356 Per Month
	UK
	£1863 For Needed Residential Hardware
	Varies (150Kbps to 2Mbits)
	One & Two-Way
	Astra 1G
	74cm

	Web-Sat
	?
	Now
	?
	?
	?
	?
	84cm

	Xantic Broadband
	40 Euros
	Now
	?
	400Kbps Down To 128Kbps (Downstream)
	One-Way Digital
	Sirius 2 (5E)
	60cm
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	Company
	Sector
	Location
	Provider
	System
	Previous Connection

	Border Archery Ltd
	Manufacture
	Mellerstain
	BT
	500/1
	56k

	Calligrafix
	Computing/communications
	Lempitlaw
	BT
	500/4
	ISDN2

	Cheviot Trees
	Horticulture
	Foulden
	BT
	500/1
	56k

	Ecosse Unique Ltd
	Tourism
	lilliesleaf
	BT
	500/1
	56k

	Locharron of Scotland
	Textiles
	Galashiels
	BT
	500/4
	ISDN2

	Scotweave Ltd
	Computing/design
	Galashiels
	BT
	500/1
	56k

	Stobo Castle Health Spa Ltd
	Tourism/Leisure
	Peebles
	BT
	500/1
	56k

	Zot Engineering Ltd
	Electronics/Design
	Newtown St Boswells
	BT
	500/4
	56k

	The Teviot Game Fayre Smokery Ltd
	Horticulture/tourism
	Kelso
	BT
	500/1
	56k

	A.P.D.
	Manufacture/design
	Newbie
	BT
	500/1
	ISDN

	Brook House Publishing & Communication
	Communication
	Garlieston
	BT
	500/1
	ISDN

	Business Micros
	Software Solutions
	Penpont
	BT
	500/4
	ISDN

	CMS
	Computing
	Twynholm
	BT
	500/4
	ISDN2


	Company
	Sector
	Location
	Provider
	System
	Previous Connection

	D A Autoparts
	Distributors
	Dumfries
	BT
	500/4
	ISDN2

	Galloway Boats and Mouldings Ltd
	Manufacture
	Tongland
	BT
	500/1
	56k

	Solway Offset, the Printers
	Manufacture/Printer
	Heathhall
	BT
	500/4
	56k

	Stranraer & Wigtonshire Free Press
	Newspaper/printer
	Stranraer
	Isonetric
	Bronze
	ISDN2

	Wolffe & Co
	Communications/Design
	New Galloway
	BT
	500/4
	56k

	Zeotek International Ltd
	Computing
	Canonbie
	Bridge Broadband
	Gold
	ISDN

	Pots and Pans (Scotland) Ltd
	Wholesale/Retail
	Callander
	BT
	500/1
	ISDN

	Tradstock Ltd
	Construction
	Thornhill
	Broadband Direct
	Level 1
	56k

	Highland Marketing
	Business Services
	Balquidder
	Bridge Broadband
	Bronze
	56k

	Geomantics
	Computing/Communication
	Balquidder
	Bridge Broadband
	Bronze Plus
	ISDN

	Abernethy Trust
	Public/Third Sector
	Killin
	BT
	500/1
	56k Multi

	Roman Camp Hotel
	Torism/Leisure
	Callander
	BT
	500/1
	56k Multi

	Kappa Computer
	Computing/Communication
	Kippen
	BT
	500/1
	ISDN

	Company
	Sector
	Location
	Provider
	System
	Previous Connection

	Stacktheme Limited
	Wholesale/Retail
	Dollar
	Bridge Broadband
	Bronze Plus
	56k

	Quality Training (Scotland) Ltd
	Computing/Communication
	Alva
	BT
	500/1
	56k

	Chapelhill Limited
	Business Services
	Glendevon
	BT 
	500/4
	56k

	2R4L
	Business Services
	Dollar
	BT
	500/1
	ISDN

	Eurosource Europe Ltd
	Public/Third Sector
	Falkirk
	BT
	500/1
	56k

	Arinsdale
	Business Services
	Grangemouth
	Bridge Broadband
	Bronze Plus 
	ISDN

	Computer Services Unlimited
	Computing/Communications
	Falkirk
	BT
	500/1
	56k

	Culreauch Castle
	Tourism/leisure
	Fintry
	Broadband Direct
	Level 1
	ISDN

	Good Read Publishing
	Tourism/leisure
	Balfron
	BT
	500/1
	56k

	Lochend Chalets
	Tourism/leisure
	Port of Mentieth
	BT
	500/1
	56k

	Macmin
	Agriculture
	Tullybody
	Broadband Direct
	Level 1
	56k

	Vision Active
	Business Services
	Callander
	BT
	500/1
	56k

	Young Plant Hire
	Construction
	Doune
	BT
	500/1
	ISDN


Appendix 3

Installation Table

SEB

	Provider


	Date

Due
	System
	Company
	Installation Issues

	BT


	April2002


	500/4
	Zot Engineer-ing Ltd


	Late arrival.

Company staff had to dig the ground for the mount and at the entrance to the housing for under road cable.

Black cable used, white requested (listed building).

	BT


	May

2002
	500/1
	Scotweave
	Arrived, 9th May, refused to undertake install, ladders not long enough.

Delay in rescheduling, no returned call from contractors, BT involved in pursuing, further wait of 8 weeks for install. 

July install

	BT
	May 2002


	500/4
	Calligrafix
	No Issues

	BT


	June

2002
	500/4
	Lochcarron of Scotland

 
	Late arrival.

Dish mounted in incorrect position, no signal for demo.

Dish re-mounted elsewhere.

Excess time taken e.g. 5hours. 



	BT
	July 2002
	500/1
	Border Archery
	Late arrival.

Demo on installers laptop



	BT


	July 2002


	500/1


	Stobo Castle Health Spa Ltd.


	Delay with planning permission

Installation date changed 3 times

Installed October 2002

Dish sited and then moved to new position on the day

Cabling to incorrect area in the building

	BT


	Aug

2002


	500/1
	Cheviot Trees
	Instalment – October 2002

Arrived late

Rude installers



	BT


	Aug

2002


	500/1
	Ecosse Unique Ltd.
	Arrived late

Line of site, limbs would have to be removed from neighbours tree

Aborculturalist to cut limbs, at great cost

New install team arrived, dish sited elsewhere, tree limbs did not need removing

Installed September 2002

	BT


	Oct.

2002


	500/1
	The Teviot Game Fare and Smokery Ltd.


	Many weeks of chasing led to a December 2002 installation


Appendix 3

SED&G

	Provider


	Date
	System
	Company
	Installation Issues

	BT
	June 2002
	500/1
	Zeotek International Ltd.
	Late by 3hours

Demo on installers laptop

One 5hour phone call to help desk to get satellite to operate on company system, downloading software etc.

Earth wire not attached to the satellite dish

Call to BT and Gilat (satellite owner), confirmed this was required.

3 weeks until installer returned

This company changed supplier very soon after installation (6 weeks).

	BT
	June 2002
	500/4
	Solway Offset, the Printers
	Installation occurred over a 2 week period

Installer at the company 5 working days!

3 different routers were tried

2 satellite dishes were tried

Demo occurred on installers laptop not company equipment

Problem of running Mac’s and PC’s

	BT
	June 2002
	5000/4
	Business Micros
	3 hours to install

D link router and BT not connecting

	BT
	June 2002
	500/4
	CMS
	Installer 3 hours late

Installer not helpful

Demo on Installers laptop



	BT
	July 2002
	500/1
	Brook House Publishing & Commun -ication Services
	Demo on Installers laptop

	BT
	July 2002
	500/4
	D A Autoparts
	Disappointed that the installer undertook demo on their own laptop, not on D A Autoparts system

	BT
	July 2002
	500/4
	Wolffe & Co
	No Issues

	Isonetric
	Aug 2002
	Bronze
	Stranraer & Wigtonshire Free Press
	Own consultant undertook the install (working on behalf of Isonetric), no issues

Delayed install until November

	BT
	Aug 2002
	500/1
	Galloway Boats and Mouldings
	Long delays

Installers arrived, no place to put dish

BT suggested King Pin mount (charge of £500+)

BT then said as a company they were no longer undertaking these mounts

Then agreed to undertake the mount

Lots of telephone and email conversations, time consuming, with contradictory information

Eventually installed 26.11.02

	BT
	Oct 2002
	500/1
	A. P. D.
	Long lead from ordering the system to install

Installed mid January 2003


Appendix 3
	SEFV

	Provider


	Date
	System
	Company
	Installation Issues

	BT
	Sept 2002
	500/4
	Chapelhill Limited
	Dish and router installed, but not working correctly

Took 6 hours to install

Cable routing and fixing not very sophisticated

Appeared to have “pot luck” back up system



	BT
	Aug 2002
	500/1
	Quality Training (Scotland) Ltd
	No Issues

	BT
	Sept/Oct

2002
	500/1
	Eurosource Europe Ltd
	Good, took 1-1.5 hours

	BT
	Mid Oct 2002
	500/1
	Abernethy Trust
	Installation aborted

Trees felled

Installed 31/10/02

No email via service

	BT
	31st Oct
	500/1
	Pots and Pans (Scotland) Ltd.
	No issues



	BT
	Nov 2002
	500/1


	Kappa Computer
	Arrived late, no map

Not happy with positioning of dish

Cable into office untidy

	BT
	Dec 2002
	500/1


	Roman Camp Hotel
	Difficulty installing due to OS configuration

	BT
	Dec 2002
	500/1
	2R4L
	Problem installing Satlynx onto company laptop

Installed onto alternative Sony Vaio 515G, which crashed

Would have de-installed AOL prior to installation from 1st laptop if asked to, this would have been a better solution

	BT
	Dec 2002
	500/1
	Computer Services Unlimited
	No issues

	Broadband Direct
	Sept 2002
	Level 1
	Tradstocks Ltd
	Install took 6 hours

	Bridge Broadband

Ltd
	Sept 2002
	Bronze
	Highland Marketing
	Could not load software onto pc (which was as per providers spec)

Had a large hole left in the wall of premises

Required to buy additional hardware

	Bridge Broadband Ltd
	Sept

2002
	Bronze

Plus
	Stacktheme Limited
	Incorrect Junction box supplied

Drill bit too small

Cable taken through a window rather than the planned wall

Neighbours complained about the siting of the dish

Not prepared for the job (tools etc)

Poor co-ordination between site workers and HQ

	Bridge Broadband Ltd
	Sept

2002
	Bronze

Plus
	Geomantics
	Wrong dimensions given for concrete base, managed to get around this as able to subsection the mount

Equipment late arriving i.e. 1pm, not 10. 30am

No cable conduit – install crew informed company that could not undertake the install due to missing conduit

Company persuaded crew to go and purchase this whilst awaiting equipment arrival

Install crew left without getting transmitter activated, company agreed to undertake this 

Activated, but weak signal requiring crew to return to re-align dish

Install took 8 hours

NB had a site survey

	Bridge Broadband Ltd
	Oct

2002
	Bronze
	Arinsdale Limited
	No pole to erect dish

No pc with serial port to configure satellite

Untidy cables hanging through roof tile

Over one week to commission system

Hardware took 2 days to install

Further 3 days to configure

NB had a site survey

Upgraded to Bronze Plus!

	Broadband Direct
	End Feb 2003
	Level 1
	Culreauch Castle
	No issue

	BT
	End Feb 2003
	500/1
	Good Read Publishing
	No issues

	BT
	End Feb 2003
	500/1
	Lochend Chalets
	Not particularly happy, didn’t feel the installers were professional in approach

	Broadband Direct
	End Feb 2003
	Level 1
	Macmin
	No issues

	BT
	End Feb 2003
	500/1
	Vision Active
	No issues

	BT
	End Feb 2003
	500/1
	Young Plant Hire
	Unhappy. ISDN line into router, BT though this went into PC via a network card, therefore no network card to attach new box to at installation. Installers left, company continued using ISDN. BT resolved this within a day or two.
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SEFV Process
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Satellite Broadband Pilot

	Company Name
	

	Address


	

	Post Code
	

	Contact Name
	

	Phone Number
	

	Fax Number
	

	E-mail
	

	Internet Address
	

	Ward
	

	Date
	

	Please give a brief outline of your company’s history, and activities.
	

	Please give brief details of your turnover and employee numbers for the last two years.
	

	Please give details of your planned turnover and employee numbers for the next two years.
	

	Are you prepared to take part in the

Rural Forth Valley Broadband Satellite Pilot Scheme?
	

	Details of your present connection type?
	

	Detail your present average monthly 

Connection costs. 

(Including line rental and usage costs)
	

	Description of the use of the existing connection.
	

	Apparent problems with existing connection.
	

	Are you within the ADSL area?
	

	What are the uses you will make from a 

Satellite Broadband Connection?
	

	What will the benefits be for your company?
	

	If you are not selected to take part in the Pilot will you still proceed?
	

	When do you plan to complete installation and begin use?
	

	Which Provider and Service do you intend to use?
	

	You are required to seek the advice of your local council planning dept. Please indicate if you agree to do this.
	

	Broadband connections are “always on” and as such present a security issue which you will need to address. Please indicate if you agree to do this.
	

	If you install a Broadband connection you will not be able to connect directly to your Internet e-mail connection. Will you be asking the broadband provider or your Internet e-mail provider for advice in order to resolve this issue?
	

	Why do you feel that your company should be included in the SEFV Satellite Broadband Pilot?
	

	Name of Bank
	

	Branch
	

	Bank Sort Code
	

	Name in Which Acount is Held
	

	Bank Account Number
	

	VAT Reg No
	

	
	


If you are successful in receiving granting to take part in a Scottish Enterprise Forth Valley Satellite Broadband Pilot Scheme you will be required to agree to the following –

Your experience with Satellite Broadband may be used as a case study.

Provide details of –

1.
When the order was placed

2.
How efficient was the provider to deal with

3.
Did the installation take place when agreed 

4.
Was the installation acceptable

5.
Did the provider help you obtain planning permission if required

6.
Did the provider help you obtain a license to operate the Satellite Broadband connection

Provide a copy of all paperwork from the provider

Maintain a fault and comment log for the first 12 months

After 3, 6 and 12 months complete a review of  -

7.
The achievement of benefits identified prior to installation

8.
The fault and comment log

9.
The overall speed and service.

Satellite Broadband Pilot - Installation Response Form

	Company name:


	

	Contact:


	

	Chosen Provider:


	

	Service:


	

	Date when contact was made with Broadband satellite provider:
	

	Provider contact name:


	

	Details of discussion with agreed actions and target dates:


	

	Did the provider help you clarify if you require planning permission?
	

	Did the provider help you obtain planning permission if required and a license to operate Satellite Broadband?
	

	Were you asked to pay for any other items beyond the original price agreed?
	

	How would you rate the service from the provider to this point?
	

	Date of agreeing and signing a contract with the provider (Please ensure that you send a copy of the signed contract to SEFV)
	

	Date given for installation:


	

	Did the installation take place on the agreed date?
	

	Was the installation carried out satisfactorily?


	

	If there were any problems please detail:


	

	How were these problems resolved?


	

	How long did the actual installation take from the time the installers arrived?
	

	How satisfied were you with the installation?


	

	Comments on examples of good performance during the installation:


	

	Comments on examples of bad performance during the installation:


	


Please maintain the Fault Log through out the full 12 month period of the 

Scottish Enterprise Forth Valley Satellite Broadband Pilot as agreed.

Satellite Broadband Pilot – Three Month Response Form

	Company name:


	

	Contact:


	

	Chosen Provider:


	

	Service:


	

	Have you had any further contact with the provider since the installation of your Satellite Broadband Connection was completed.
	

	If Yes, please detail and rate their performance on each occasion. 
	

	Have you forwarded a copy of the Satellite Broadband Incident Log for the first three-month period?
	

	If not could you please ensure it is sent along with this form?
	

	Could you please provide details of how your business has benefited through the use of your Satellite Broadband Connection?
	

	In what ways do you use your Satellite Broadband Connection?


	

	Please indicate how you rate the speed of your Satellite Broadband Connection?
	

	Please indicate how you rate the monthly costs of your Satellite Broadband Connection?
	

	Would you recommend Satellite Broadband to other businesses?
	

	Would you recommend the provider of your Satellite Broadband to other businesses?
	

	How have you found the help and performance of Scottish Enterprise Forth Valley during this project so far?
	

	Has the Satellite Broadband Pilot made a difference to you and if so in what way?
	

	Has the Satellite Broadband Pilot made a difference to your company and if so in what way?
	


Please maintain the Fault Log through out the full 12 month period of the 

Scottish Enterprise Forth Valley Satellite Broadband Pilot as agreed.

Satellite Broadband Incident Log

	Incident No.
	Date
	Time
	Description of Problem
	Reported To
	Time
	Response
	Time
	Resolved?  Y/N

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	


Satellite Broadband Pilot company control sheet.

	Company name
	

	Address
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Satellite Broadband Pilot - Important Information 

You should proceed immediately with your satellite Broadband Pilot installation which should be completed no later then 29 November 2002.

All paperwork must be with us no later than 26 February 2003.
Invoicing and Payment

Amount of spend £     and assistance as per contract £

The order number you should quote on your Invoice is –

You should forward your invoice made out to Scottish Enterprise Forth Valley for the above agreed amount (excluding VAT). You must also enclose a copy of the invoice for the installation costs from the Satellite Broadband Provider and a copy of the contract you signed with the Satellite Broadband Provider.

Once the above documentation has been received, checked and is in order, a payment will be processed directly to your Bank Account as per the details already provided by you. 

Satellite Broadband Pilot – Performance recording.

You will find attached a Satellite Broadband Installation Response Form and a Satellite Broadband Incident Log. These are important and should be used in the following way –

Installation Response Form 

We require you to complete the form and e-mail it back to us once it is complete. The form is designed to capture your experience of the quality of service you received from the point of calling the supplier and starting the installation process off to the completion of the installation to your satisfaction.

Satellite Broadband Incident Log

We require you to complete the form and e-mail it back to us at the end of each month. The form is designed to capture the information relating to any problems which you may have with your satellite connection. We require you to detail each event until you are satisfied that the problem has been fully resolved.

If you have any questions relating to the above please do not hesitate to contact  Pete McLaren 01786 452054 or peter.mclaren@scotent.co.uk.

Thank you for your help.

Pete McLaren 

 Text for e-mail if no response is received within 7 days after installation point.

You may recall having received an e-mail 7 days ago asking for you to complete and e-mail back the Satellite Broadband Installation Response Form. Unfortunately we have not as yet received this form and would ask that you e-mail this to use by then end of business tomorrow.

If you have returned the form recently then please ignore this further request and advise us of the details of when the form was sent back.

Thanks you for your help in this matter.

Copy of mail sent previously.

The completion of your Satellite Broadband Connection Installation is really good news, I hope that the installation went without problems and that you are now enjoying all the benefits that a fast, always on, fixed cost connection can bring.

As you will remember the Satellite Broadband Pilot requires you to Report at certain points, the first of which is immediately after installation. If you look at the e-mail you received giving you the Purchase Order No you will find two attached forms. 

The first of these is the Satellite Broadband Installation Response Form, which we would now ask you to complete and e-mail back within the next seven days. 

The second is the Satellite Broadband Incident Log which you should use to log any problems with the day to day operation of your Broadband Satellite connection and which you can forward to us at anytime or we will ask for at the end of the first three months.

We look forward to receiving the Satellite Broadband Installation Response Form at your earliest convenience within the next seven days.

During the reporting process we will be visiting a sample number of participants from the Pilot Scheme. Should you be chosen for a visit to your company we will advise you as required.

Should you have any problems with your Satellite Broadband Connection which prove to be difficult to resolve, please do not hesitate to contact the undersigned.

Text for e-mail after installation point.

The completion of your Satellite Broadband Connection Installation is really good news, I hope that the installation went without problems and that you are now enjoying all the benefits that a fast, always on, fixed cost connection can bring.

As you will remember the Satellite Broadband Pilot requires you to Report at certain points, the first of which is immediately after installation. If you look at the e-mail you received giving you the Purchase Order No you will find two attached forms. 

The first of these is the Satellite Broadband Installation Response Form, which we would now ask you to complete and e-mail back within the next seven days. 

The second is the Satellite Broadband Incident Log which you should use to log any problems with the day to day operation of your Broadband Satellite connection and which you can forward to us at anytime or we will ask for at the end of the first three months.

We look forward to receiving the Satellite Broadband Installation Response Form at your earliest convenience within the next seven days.

During the reporting process we will be visiting a sample number of participants from the Pilot Scheme. Should you be chosen for a visit to your company we will advise you as required.

Should you have any problems with your Satellite Broadband Connection which prove to be difficult to resolve, please do not hesitate to contact the undersigned.
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