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MEDIA RELEASE February 28, 2017 
 

NATIONWIDE OUTAGE HIGHLIGHTS URGENT NEED FOR 
nbn OUTAGE SYSTEM  

 
A nationwide failure of nbn’s Sky Muster satellite – leaving customers right across Australia 
without connection yesterday – has sharply highlighted the urgent need for an nbn 
notification system and call centre. 

Sky Muster users were left for at least two-and-a-half hours with nowhere to turn to find 
information during the outage, so they descended on volunteer group BIRRR (Better 
Internet for Rural Regional and Remote Australia) for answers. 

“I was absolutely inundated – hundreds of messages and notifications, my mobile and home 
phones were ringing off the hook from all over – and we had no idea what had happened 
either,” said BIRRR chief admin Kristy Sparrow. 

“It’s just insane that nbn seems to want a group of volunteers to do their customer support 
for free.” 
 
“We have asked nbn repeatedly to provide an outage notification line, social media 
presence and an outage info web page – at the very least a call centre – to deal with this 
kind of event.” 
 
Kristy had dozens of people ringing her to report their own outage and find out what was 
happening – to the point she had to walk away from them to get answers. 
 
“We understand people are frustrated and looking for answers, but considerable detective 
work is required behind the scenes for BIRRR to work out what is going on.  If nbn would 
simply own the issue, address it properly and keep people informed, a great deal of angst 
on the part of customers and stress on BIRRR volunteers would be alleviated.” 
 
She said there was also little point in customers ringing providers, who have no control over 
this kind of event.  
 
“However it was pleasing to see Sky Muster providers placing messages on their support 
phone lines and social media pages once they became aware of the issue.” 
 
The timing of the outage, just hours before the ISS (Interim Satellite Service) is due to 
be switched off (making most of rural Australia dependent on Sky Muster for their 
internet connections) showcases just how vital the reliability of this service now is. 
 
Many customers ARE now back online – but those having ongoing issues may need to 
power cycle* their modems. 
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‘The outage also highlights just how important landlines are to rural and remote Sky Muster 
customers – with a huge number of BIRRR members having their landline phone as their 
only form of communication when the internet is out.   
 
“Those who are dependent on Sky Muster for phone service were completely without 
communication, this is of great concern in the event of an emergency ” Kristy said. 
 
Sky Muster Satellite has not been the promised ‘game changing’ experience for rural and 
remote Australians, along with restrictive data allowances, the unreliability of the service 
has created significant impacts to education, business, health and welfare of regional 
Australians.  Ongoing outages, speed issues, off peak updates, rain fade and lack of 
support are but some of the extensive issues list that BIRRR continues to advocate to be 
fixed. 
 
If you are still not online please fill in this form: www.tinyurl.com/SkyMusteroutage 
 
BIRRR SM OUTAGE EXPERIENCE POLL: 
https://www.facebook.com/groups/BIRRR/permalink/637563676452323/ 
 
*POWER CYCLE link: https://birrraus.com/2016/07/27/how-to-power-cycle-a-device/ 
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For further information: 
BIRRR Website: www.birrraus.com 
BIRRR Facebook: www.facebook.com/groups/BIRRR/ 
Kristy Sparrow email: birrraus@gmail.com 
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