
 
GLADSTONE USER FORUM
MINUTES OF THE MEETING OF 24TH FEBRUARY 2011

IN ATTENDANCE:
Dave Thompson (Perth & Kinross Leisure); Eleanor Cunningham, Ian Hutchison (Active Stirling); Scott McKenzie (Edinburgh Leisure); Sandy Stirton, Liz Waller, Ken McKinlay (East Renfrewshire Council); Scott Simpson (East Renfrew Council Culture & Sport);  David Hasson, Gareth Stewart (The Galleon Leisure Centre); Jacqui Warrender, Stuart Gordon (Garioch Sports Centre); Jim Hain, Scott Jamieson (Glasgow Life); Anne Glynn, Joyce Russell (East Lothian Council); Brenda Torry, Tina Harkess (Enjoy Leisure); Simon Workman (Highland Council – Nairn); Alistair McFarlane (North Lanarkshire Leisure); John Wilson, Anne Laird, David Ritchie (Aberdeenshire Council); Jo-Anne Trainor, Linda Scott Robertson (University of Newcastle);  Bobby Kerr, Heather Thornton, Fiona McGuigan (West Dunbartonshire); Garry Orr (West Lothian Leisure); Lorraine Jenkins, Mary Scanlan (South Lanarkshire Council).

GLADSTONE REPRESENTATIVES:
Georgia Dowdeswell (Account Relationship Manager), Leon Houseman (Marketing Manager), Claire Carroll (Project Manager), Nicole Pellew (Lead Business Analyst), Steve Page (Technical Manager), Arthur Morris (Director of Systems Management & Design)

CHAIR:  Lynn Murray, Active Stirling (Active Stirling)

MINUTES: Janette Maison, Heriot Watt University (Heriot Watt University)

1.  WELCOME
Lynn Murray (AS) welcomed everyone to the meeting. Lynn gave a brief overview of how Active Stirling started and has developed over the years.  

2.  REVIEW OF PREVIOUS MINUTES
It was agreed that the minutes were a true reflection of the meeting on 30th September 2010.  It was noted that three people were missing from the attendance register. They were:- Jane McLeod, Fiona McGuigan, Lee Worthington from East Dumbartonshire.

3.  UPDATE ON ACTION POINTS OF PREVIOUS MEETING
Lynn Murray went through the previous minutes asking for feedback from users on some of the items raised at the last meeting. 

a) Previously, Georgia had made appointments for some users to meet with Gladstone’s Chief Executive, Scott Saklad. It was reported that several users had found Scott’s visit useful.  Anyone who wants to arrange a meeting with Scott in the future should contact Georgia for an appointment.





b) There was a discussion regarding the Software for Life health checks.  Users reported that although they had requested health checks there was a long delay before the checks were being carried out. Georgia stated that the Technical Department was under pressure to complete chargeable work first and that Gladstone is hoping to re-deploy some Technical resources to reduce the backlog for health checks.  

c) There was a discussion regarding windows 7 and its compatibility with Plus 2. Main problems seem to be when printing. The symptoms included character problems and receipts printing off slowly. Nicole from Gladstone stated that the technical team will have to allocate time to look at the problem over the next two months.

d) Claire Pampe, Customer Services Manager, had been due to speak but could not attend due to illness. However, it was reported that she had started to make improvements in the running of the help desk and customer service team.  To help answer customer questions quickly Claire’s team have been trained in the use of tableau, kiosk and connect.

There was some discussion regarding cases that had been closed with out them being resolved to customer’s satisfaction. Arthur Morris stated that when a call is logged with the Help Desk the customer should receive a case reference. No case to be closed without confirmation from you that you are happy with resolution. Customers will receive an email if they are unreachable by phone on 3 separate occasions to advise that the call is being closed. Some users felt that the call back could be very technical. This point was noted and will be past on to Claire. Users agreed that there had been improvement in the service over the last 6 months.

AGENDA

GLADSTONE HEALTH & LEISURE
4.  Introduction to Development
Nicole Pellew gave the group an overview of the new Product Management Team. The team was set up 4 months ago and consists of 6 staff.  At present they are co-ordinating with the Gladstone sales, service and development teams to identify areas for future development. The aim is to obtain a better understanding of customers needs and improve the quality of the products with fewer structured releases. There will be two releases per year in spring and autumn. With a   formal process of prioritising for each releases which will include both internal and external testing. 

Nicole went on to outline the early adopters programme which is a vital element for external testing of products before they are released for general use. There is a high level of communication with Gladstone during the test period and Gladstone requires remote access to users system. All EA’s must have a test environment and have to commit to a large amount of staff and time. The EA process consists of a maximum of three products being installed on the test system.  The EA them uses the product, identifying any issues and logging them with the product management team. The point was made that it is sometimes necessary to extend the EA phase.




It is hoped that a Mobile app to handle zero price web bookable activities will be available Mid March – mid May. Also Connect 3 will be available for general release later in the summer. The team are working on sales and marketing module which will include sales retention. This will be in the autumn release.  The team are also working on a Communication module so that customers can be contacted using e-mail and text messages.

Arthur Morris from Gladstone’s thanked all the early adopters for all their help and assistance in testing the products. 

5.  Communicate – Cascade3d
Pete Eastwood from Cascade3d gave a brief outline of the company.  They have 20 years industry experience with 90+ customers and 500+ leisure facilities. Cascade3d operates throughout the UK and has a track record of delivering high quality reports systems to help people get the best out of their management and customer data. Cascade3d solutions are now official partners to Gladstone Health & Leisure. 

Pete went on to describe how Cascade3d operates. This product is designed to send messages to customers by texting their mobiles, e-mail or in letter form.  It can be automated to   send messages at different times of day, week or month. It is versatile and can be programmed to use individual information registered to customers.   For new customers during the first three months it can help to establish a routine if they receive regular reminders regarding classes or to ask how their training is progressing. The system is very versatile and can even send larger printing requests directly to a printing company.


6.  Agenda items from the group

a) Early adopter for Kiosk 2.7 – Active Stirling
Ian Huchison reported that as an EA they were still having some performance issues with Kiosk 2.7.  Nicole stated that no other customers were having the same issues.  However, she will re test AS system and try to resolve the problem as quickly as possible.

b) Improvements made by Gladstone since last meeting - Active Stirling
Users stated that there had been improvements over the last six months. Arthur Morris stated that more bugs had been fixed than had originally been expected. There was some discussion about the online workshops and the e-learning modules on Gladstone web page to assist users.

c) Contracts/SLA’s – Active Stirling
There was a discussion regarding service level agreements. They are all different as customers have different contract requirements and most amend their contracts to suit their needs. Georgia stated she is happy to discuss with individuals their service level agreements.


d) Wizard Configuration – Trouble with fixed end dates and applying zero value subscriptions to a wizard.  University of Newcastle
Newcastle users reported that they are experiencing difficulties with fixed end dates and applying zero values subscriptions to wizards.  Georgia will get someone to look at problem again.

e) SQL Reporting – How are others analyzing the data? – University of Newcastle
The University of Newcastle asked how other users were analyzing their data.  Some users were using tableau which they found to be very good. Georgia was asked about the Tableau workshop which had been mentioned at the last meeting.  Georgia stated that it was hoped to run a workshop in June and she would keep users informed. Arthur went through the costs implications of tableau and gave a demonstration of tableau after the meeting.

f) Pay online and wall mounted kiosks – West Dumbarton
West Dumbarton asked if any other users were having problems with online payments. The Worldpay users stated that they had few problems. However, there seemed to be a problem with Civica payments which Arthur’s team are working on at present. Arthur stated that the VAT problems were holding everyone back. The question was asked why use Civica if there is a problem. The council users do not have an option as Civica is the provider the council use.

g) Adding a picture to NEC members - Aberdeenshire
Lifting card data not picture. Bug fixer in autumn release.

h) Have other LA’s experienced difficulties with the increased annual license cost? – Aberdeenshire.
There was a discussion regarding the 35% increase of annual costs. It was raised that due to the financial constraints on budgets for next year a two month warning of any price increase was not enough notice for Universities and Council to alter budgets. Georgia stated that when people were due to renew it would be dealt with on a case by case basis.  Users mentioned that Gladstone had not increased their costs since 2004 and that Software for life was a better product.

i) We are currently looking at a two part chip and pin solution as there is not currently a Gladstone Civica solution, what are others with terminal services and Civica doing? Any time scales for an integrated solution? - Aberdeenshire
Arthur stated that there is a development plan for autumn release. His team are working with Civica and an agreement was reached with them two weeks ago to resolve the problems. 

j) The nine day (192 hour) error in how connect 3/Plus 2 handles advance bookings. – Edinburgh Leisure
Edinburgh Leisure reported that the advanced booking on connect was not working. The problem was first recorded in May 2010 they were told the autumn release would fix. However, the fix was not in release and they have been told it will now be in the autumn 2011 release. Georgia stated that several people had a similar problem and Gladstone had a communication problem as it had not been resolved quickly.




k) Access control/wristbands – Costs & functionality, do they achieve objectives? – East Renfrewshire
Users had a discussion regarding wrist bands as a means of controlling access. Some users stated that they found wristbands to be too expensive and they did not resolve the problem. Others stated that they found spot checks of receipts or instructors checking people coming in to classes more effective. A user also found that linking instructors pay to collecting receipts worked.

l) What’s in the spring release of Plus 2 & Connect? In particular proxy bookings functionality & handling of VAT. – East Renfrewshire
Connect 3 will be available for general release later in the summer. 


7.  ANY OTHER BUSINESS

There was no other business

8.  DATE OF NEXT MEETING

Heriot Watt University will host the next user forum at the Riccarton Campus, Currie.  The forum will take place mid October 2011.  Edinburgh Leisure will take the minutes and host the following meeting.




