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1. Background and Overview 

BIRRR appreciates the opportunity to respond to the Joint Standing Committee on the National 
Broadband Network.   

The Better Internet for Rural, Regional and Remote Australia (BIRRR) group was founded in 2014 
due to a lack of information, advocacy and support for bush broadband consumers. The BIRRR team 
is made up of five volunteer rural women who have dedicated countless volunteer hours to ensure 
rural, regional and remote (RRR) telecommunications issues are resolved.  BIRRR's ever-increasing 
following and workload highlights the widespread need for RRR consumers to have access to user-
friendly telecommunications services that meet their specific needs. BIRRR registers over 120,000 
website hits (https://birrraus.com/) and hundreds of requests for help weekly. The BIRRR team is 
active in RRR areas every day, troubleshooting thousands of cases, which providers, nbnTM and the 
government continually disregard.  

BIRRR's roles have expanded as the need for consumer advocacy, more information about 
telecommunications options and expectations (arising from the rollout of nbnTM in rural, regional 
and remote Australia) have grown.  RRR consumers require equitable telecommunications for their 
businesses, the education of their children, health and personal needs.  Not only are we entitled to 
this, like the rest of Australia, our livelihoods and lives depend on it. There are now over 9,200 
active, engaged BIRRR members from every state and territory of Australia.  Due to the geographic 
challenges faced by RRR users, these consumers are extremely reliant on effective 
communications, especially the internet.  As such, the need for strong representation and reliable 
and accurate statistics on these consumers is essential.  Due to limited research into this specific 
consumer group, the volunteer BIRRR team has also undertaken extensive large-scale research on 
regional telecommunication needs and experiences.  Information about the findings, tips and 
troubleshooting and other information is located on our website at https://birrraus.com/.  

Other essential service providers (such as power and water providers) manage to do their own 
troubleshooting of issues, and do not expect a volunteer group to do it for them.  The issues that 
BIRRR are dealing with (and troubleshooting) are growing at a rate that cannot continue. The 
telecommunications industry as a whole need to become more accountable for their customer 
service and consumer guarantees.  Rather than attempting to solve issues one by one, there needs 
to be a committed and coordinated approach to improve policy and procedures across government 
and industry, to ensure that issues are resolved quickly, and that compensation is provided when 
issues are not resolved in an agreed timeframe. 

Although mandated to deliver a minimum speed requirement to every Australian, there is no 
guarantee, accountability or responsibility given by nbnTM to deliver reliable, affordable and 
equitable services.  The Government delivered nbnTM a modified Statement of Expectations to 
guide the steps in rollout out the network on 24 August 2016.  

 

https://birrraus.com/
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“This Statement of Expectations is issued by Shareholder Ministers and guides NBN 
Co Ltd to ensure its strategic direction aligns with the Government’s objectives for 
delivery of the network. It replaces previous statements provided to the company 
and will be updated as required to reflect future decisions by the Government.” 

“The Government is committed to completing the network and ensuring that all 
Australians have access to very fast broadband as soon as possible, at affordable 
prices, and at least cost to taxpayers. The Government expects the network will 
provide peak wholesale download data rates (and proportionate upload rates) of 
at least 25 megabits per second to all premises, and at least 50 megabits per 
second to 90 per cent of fixed line premises as soon as possible.” 

Department of Communications and the Arts, 2016 

The rollout of nbnTM Sky Muster has been plagued with problems and reliability issues - continually 
attested to by BIRRR members in our online forum.  It has failed to deliver ‘service quality and 
continuity for consumers in regional areas’.  Issues include poor speeds, dropouts, packet loss, high 
latency, weather issues, unreliable service, and restrictive data allowances.  nbnTM Sky Muster has 
further disadvantaged many regional broadband users by replacing existing reliable, slow, limited 
technology with faster, but unreliable and limited technology. 

BIRRR is the RRR end users’ advocate - we intimately understand the problems, issues and concerns 
of RRR customers and have a lot of experience to offer at the table.  The BIRRR website 
(https://birrraus.com/) IS the ONLY source of much needed factual information for customers when 
dealing with nbnTM related issues. The volunteer team dedicate many hours to ensure that the 
website is up to date and contains current information.  However, this should not be our role.   

We do not have all the answers at a policy, political and legislative level.  However, we have 
included important recommendations within this submission and will continue to work with all 
stakeholders to determine constructive solutions.   

Every Australian, irrespective of where they live or work, must be confident they can connect to 
quality, reliable, accessible and affordable broadband and voice services.  Customer support 
guarantees must be underpinned by commitments by nbnTM, Internet Service Providers (ISP) and 
government, to ensure that RRR areas are not disadvantaged due to their population and 
postcode. 

 

  

https://birrraus.com/
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2. Scope of Submission 

The BIRRR group has three key concerns:  

1. The Government Statement of Expectations (August, 2016) does not provide nbnTM with a clear 
mandate on customer service obligations, service quality and reliability or technology choice. 

2. nbnTM is not transparent and accountable when it comes to providing information and support 
to both providers and end users (for their Sky Muster and Fixed Wireless Services). 

3. nbnTM Sky Muster satellite wholesale service does not allow retail service providers to supply 
services that meet the needs of end users.  Sky Muster's platform limits productivity and 
innovation, and fails to fully deliver social and economic benefits for rural, regional and remote 
Australians. The advertised ‘game changing’ satellite is far removed from the real-world 
experience of many RRR Sky Muster users. 

This submission will justify these concerns using real-life case studies and on-the-ground experience 
as evidence.  Whilst the BIRRR team has focused specifically on the issues of those in RRR areas, 
end users of all forms of nbnTM technologies experience many of the issues discussed below. 
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BIRRR liken nbnTM to a driver less train with loosely coupled carriages. 

Each train carriage only knows of the problems affecting their carriage. BIRRR believes there are 
systemic problems across all carriages that need urgent attention. 

From the customers perspective they do not know who to turn to, who is in control and who can 
resolve their specific issues. It is an endless finger pointing exercise, which BIRRR term, 'the circle of 
blame'. 

No one has an end-to-end view of an nbnTM service apart from the customer. 

The customer has no service level agreement for their nbnTM service. 

 

 

Figure 1: Keeping Track of Bush Broadband 
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3. Summary 

nbnTM policy and direction must be reviewed.   

Too much emphasis has been placed on providing minimum speeds and a connection, at the 
expense of customer needs and service guarantees.  

The Australian Government and telecommunication industry must focus on delivering reliability, 
affordability, accessibility, Quality of Service (QoS) and customer service, as well as reasonable 
speed of broadband services. Progression and innovation in RRR areas cannot proceed without 
these essential baseline components, regardless of speeds offered.  

Customer service guarantees should include more than just upload and download speeds and must 
give updated, fully accountable and independently monitored Customer Service Guarantee (CSG) 
arrangements and reliability performance measures for nbnTM services.  As baseline requirements: 

• minimum data allowances 

• availability 

• accessibility 

• affordability 

• upload and download speeds 

• Quality of Service  and  

• customer service / repair timeframes 

The BIRRR team understands that the telecommunications industry is rapidly changing, which 
makes it imperative that policy and legislation is updated regularly. Ultimately, this is a 
Government role that needs urgent attention.  BIRRR intimately understand the problems issues 
and concerns of RRR customers.  Whilst we do not have all the answers we do have a lot of 
experience to offer at the table and will work with all stakeholders to develop constructive 
solutions. 

BIRRR is also concerned about the number of inquiries, reviews, submissions and forums that are 
currently occurring in the telecommunications space. There appears to be no uniform or 
consolidated approach to addressing telecommunications issues in RRR Australia. This haphazard 
approach to policy, legislation and funding lacks directive and weakens existing frameworks, further 
confusing the consumer and generating a tangled web of issues. 
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4. Recommendations 

An expert quasi-Government panel must be created to continuously monitor the effectiveness of 
the nbnTM roll-out, nbnTM service implementation and the quality of nbnTM customer services. 

This organisation would have the power to direct and recommend solutions to all players in the 
nbnTM service chain.  

4.1. Sky Muster 

• nbnTM to provide a Sky Muster Chart of Responsibility – showing each 'section' of the Sky 
Muster network, with best contact point for when issues arise. Chart to include: a list of services 
the RSP is expected to provide; the critical role that CVC capacity plays; and should include 
sufficient information/tools to allow end users to identify if connection problem originates with 
them, their provider or nbnTM.  

Currently only the customer currently has an end-to-end view of their actual service performance. 
A provider, their backhaul providers, their internet service providers, delivery partners and nbnTM 
only see and manage a single 'compartment' of the' train'.   

• Establishment of a TERTIARY PORT, similar to the distance education port for students studying 
externally and using Sky Muster.   

• Development of a SKY MUSTER USER GUIDE with clear guidelines including: restrictions of the 
service; tips on how to use off peak data; how to set up a home network; equipment required 
etc. 

• Investigating UN-METERING of essential Government sites and the use of multi-cast for 
specialised video streaming to enable businesses using Sky Muster to ration data for other 
needs.  

• Enable providers to offer Sky Muster BUSINESS PLANS.  
• Sky Muster should be reserved for those with a genuine need. 

Sky Muster has a 15 year service life - plans should be implemented to ensure regional Australia has 
equitable access to voice and broadband services. Sufficient QoS and service availability of greater 
than 99.9% are essential to regional and remote community communications.  Alternate 
technology to Sky Muster must be used to service premises in the current ADSL footprint. 

4.2. nbnTM Support  

• nbnTM Check Your Address site to show shaded technology types and offer the ability to search 
by co-ordinates. 

• Continued development of the specific nbnTM RRR consultancy team (with contact details 
advertised on nbn website and social media). 

• Improvements to nbn website (and social media) offering clear fact sheets and troubleshooting 
information. 

• Establish a more effective system of provider - nbnTM communication, including an effective 
process to escalate issues.  
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• Providers to have the option to search via NTD numbers and GPS Co-ordinates in the nbnTM 
portal. 

• Providers to be given clear expectations in their provision of customer support, so that it is easy 
to access and understand. 

• Troubleshooting tickets to be actioned faster and to have customer guaranteed repair 
timeframes. 

• nbnTM to focus their funds on supporting providers and improving end user experience (and 
less on misleading advertising campaigns). 

• nbnTM should provide publicly available per provider congestion and performance statistics for 
Sky Muster; as it did for the ISS. 

4.3. Installation Process and Delivery Partners: 

• One central point of contact during the installation process. 
• Where fixed wireless is in the immediate area of a residence, and within the 14km service 

range, nbnTM should require installers to check for fixed wireless signal before installing to Sky 
Muster.   

• Encourage providers to inform end users that they are eligible for an additional signal check if 
signals are close to a pass (even if they have failed once).  

• A greater effort from nbnTM and its delivery partners to ensure consumers are connected to 
nbnTM fixed and fixed wireless services wherever possible. Providers should also check for 
proximity to fixed wireless before ordering Sky Muster services.  

There is no current incentive for providers to find and connect the very best nbnTM service for a 
specific customer. 

• Greater communication between all parties including that of the technicians responsible for 
the infield installations and repairs. Delivery partners and nbnTM to report on the length of time 
between first scheduled installation and the provision of a fully functioning nbnTM service.  

• Develop a clear migration pathway for those end users connected to Sky Muster but with fixed 
wireless availability. 

• Set clear guidelines for delivery partners that have specific contractual obligations that they 
must deliver. Urgent need for contractual obligations in regards to timely payment of 
installers. 

• Ensure information provided by the end user actually reaches the installer e.g. no mobile 
service, so unable to be contacted on mobile. 

• Delivery partners to be able to share information with installers, for installs occurring over a 
two-week period, so that installers can organise their own installations and repairs by location 
(thus allowing for ‘milk run installations’ and repairs to occur).   

• Detailed information (on nbnTM website, and to providers and installers) on specifications for 
non–standard fixed wireless installs (e.g. can antenna be pole mounted, requirements for 
powered sites and solar sites etc.) 
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4.4. Digital Capacity Building 

• Fully resourced capacity-building programs that build digital ability, and provide learning and 
effective problem solving support for regional, rural and remote businesses and consumers. 

• Funded digital support to help consumers get and stay connected.  Refer to Agforce QLD 
Telecoms Innovation Project (TIP), which is seeking funding. 
 

• Significant funding and comprehensive planning directed at innovative telecommunications 
projects specifically designed at covering gaps in RRR areas. Should ensure that the following are 
equally respected: 

 infrastructure  
 service provision 
 customer service  
 consumer education  

• New infrastructure projects in RRR areas should be required to partner with 
telecommunications infrastructure providers to share infrastructure and improve mobile 
technology for communities.  

Incentives should be delivered for RRR premises and communities to improve existing 
infrastructure, similar to Broadband 4 the Rural North (B4RN) initiative in the UK. 

4.5. Amendments to Customer Service Guarantees, Legislation and Regulatory Acts  

• Regulatory bodies should have oversight of the performance of the network and be able to 
determine service levels and compensation when the network does not perform. 

• Expand and enforce CSG and Universal Service Obligations (USO) for broadband and voice 
services. 

• Government Statement of Expectations to nbnTM should guarantee service levels and have 
consumer safeguards such as: customer service; repair times; service quality service reliability 
and technology choice standards. 

• Telecommunications Industry Ombudsman (TIO) should have more authority to step in when an 
issue is at nbnTM level.  TIO to collect data on nbnTM technologies that are experiencing issues. 

• ACCC to complete and be supported and resourced in investigations into speeds on nbnTM 
network across all technologies (not just fixed line) and providers through the Broadband Speed 
Claims and Broadband Performance and Monitoring Program. 

• A large scale infrastructure audit on communications needs to be completed as soon as possible 
– see RTIRC review 2015.  

 
 
 
 
 
 

 

http://www.tio.com.au/
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5. Terms of Reference 

5.1. 2. a) Rollout progress with particular regard to the nbnTM Limited Statement of 
Expectations issued by Shareholder Ministers on 24 August 2016; 

BIRRR has several concerns regarding the nbnTM rollout progress to RRR Australia. We see the 
nbnTM network as a very long train filled with complex setups in each carriage, a lack of clear 
information around who is responsible for each carriage, and no (visible) engine in control.  In 
particular, the nbnTM Sky Muster rollout has seen a serious lack of service quality and continuity. 
The service has not been tested until it has been rolled out, leaving consumers to serve as guinea 
pigs, with no compensation offered to those trialling this non-proven service.   

In terms of working with stakeholders, the BIRRR team have found nbnTM representatives to be 
actively engaged with our group and proactive when it comes to addressing issues.  There have 
been several improvements over recent weeks, seeing some steps in the right direction towards 
improving end users experience during the nbnTM rollout.  The development of a recorded call 
centre outage service for satellite users has been a welcome 'first-step', but BIRRR believes this 
initiative needs to be further developed to include webpage and social media outage notifications, 
as well as providers being encouraged to provide real-time outage notifications via appropriate 
channels of communication (such as social media, text and recorded messages).   

It must be remembered that often when their nbnTM Sky Muster service is not working, many end 
users can ONLY access a landline, because 42% of Sky Muster users have no mobile coverage 
(BIRRR, 2016).  The development of a specific regional team within the nbnTM call centre has also 
been a welcome addition, however there needs to be much clearer communication of roles and 
responsibilities so it is clear which issues this team can assist with, and which issues are specifically 
related to providers or end users.  In our direct dealings, BIRRR has found nbnTM staff to be helpful 
and understanding when it comes to issues in regional areas, however we feel they are constrained 
by Government policy and direction, which has led to a complicated network with growing issues.  
We are very aware that the majority of end-user experiences has not been the same as the BIRRR 
team, resulting in much blame-shifting and frustration. 

The Government Statement of Expectations (SOE) (August, 2016) does not provide nbnTM with a 
clear mandate on customer service obligations, service quality and reliability or technology choice. 
The SOE has a clear policy objective of providing fast broadband, quickly and at least cost to 
taxpayers.  This has resulted in many regional areas receiving an inferior technology to their existing 
services, a lack of consumer safeguards and service reliability, and broadband services that do not 
meet the needs of regional Australians (especially in terms of data allowances and latency). 
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When it comes to the rollout of the network, the BIRRR team has identified a comprehensive list of 
issues faced by end users, including:   

• nbnTM mapping, location and addressing issues 

• Lack of accessible information on standard and non-standard nbnTM Fixed Wireless installs 
from nbnTM. 

• nbnTM installer and delivery partner issues. 

• Cancelled installs and services not activating on install. 

• Inferior technology of nbnTM roll out for some regional locations. 

• Complexity of nbnTM network. 

 

5.1.1. nbnTM Mapping, Location and Addressing Issues 

There have been ongoing addressing issues for RRR consumers, as they attempt to determine 
which nbnTM service they are eligible for.  Often end users are confused about their nbnTM option 
due to prior restrictions by nbnTM on Interim Satellite users and nbnTM mapping issues.  A lack of 
awareness by consumers that every Australian is entitled to an nbnTM connection – where people 
are simply unaware they can connect to a service - has further complicated addressing issues. 

Due to nbnTM being the wholesale provider, end users are instructed to order a nbnTM service 
through their Retail Service Provider (RSP), however when residences cannot be matched to an 
nbnTM location Identifier (LOC ID), orders can often become lost in the system (between the RSP 
and nbnTM).  It takes a significant amount of time for an end user with an addressing issue to access 
the correct assistance to report and solve their problem.  Many RRR end users cannot even get 
their address to map on the nbnTM website, and the tool to search via co-ordinates has also been 
removed, creating huge frustrations for those trying to simply order a connection.  Sky Muster 
providers have been swamped with other issues, leaving end users with nowhere to turn when 
their address cannot be found. 

Customers are then forced to seek BIRRR’s assistance to help troubleshoot - where they find 
information and contacts not readily available to them through ‘normal’ channels. 
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Even when the BIRRR team becomes involved, it can take nbnTM several weeks to create a LOC ID, 
which can then be passed onto the end user so they can order a service.  The length of time taken 
by nbnTM to address such issues is frustrating end users, harming businesses and damaging the 
reputation of nbnTM.  There should be a much clearer chain of responsibility, identifying who is 
responsible for creating LOC ID’s, and whom an end user should contact if their provider cannot 
locate their address in the nbnTM portal. Providers also need to be more accountable for ensuring 
that orders placed for nbnTM services are followed through, and to be more helpful in requesting 
address service class changes from nbnTM for their customers. 
 

BIRRR CASE STUDY 1  
LOC ID Issues: Stradbroke Station, Dajarra QLD 
Stradbroke Station applied for Sky Muster with their provider on June 15th 2016.  They 
required three Sky Muster installations.  The order never progressed as the RSP could not 
locate an nbnTM LOC ID anywhere near the supplied co-ordinates. The manager at the time 
of the application left the property (which then had a working Interim Satellite Service 
(ISS)).  A new family, with Distance Education children, commenced work at the station in 
early March 2017 (in the meantime the ISS had been switched off) and they had no active 
internet connection.  BIRRR was requested to help, it took nbnTM over 2 weeks to establish 
LOC ID’s for the property and then an order had to be placed. The station is still not 
connected to Sky Muster a month later.  The family has no alternative internet service. 

 
Image: LOC ID Issues Stradbroke Station 
 

Figure 2: BIRRR Case Study 1- LOC ID Issues: Stradbroke Station, Dajarra QLD 
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Figure 3: BIRRR Case Study 2- Mapping Issue: ALI BOGLE, Minlaton, SA 

nbnTM mapping for fixed wireless is also not always a good indication of actual signal strength at a 
location, when compared to actual on-ground signal tests.  The fixed wireless shading has been 
removed from the nbnTM ‘check your address’ site, resulting in many RRR users not being aware of 
their proximity and possible opportunity to access fixed wireless instead of Sky Muster Satellite. 
 
Attempting to get a service class change for an address is a very frustrating and lengthy process. 
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5.1.2. Fixed Wireless Non Standard and Standard Installations  

For those end users seeking a nbnTM Fixed Wireless 
connection, there are a number of roadblocks which 
prevent access to clear and accurate information, 
resulting in end users being connected to Sky Muster 
when Fixed Wireless may be available.  This will increase 
demand for already limited services and prevent end 
users from fully utilising internet based services required 
to meet their economic and social connectivity needs. 

Additionally, the lack of clear and accessible nbnTM 
information to assist consumers and installers with non-
standard nbnTM Fixed Wireless installations is challenging 
end users, who simply want the best available 
connection.  This section of the BIRRR website is very well 
frequented which highlights the need for accurate 
information. 

Often access to nbnTM fixed wireless service signal appears to be entirely dependent on how 
dedicated the installer is in getting the end user connected.  There has been immense confusion 
over non-standard installations, and great difficulty in getting marginal installations connected.  
Some consumers are prepared to pay the extra costs involved in securing a connection that better 
meets their needs, as demonstrated by Figure 3 nbnTM non-standard fixed wireless installation. 

The BIRRR team has had success in helping consumers who were ‘on the fringe’ of fixed wireless 
but mapped for Sky Muster.  It is an extremely frustrating experience for end users on the edge of 
nbnTM map shading to have their service class changed so a signal test can be attempted.  Providers 
offer limited assistance and end users are left without understanding the required steps to achieve 
an address class change, or who can assist them to attain this change.  nbnTM have recently 
improved their contact centre in regards to such cases, however the contact number and email is 
not readily available to end users.  

 

Figure 4:  Non-Standard Fixed Wireless 
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Figure 5: BIRRR Case Study 3 - Mapping Issue: Stephanie Nicholas, Lakes Creek QLD 

BIRRR also has examples of nbnTM customers who were connected to Sky Muster (or have had 
failed fixed wireless installs) even though a Fixed Wireless service was achievable, as it was 'easier' 
for installers.  Some customers have been informed by installers that ‘satellite is just as good as 
fixed wireless’ (when it is clearly an inferior option). 

Further complicating this issue, some nbnTM fixed wireless towers have antennas tilted down, to 
only cover the immediate township area and not outlying residences.  For example, Jerilderie, NSW 
has antennas pointed to cover the township only, leaving a large number of businesses and 
properties on the outskirts of town to be forced onto Sky Muster satellite (see Figure 6 and Figure 
7).  Residences outside the fixed wireless areas are turning to mobile broadband rather than nbnTM 
services, as satellite does not meet their business needs. 

 

BIRRR CASE STUDY 3  
Mapping Issue: Stephanie Nicholas, Lakes Creek QLD 
Stephanie Nicholas was told by her RSP that she could only get Sky Muster.  BIRRR did a 
desk check and determined there were two NBN Fixed Wireless towers within distance 
and that Stephanie had ‘line-of-sight’.  She is now connected to fixed wireless despite 
being mapped for Sky Muster Satellite. 

 
Image: Mapping Issues Stephanie Nicholas, Lakes Creek 
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Figure 6: Mapping Issues Jerilderie, Fixed Wireless Footprint 

 

 
Figure 7: Mapping Issues Jerilderie, outskirts of town forced on to Sky Muster 

nbnTM uses modelling techniques to establish and map the generally viable areas of reception. This 
modelling is based (amongst other factors) on the gross effects of topography, vegetation cover 
and distance from a tower.  However, the results are often inaccurate, as the precise signal strength 
at any specific point location is very difficult to predict, due to the specific effects of local 
topography and the additional effects of nearby structures. Consequently, nbnTM installers first 
need to make a physical measurement (on site) to verify if a connection will actually be viable on 
the property. 

 



 

16 
 

Fixed wireless towers that broadcast their signal uniformly in all directions will have sets of three 
antennae mounted. However, not all towers are designed to radiate signals consistently through 
360 degrees, with some much more directional than others. The maximum distance from the tower 
to the customer premises is limited (by nbnTM) to 14km, however many towers appear to offer only 
a 5 to 6km radius and some even less.  This will depend on the tower configuration and the local 
environment (i.e. obstructions).  Most towers mount antennas pointed at the horizon to ensure 
maximum range.  In a few locations however, where co-frequency interference may occur, the 
antennas may be tilted down, affecting the maximum range offered.  The antennas may also not be 
present in co-frequency interference situations, creating a ‘wedge’ where no fixed wireless 
connections can occur. 

Situations that may cause co-inference, include: 

• nbnTM themselves, when two towers overlap coverage on the exact same frequency (see 
Appendix J for a case study) 

• Airports/Defence etc. also seem to restrict the coverage of a Fixed Wireless towers (Figure 7 
shows an example) 

• OPTUS network frequencies very close to Fixed Wireless frequencies. 

 

 
Figure 8: Wedge Effect Geraldton, WA 
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Figure 8 demonstrates a 'wedge effect' caused by co-interference of two nbnTM towers.  As 
explained by nbnTM: 

“We have a less spectrum available to us in Geraldton because there’s a big 
military communications base in the area so we have to use the same frequency 
on two of the three sectors. When that happens, it causes interference where 
those sectors overlap so we cut out a wedge from our coverage maps where they 
are overlapping. The wedge is only theoretical and in this case, it’s not quite big 
enough so a few houses are still not able to get a service because of that 
interference, even though our maps say they can.” 

Pers. Comm. , nbn, 2016 

The lack of information about connection options for those RRR consumers (connected to Sky 
Muster) who have since discovered Fixed Wireless was available is frustrating.  For example, despite 
customers being willing to invest in additional infrastructure, such as wi-fi bridges, there is no clear 
or concise procedure from nbnTM on how to achieve this.  

Other BIRRR members, who were initially mapped for satellite services by nbnTM, have now been 
informed that nbnTM fixed wireless will be rolled out in their area.  Unfortunately, there is no clear 
pathway as to how the migration to a different technology will be managed.  This issue is already 
affecting many consumers who are currently connected to Sky Muster, but have desk checks 
revealing fixed wireless signal strength could be obtained at the location.  The BIRRR team believe 
this is a result of the SOE requesting nbn to roll out the network quickly and at least cost to 
taxpayers, rather than focusing on providing a service that meets the data needs of end users. 

5.1.3. Cancelled Installations and Connections Not Activating on Installation 

“nbnTM have engaged a number of partners to assist with the design, 
construction, activation and assurance of the network.  nbnTM’s success is in part 
dependent on the successful operationalisation of contractual agreements and 
ongoing management of partner.” 

nbnco 2017 p 61 

There are countless examples where nbnTM delivery, activation and assurance partners have failed 
to deliver, and have in fact contributed to, Sky Muster’s ‘teething problems’ (which are ongoing 11 
months after services first became active).  Sky Muster installations have been plagued with issues 
including missed appointments, non-working installs and huge levels of customer frustration.  A Sky 
Muster user survey, conducted by BIRRR during October – December 2016, showed 36% of 
consumers had cancelled installations (see Figure 9).  Some end users have experienced up to 12 
cancelled install appointments.  This incurs a significant cost to the end user, as it was frequently 
necessary to arrange time off work or leave without pay, in order to facilitate the scheduled install. 
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There have also been issues with installers ringing mobile phones (even when the delivery partner 
has been informed there is no mobile coverage); installers not leaving messages on answering 
machines, and a large number of ‘no show’ installation appointments.  

Due to the complicated process of an nbnTM installation, consumers are often left with no-one to 
contact except their RSP, who is at no point involved in arranging the installation, and therefore 
unable to offer any resolution.   This is a direct result of:  

• too many organisations being involved in the installation and repair process 

• no service obligation agreement in contractual agreements 

• and no central point of contact (see Figure 9). 

 

 
Figure 9: nbnTM Fixed Wireless and Sky Muster customer interfaces (BIRRR) 
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nbnTM do not offer direct support in troubleshooting Sky Muster connections or installations - all 
troubleshooting is instead directed through a provider.  This lack of direct communication allows 
nbnTM to maintain an ‘arms-length’ association, effectively avoiding any responsibility for the 
widespread issues experienced on the ground (and mentioned in this submission).  (See attached 
Appendix H detailing installation and reliability issues with Sky Muster experienced by members of 
the Northern Territory Cattlemen's Association.)   

The BIRRR survey demonstrated that (in 2016) 20% of Sky Muster services did not activate on 
installation (see Figure 9).  Although these figures have recently improved, there is still no way of 
escalating a service that does not work on installation.  This results in a frustrating 'circle of blame' 
between the provider and nbnTM, with the end user receiving no clear answer as to how to get their 
service active or who is responsible for this activation.   

The BIRRR team regularly receives request for help from end users who have been connected to 
Sky Muster, but for whom the service has never worked.  Some of these have been ongoing for up 
to four months after install. 

 
  

Figure 10: BIRRR Sky Muster Survey Preliminary Data Statistics, 2016 
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5.1.4. Installer and delivery partner Issues 

As shown in Figure 8, installers need to follow a long chain of command before they can actually 
visit a residence for an installation.  Installers have had issues with orders being placed by delivery 
partners on a daily basis, resulting in no common sense ‘milk run’ installations being able to occur.  
Often installers are sent to install a service many hundreds of kilometres away, only to travel back 
along the same road two days later.   

Installers also have had problems receiving full payment for their services.  The BIRRR team is 
aware of an installer who is owed for over 40 nbnTM installations, with another owed in excess of 
$10,000 for nbnTM installations already performed, a third has outstanding payments from 12 
months ago.  The issues have become so problematic that installers have set up their own 
association in an attempt to overcome these issues (See Appendix A).  

"Our biggest gripe is we are not being paid in a timely manner and when we find 
faulty installs it is swept under the carpet. The training is non-existent, I field calls 
nearly every day from new technicians that are thrown out there to fend for 
themselves. Hills have no formal on the job training it's two days of OHS trading 
and a thanks for coming." 

Sky Muster and Fixed Wireless Installer 

5.1.5. Choice of nbnTM technology 

Public perception of the nbnTM rollout is at an all-time low.   This is a result of the lack of community 
consultation, poor planning and absence of clear accountability across nbnTM network 
implementations. Customers often cite the positioning of nbnTM Fixed Wireless towers and lack of 
transparent information as a problem.  BIRRR understands that towers are subject to legislation, 
planning and local council permits, existing infrastructure, interference issues and costs.  None of 
this has been communicated well to end users.  

Updated data from nbnTM estimate 412,000 addresses are now mapped for Sky Muster satellite 
(pers. Comm. 11/1/17).  It is of concern that nbnTM has decided to change technology roll-out for 
many RRR communities and current ADSL mapped towns, further increasing the satellite footprint 
and downgrading these communities to inferior services.  Areas such as Urana, NSW and Kaniva, 
Victoria (see Figure 11), which were once mapped for Fixed Wireless have been pushed onto the 
Sky Muster network. 

“Kaniva is an ideal site for a fixed fibre service; the service is currently available in 
the neighbouring town to the West (Bordertown) and is scheduled to be available 
in the neighbouring town to the East (Nhill). Kaniva is situated directly on the 
Western Highway, on the main optic fibre trunk. With a population of over 1,000 
Kaniva would seem an obvious location for the installation of the fibre network.” 

West Wimmera Shire Council, 2015 
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Figure 11: Kaniva, Victoria, Google Maps, Population at the 2011 census 1,061 (ABS) 

A comprehensive list of towns and communities receiving large numbers of Sky Muster installations 
can be found here:  https://www.finder.com.au/nbn-who-gets-the-most-sky-muster-satellite-
coverage 

Additionally, more than 4000 premises in ‘metro’ electorates across Australia are being offered 
Sky Muster satellite services (Crozier, 2017).  See Figure 12 for an example of Canberra residences 
mapped for Sky Muster. 

 
Figure 12: Choice of nbnTM technology Canberra Urban 

In many cases, large regional centres that are connected to nbnTM fibre are often surrounded by 
areas that cannot access nbnTM fixed wireless.  Outlying populations are then relegated to Sky 
Muster Satellite services despite being tantalizingly close to superior technology.  Examples of this 
are Emerald, QLD and Grenfell, NSW. 

  

https://www.finder.com.au/nbn-who-gets-the-most-sky-muster-satellite-coverage
https://www.finder.com.au/nbn-who-gets-the-most-sky-muster-satellite-coverage
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BIRRR understands that radio planning is a science and not an art; however, there are many reports 
of customers being forced onto satellite technology when wireless is clearly a superior nbnTM 
solution.  There is no mechanism available for the consumer to address these problems and 
technology choice pathways for community groups are difficult and expensive to negotiate. 

Consequently, Wi-Fi entrepreneurs are exploiting missed nbnTM opportunities, by providing 
superior internet services to regional areas who have been underserved by nbnTM.  There are 
already large numbers of alternate fixed wireless providers in operation as shown on the BIRRR 
Alternate Fixed Wireless Map (see Figure 13) online at https://birrraus.com/alternative-fixed-
wireless-providers/ 

 
Figure 13: Alternate Fixed Wireless Providers, BIRRR, 2017 

The upshot is fewer nbnTM customers, less profit from nbnTM connected services and even more 
confusion among the public as to their telecommunications options.  

https://birrraus.com/alternative-fixed-wireless-providers/
https://birrraus.com/alternative-fixed-wireless-providers/
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5.2. 2. b) Utilisation of the national broadband network in connected localities in 
both metropolitan and regional areas, and the identification of opportunities to 
enhance economic and social benefits; 

Equity of service is essential for RRR consumers, irrespective of where they work and live.  The 
contribution to the Australian economy (per capita) made by RRR residents and businesses far 
outweighs the current infrastructure expenditure on telecommunications for these regions.  To 
illustrate: each person in the Quilpie Shire Queensland, contributes $250,000 to the economy, 
compared to Brisbane’s $70,000. (Central Western Queensland Remote Area Planning and 
Development Board, RAPAD, 2016).   

To ensure RRR productivity and growth and to keep people living in RRR areas, broadband services 
must be accessible, affordable, reliable and equitable.  Essential services in RRR areas are already 
lacking - mental and physical health, education, business productivity, tourism, economic growth 
and innovation would all benefit greatly from improved telecommunications. 

For too long rural and regional areas have been neglected by government.  Infrastructure 
spending is focused on high-density population centres, to the detriment of the bush - nowhere is 
this more evident than in the roll-out of the nbnTM.  While city dwellers have had their already 
superior internet services upgraded, regional and rural residents have been forced onto a sub-
standard, inadequate service that struggles to provide the basic functionality required to run a 
business in today’s world. 

BIRRR recognises that the costs associated with bringing basic infrastructure to small and/or 
isolated communities is much higher than that of more densely populated regions.  These costs are 
often used to justify using satellite technology to deliver internet services in regional areas.  The 
associated high costs and limited data availability are considered ‘reasonable trade-offs’ for the 
provision of these lower-cost facilities. 

BIRRR believes this situation needs to be viewed from a different angle.  Instead of simply looking 
at the cost of infrastructure in relation to the number of end users, consideration needs to be 
given the amount of real wealth generated by rural and remote users.  The National Farmers’ 
Federation estimates there are 134,000 farming businesses in Australia.  Farm production, the 
value-adding processes of food and fibre industries and the associated economic activity 
associated with these industries contributes approximately $155 billion dollars to the economy 
each year, which equates to around 12% of Australia’s Gross Domestic Product. 

Figures recently released by the Australian Bureau of Statistics show that, in the three months to 
December 2016, agriculture contributed 0.5% to the nation’s overall 1.1% economic growth.  In 
addition, agricultural export earnings are expected to be around $48.7 billion in 2017-18.  
Considering agriculture experienced 27.6% growth in 2016 (compared with 4.6% in mining and a 
decline in both manufacturing and construction) it is safe to say agriculture is an important sector 
that continues to underpin the overall economy.  
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The government has come to rely on this situation.  However, in the current era of global 
competition, declining terms of trade and ever-decreasing farm gate returns, the future of 
Australian agriculture cannot be guaranteed.  Add to this, an aging farming population, reduced 
interest in agriculture as a career in upcoming generations and a general reduction in rural 
government services.  The result is a growing inequity between rural and urban populations that 
could have long-lasting and devastating implications for this country. 

A major point of rural-urban inequity is internet access.  It is worth noting that most agricultural 
production occurs in regions that do not have access to high-speed, unlimited data internet, but are 
instead forced to ‘make do’ on expensive satellite services that are data-poor and prone to drop-
outs, high latency and connection issues. 

Despite these enormous challenges, and the fact that many parts of the country are experiencing 
challenging environmental conditions, agriculture continues to punch above its weight in economic 
terms.  This is only possible because Australian farmers are rightfully recognised as being among 
the efficient in the world.   

This efficiency is not an accident.  Australian farmers are among the least subsidised producers (and 
have some of the highest input costs) in the world.  Therefore, to remain economically viable 
Australian producers must operate highly efficient businesses that minimise waste and feature 
cost-effective and creative approaches to traditional business procedures.  This efficiency is not a 
new thing - Australian farmers have a long history of using innovative practices to improve business 
performance.   

However, there are only so many, on-farm cuts that can be made to a business before it starts to go 
backwards.  When that point is reached, the only way to continue to improve is to embrace 
technological advances.  To do that, Australian farms need affordable, reliable internet with 
sufficient data allowances.  This is currently not available. 

Far too many regional users are being forced on to Sky Muster, which, by any measure, falls a long 
way short of the capabilities promised by the nbnTM.  This is a system, which frequently does not 
allow for the absolute basics such as internet banking and is not in a position to even contemplate – 
let alone capitalise on – the technical revolutions of the future.  By forcing large swathes of the 
population on to a sub-standard service, the government will cripple agricultural innovation in 
this country for decades to come.   

Of the estimated 134,000 farms in Australia, approximately 99% are family-owned.  Without the 
ability to adapt and evolve, Australian farming businesses are in danger of becoming extinct.  
Fresh, home-grown food could become a niche market afforded only by the very wealthy while the 
majority of the population relies on cheap, imported produce.  This not only raises issues about 
food safety standards in other countries, but also places Australia’s own food security at risk.  This 
is not the future for which Australians should strive. 
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Regional businesses need the internet to operate, and regional communities need those 
businesses to survive and thrive.  It is the members of Australian farming communities who man 
the volunteer bushfire brigades, make up the local State Emergency Services crews, drive the 
ambulances when professional paramedics are not available, and run the local events that raise 
funds for much needed community services such as the Royal Flying Doctor Service (RFDS) and the 
Isolated Children’s and Parents’ Association (ICPA). 

If businesses cannot effectively operate due to out-dated and inadequate communication systems, 
then people will ultimately have to move.  This will have a devastating knock-on effect, as money 
previously earned by farmers is no longer invested back into local businesses.  Jobs will be lost 
which means these wages will no longer be spent locally.  Without farms, rural and regional 
Australia will suffer.  We know this because in some areas, this fallout is already happening. 

No reliable communications - voice and broadband = no local businesses = no regional 
communities.  Clearly, this outcome would be very bad news for all of Australia, including its cities.  
As people are forced out of regional Australia due to a lack of services, the pressure on transport, 
infrastructure, housing affordability and congestion in the city will only escalate.  As more people 
leave, fewer services will be provided, more people will leave and the whole downward spiral will 
continue. 

In contrast, if nbnTM were to deliver the services promised, it would have the potential to re-
invigorate rural economies, provide pathways into agriculture for the tech-savvy youth of today 
and create opportunities for the future.  It would allow Australian producers to remain at the 
forefront of technology, global trends and market developments.  It would encourage even greater 
innovation and lay the foundation for prosperous rural and regional economies into the future. 

It is not just the agricultural sector that suffers from poor RRR connectivity.  Customers located in 
small towns and even the peri-urban fringe of larger communities are also being forced onto 
services such as Sky Muster. In many cases, this is a step back from existing ADSL connections, and 
could lead to widespread social disparity. 

As mainstream government services (such as public health care) are gradually phased out in 
regional centres, there is a growing reliance on e-services.  This is also true for education services 
and general business requirements, which are fast becoming ‘online-only’.  For these services to be 
effective, and meet future needs, increased access to data and bandwidth will be required.   

Rural Australia is the life-blood of this nation, and if successive governments continue to ignore the 
very real problems associated with doing business beyond the coastal fringe and urban areas, then 
it will be more than a few farmers or country towns who will feel the pain.   

Fixing internet access is the first step in becoming the innovative, sustainable, global powerhouse 
Australia aspires to be.  
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In regional areas mapped for Sky Muster satellite, nbnTM has failed to “foster productivity and 
provide a platform for innovation” (NBN SOE, 2016).  This is a clear result of the lack of direction 
and expectation provided by the Federal Government, which is focused on delivering a fast 
connection in a very quick timeframe, instead of guaranteed connections underpinned by 
consumer securities that meet the needs of regional Australia. 

 

Figure 14: BIRRR Case Study 5 - Opportunities and applications of nbnTM technologies in RRR Australia 

 

BIRRR CASE STUDY 5 
Opportunities and applications of nbnTM technologies in RRR Australia 
Example 1 
Drone technology has the potential to revolutionise agricultural industries.  Applications currently 
underway include: 

• using drones to remotely poison invasive weeds 
• monitor pest animals 
• deliver beneficial insects to crops (cotton)  
• generate accurate property maps. 

Future potential applications include: 
• decreasing the reliance on helicopters for mustering 
• forage budgeting 
• locating cattle in inaccessible terrain 
• tracking bush fires and mapping fire scars. 

“Applications are already demonstrating measurable outcomes on-farm including labour efficiency, cost 
savings, animal welfare gains and improved safety practices” 

MLA Feedback Magazine, Feb/Mar 2017, p14 
 

However, in order to fully utilise the possibilities of such emerging technologies, farmers need access to fast 
internet with adequate data allowances. 
 
“Information gathered from 40ha will use about 1 gigabyte to upload and then 250 megabytes to 
download.” 

Brooke Sauer, MLA Feedback Magazine, Feb/Mar 2017, p17 
 

In effect, this means the 75GB peak period maximum data allowance for Sky Muster customers would 
allow a producer to cover 12,000ha, assuming no data was required for business, education or personal 
use.  Considering the average size of a cattle station in the Kimberley is 360,000ha this is woefully 
insufficient. 
 
The short-sighted technology policies of today have the potential to cripple much-needed future 
development of our farming sector. 
 
 “If Australia is an early adopter of this technology, it will make out meat industries, more competitive 
internationally” 

Matteo Salerno, MLA Feedback Magazine, Feb/Mar 2017, p18 



 

27 
 

5.3. 2. d) national broadband network activation rates, user demand, usage 
patterns and trends, and any identified impediments to the take-up of national 
broadband network services; 

There are a range of issues that are currently identified as impediments to the take-up of nbnTM 
services, user demand and activation rates (including the rollout issues discussed above). It is very 
difficult for a consumer to identify who is responsible for the problem they face.  This lack of a 
single point of contact has added further confusion and frustration to the issues below. 

There has been a huge gap between the service ‘promised’ to all Australians and the actual delivery 
and operation of this service.  Lack of business plans and nbnTM brand damage have impacted take-
up of nbnTM services generally.  The take-up of Fixed Wireless nbnTM services is reported to be as 
low as 20%, particularly in areas where there is existing ADSL (pers. Comm. March 2017). 

Issues identified in this lack of nbnTM service take-up include (but are not limited to): 

• Consumer confusion surrounding nbnTM services 

• nbnTM lack of support and transparent information 

• brand damage 

• nbnTM Sky Muster Fair Use Policy 

• affordability 

• limited data and shaping 

• off peak data times (1am-7am) 

• nbnTM Sky Muster reliability 

• outages 

• weather 

• lack of consumer guarantees and accountability 

• troubleshooting and repair times 

• speed, dropouts, packet loss and excessive data issues 

• Latency of nbnTM Sky Muster Services 

• Inferior technology of nbnTM rollout 

• Accessibility of nbnTM services 

• Lack of mobility of nbnTM services 

• nbnTM Fixed Wireless and Sky Muster Network Congestion 

• Lack of Business Plans 
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5.3.1. Confusion over Access to and Troubleshooting of nbnTM Services 

nbnTM is a very complex network and initially there is a considerable amount of customer confusion 
about how to get connected to nbnTM.  Once connected, this confusion continues, with no clear 
contact points (or responsibility) for issues that may arise with a nbnTM connection.  Consumer’s 
lack clear understanding of nbnTM services, how to get connected and stay connected, across all 
types of nbnTM technologies. 

For end users with an nbnTM connection, there are no clear role descriptions identifying who is 
responsible for what.  The public expect telecommunications services to be delivered, just as water 
and power come into their houses. However, with broadband, this is not yet the case.   Appendix B 
lists (only some of the) complexities of connecting to an nbnTM network. The technological skills of 
the public and the knowledge of nbnTM services is a very big factor in limited nbnTM take up. 

Getting connected to nbnTM is far from the (advertised) ‘plug and play’ experience. 

 

Figure 15: Factors affecting speed and performance on a nbnTM network 

An nbnTM blog (by CEO Bill Morrow) further identifies both the complexity and confusion 
surrounding the nbnTM network model (see Figure 16) http://www.nbnco.com.au/blog/the-nbn-
project/understanding-the-nbn-network-model.html 

BIRRR have developed a 'Sky Muster connection pathway' illustration that shows the complexity of 
a Sky Muster service. 

  

http://www.nbnco.com.au/blog/the-nbn-project/understanding-the-nbn-network-model.html
http://www.nbnco.com.au/blog/the-nbn-project/understanding-the-nbn-network-model.html
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Figure 16: Sky Muster Connection, BIRRR, 2017 

Customer  
• Home user clients (Computers, phones, tablets etc) – Customer responsible for correct 

configuration software updates etc --->  
• User Access Tech (WIFI router, VoIP ATA etc) – Customer and RSP will assist to correctly 

configure the customers computer, router and WIFI. There may be problems with the age 
of the router, a faulty router, WIFI interference etc ---> 

                        
NBN  

• NBN Device (S-NTD) --->  
• nbn Satellite Dish ---> 
• Sky Muster Satellite - The path goes to space and back via Sky Muster ‘landing’ at one of 10 

satellite stations situated around Australia. The satellite stations play a very special role as 
they register and identify each unique customer service. --->  

• nbn Backhaul (terrestrial links between the satellite stations and the Sydney POI) --->  
• POI (nbn side) ---> 

Special Notes for the nbn Sky Muster segment:  
1. The Sky Muster POI is located in Sydney at Eastern Creek. All Sky Muster services 
are delivered to the nbn Eastern Creek POI and all Sky Muster providers have a 
presence at that POI.  
2. All Sky Muster providers have a direct relationship with nbn. There are no Sky 
Muster re-sellers. 
3. Sky Muster is a very special nbn product. By design, it has a very restrictive Fair 
User Policy which is managed by unique equipment in both the nbn and providers 
networks. This equipment is an additional failure and fault point. 
RSP  

• nbn CVC (RSP responsibility to dimension the CVC capacity to nbn FUP guidelines) --->  
• POI (RSP Side) ---> 
• RSP Sourced Backhaul ---> 
• RSP Sydney POP and Data Centre (many ancillary services are controlled and managed 

here) ---> 
• IP Transit/Peering Links (local content servers)---> 
• Internet ---> 

Content Server 
• Internet (potentially across many networks) ---> 
• IP Transit/Peering Links ---> 
• Content Server  
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5.3.2. nbnTM Lack of Support and Information 

Retail Service Providers (RSPs) report an overwhelming demand for end user support on their Sky 
Muster services.  This has led to increased wait times for consumers, and lengthy periods when 
customers are unable to access a connection, severely limiting business and education 
opportunities.   

RSP’s have had to employ extra staff and have also seen their support reviews and customer 
satisfaction ratings decline, due to Sky Muster teething issues over which they have little control.  
Even if issues need to be fixed by nbnTM, there is no end user method of contacting nbnTM to 
resolve this.  Instead a consumer needs to endure a frustrating buck-passing exercise to get a fault 
lodged for even simple problems (such as a faulty power cord on the NTD) resolved.  Additionally, 
the nbnTM portal (for RSP’s) is challenging to navigate, and is often ‘out of order’. 

RSPs have taken to social media and their websites to advise of ‘exceptionally long wait times’ due 
to ‘faults on the nbnTM Sky Muster platform’ (Figure 17Figure 18Figure 19).    

 
Figure 17:  RSP using social media to advise of consumer wait times 
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Figure 18:  RSP using social media to advise of consumer wait times 

Figure 19:  RSP Exceptionally Long Wait Time notification 

The act of contacting providers can be particularly challenging when customers have no alternate 
method of communication, making it almost impossible to troubleshoot problems.  

The difficulties noted here have caused considerable ‘brand damage’ to nbnTM services, and 
generated a level of mistrust and uncertainty among consumers.  

5.3.3. nbnTM Sky Muster Fair Use Policy (FUP) 

“ nbnTM should ensure that its wholesale services enable service providers to 
supply services that meet the needs of end users” (nbnTM SOE, 2016) 

A complex Fair Use Policy (FUP) has been put in place by nbnTM to ensure that retail providers limit 
the accessibility of the satellite. The imposition of these restrictive data limits (by the nbnTM Sky 
Muster FUP) is severely affecting take-up of the service, and is certainly failing to meet the needs of 
end users.  

 

Symptom: Exceptionally Long Wait Times – all communications affected. 
Severity : Degraded 
Status : Confirmed by call centre manager 
Started at : 27/01/2017 8:00am 
Expected End Time : To Be Advised 
Unfortunately, due to faults on the NBN Skymuster platform, we have received an 
exceptional number of calls. We have staff working overtime to attend to your calls 
and emails, however call wait times are unacceptably long and the time to return 
callback requests is longer than we would like. We apologise for the inconvenience 
this may cause. 
We will be sending out SMS notifications for fault updates as information becomes 
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5.3.4. Data Limits and Off Peak Times 

The nbnTM FUP has resulted in significantly restricted service availability and data allowances for 
those on Sky Muster. With so much work now being in "the cloud" and many government services 
requiring the use of online services, small data limits hamper the growth and expansion of 
businesses in rural areas.  Current Sky Muster data limits curtail opportunities for those doing 
distance education in the tertiary sector, with many finding it hard to fully utilise the online learning 
environment.  Most universities now record and post lectures online, but utilising this technology 
through satellite is difficult. These limits are clearly counter-productive and only add to the 
perception that RRR users are being 'penalised' for living outside a major urban centre.  Due to the 
demands of the FUP, providers have had to raise prices for higher data allowance plans, making 
them unaffordable and discouraging people from signing up to them.   

nbnTM FUP restrictions do not take into account the following exponential increase in data 
requirements: 

“Based on the above trends, data demand is forecast to continue to grow at 30 
per cent or more year-on-year to 2020 and throughput requirements are forecast 
to increase (both download and upload), particularly in the home, as some end 
users look to use multiple sets of devices and applications simultaneously, and in 
some cases, continuously. 

From March 2015 to June 2016, the average data consumption per household on 
the nbnTM network grew by 59 per cent to 137 GB (download and upload) per 
month.” 

nbnco 2017, p35 

Yet the average available peak data on Sky Muster services is just 55.5 GB (Appendix E) 

“nbnTM co requires each customer to limit their Data Usage to no more than 150 
GB in any four-week period. Furthermore, nbnTM co requires each customer to 
limit their Peak Hour Data Usage to no more than 75 GB in any four week period. 
nbnTM co requires all RSPs to limit their average customer Peak Hour Data Usage 
to no more than 30 GB of downloads and no more than 5 GB of uploads in any 
four week period. As a result of this policy, plans with smaller data allowances 
represent better value than Plans with larger ones.” 

Skymesh, 2016 

Despite restricting data to consumers, nbnTM has not supplied information to assist consumers on 
how to use off peak data, software that can limit data usage per device or developed user-friendly 
self-monitoring tools/apps (such as a usage tracking tool), provided real time data usage or usage 
data presented simply and graphically (in fact some Sky Muster providers do not provide end users 
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with usage notifications at all).  A number of providers have attempted to address these issues, 
however there is no across-the-board approach to providing end user information.   

BIRRR has recently been made aware of  ‘uncongested’ Sky Muster beams being allowed to access 
more data.  We caution against using this method as a tool to increase data limits.  Not only would 
this add another layer of confusion to an already complex delivery chain, it would also create social 
disparity between Sky Muster users. 

Sky Muster off-peak times are mandated by the FUP: 1am – 7am across all providers.  The bulk of 
data for Sky Muster users is available during off-peak times, which confines productivity, 
innovation, education and essential services.  As a result, many Sky Muster customers find 
themselves ‘shaped’ before the end of their monthly billing period.  To add further frustration, 
nbnTM advertising is often misleading when referring to Sky Muster data limits, failing to mention 
that over half of the available data on most plans is only available during off-peak times. 
Furthermore, no provider offers the nbnTM advertised peak data plans, due to fear of breaching the 
FUP. 

Each nbnTM Sky Muster service provider is contracted by nbnTM to shape the service to 128kbps 
down and 128 kbps up, once the customer’s data quotas have been reached.  If a customer 
continues to consume excess data at this shaped rate, the provider must progressively shape the 
service to zero.  In addition, the nbnTM Sky Muster Fair Use Policy (which is outside the control of 
service providers) reserves the right by nbnTM to immediately suspend or terminate a service that 
severely or continually breaches that policy.  

 
Figure 20: BIRRR CASE STUDY 6 - Examples of impediments to the uptake of Sky Muster services 

 

 

BIRRR CASE STUDY 6 
Examples of impediments to the uptake of Sky Muster services 
Emma Symes: Satellite services (plans, on and off peak data limits as well as reliability etc.) 
are nowhere near the metropolitan counterparts.  I am sticking with home mobile 
broadband, one to two bars of 3G service, waiting for the satellite plans and service to get 
better or for nbnTM to build a Fixed Wireless tower.  For those of us on the geographical 
edge of these services none are appealing or reliable enough to consider running a business 
or returning to tertiary education. 
 
Peter Doyle: One member of our family is studying distance Education, he did one online 
tutorial last week and used 6GB of our 35GB daytime quota. Do I let him continue his study 
and run out of data for the business or do I stop him from studying? The thought of having 
to get up between 01:00 and 07:00 hours to do the books is not very appealing. 
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Figure 21: Maximum data offered verses cost, for each of the current Sky Muster providers, BIRRR, 2017 

The nbnTM FUP severely limits the take-up of the Sky Muster service, especially by those who have 
other options such as ADSL, mobile broadband or alternate non-nbnTM fixed wireless.  Alternate 
fixed wireless providers are capitalising on this and stepping in where nbnTM is not delivering.  
Mobile broadband providers have also increased data limits recently, prompting a surge of people 
already connected to Sky Muster services to disconnect from nbnTM.  Whilst this can be good news 
for some regional end users, in that it offers better (non-guaranteed) service options, it is a major 
reason for consumers not taking up nbnTM services. 

5.3.5. Affordability 

The National Rural Health Alliance Inc, in a submission to the Productivity Commission Inquiry into 
Telecommunications Universal Service Obligation, states: 

“Affordability of telecommunication services is a significant issue for people living 
outside the major cities. Generally, there are greater vulnerabilities and 
challenges facing people living in rural and remote Australia. Poor access to 
adequate and affordable digital services will only service to deepen these 
vulnerabilities and challenges.” 

NRHA 2017 

While there are 412,000 residences mapped for nbnTM Sky muster services, nbnTM estimate that 
only 250,000 will sign up to the service.  The main reasons for this disparity include affordability and 
data limits.   
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As shown in Figure 21, nbnTM Sky Muster FUP limits providers to offer a maximum amount of peak 
data of 70GB to customers (at a cost of $204.95 for 25/5 speed). Note however that a 40GB plan 
from the same provider costs just $49.99, or $1.24/GB. The additional 30GB costs $155 or $5.15 
per GB. 

On average, nbnTM Sky Muster (across all providers) provides peak data limits of 55.5GB for 
$135/month.  The understanding that nbnTM will have a capped national wholesale price Australia-
wide has not resulted in equitable pricing for end users on Sky Muster.  

“nbnTM should ensure that its wholesale services enable retail service providers 
to supply services that meet the needs of end users” 

nbn SOE, 2016 

Sky Muster RSPs have been pressured into pricing larger GB plans higher (so they are less 
affordable) to effectively discourage people from signing up to them, because the penalties the 
RSPs are charged (by nbnTM) for exceeding their designated limits are very high. 

“...the Adjustment Fee nbnTM charge RSPs for going over their average allowance 
can be up to $61,600 per month for every month they are over for each 4,000 
customers.” 

(Whirlpool, 2016) 

Broadband data allowances (that meet the needs of RRR consumers) are not becoming more 
affordable.  Sky Muster satellite does not offer the consumer an equitable or affordable service 
when compared to premises connected to the nbnTM Fixed line and Fixed Wireless services, as 
demonstrated in Figure 19.  

 

 
Figure 22: Sky Muster plans compared to other internet data plans 

As data needs and usage increases across the nation, Sky Muster users are also falling further and 
further behind those on other nbnTM technologies in the data they can access each month, because 
the nbnTM FUP restricts RSPs from increasing their plans data allowances. 

Affordability is a significant factor in impeding take up of Sky Muster Satellite services. 
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5.3.6. nbnTM Network Reliability 

Despite nbnTM claims that the entire nbnTM network has reliable uptime of 99.9% (nbnco 2017, 
p17), BIRRR believe these claims cannot be substantiated for Sky Muster services. There have been 
numerous transitional problems with the rollout of the new nbnTM Sky Muster satellites, indicating 
that it is currently not adequately reliable for end users.  Sky Muster reliability, speed and drop out 
issues are forcing users to look for better alternatives. 

BIRRR considers that the predicted Sky Muster 99.7 per cent reliability target (compared to 99.9 per 
cent for nbnTM fixed-line and fixed wireless networks) is NOT acceptable to RRR communities. 

What would 99.7% availability actually mean for a Sky Muster customer?  

99.7% availability would mean that a Sky Muster connection is not available for 26.48 hours in a 
year, or on average, 30 minutes each week (Wikipedia 2016, See Appendix D).   

As mentioned below, the target of 99.7% reliability has already been missed for all Sky Muster 
users.  The BIRRR team hear stories daily of Sky Muster users who have no working connection, 
often for hours, days and even months at a time.  Our administration team has personally 
experienced the frustration and disruption of having a service that is unreliable and limiting for 
both business and personal use.   

Figure 23 shows a record of the number of Sky Muster outages experienced by one BIRRR member 
between June and December 2016.  It should be noted that these outages are conservative, as they 
were only recorded when he was attempting to use the service. 

Levels of nbnTM Sky Muster reliability vary between beams, ground stations and providers and are 
difficult to report accurately.  For example, in January 2017, 1000 plus Bordernet customers had no 
Sky Muster service for 5 days due to a MAC filtering issue (pers. comm. nbnTM, 10th January 2017). 
On the 27th February 2017, the entire Sky Muster network went offline for 2 ½ hours, with some 
services taking until the next day to come back online. 

Despite assurances by nbnTM that outages have reduced, end users continue to experience serious 
and ongoing issues with the network significantly affecting the availability and reliability of the 
service.  Furthermore, nbnTM Sky Muster has had considerable downtime due to software updates 
and maintenance: 

"The total number of network faults since launch is 325 with an average 
restoration time of 1.5 hours“ 

Senate Estimates 2016 

"The satellite - while it's wonderful in new technology and cutting edge in so many ways and 
offers a service that many people otherwise wouldn't have had - it's prone to error. It will 
never be as reliable as what people have in metropolitan areas; it is susceptible to 
weather and there really isn't anything we can do." 

Bill Morrow, 2017 
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This therefore means the service is completely unsuitable for emergency situations and business 
operations where consumers often have no other communication method. 

BIRRR CASE STUDY 7 

Dropouts and other impediments 

SA BIRRR Survey Response, 2017: This is the worst internet connection we've ever had. 
Dropouts happen daily. In December 2016, we had at least 33 outages, some lasting a few 
minutes, many lasting up to an hour and some lasting for 2-3 hours. And there were 
probably many other outages when we weren't trying to use it. In short, it's awful, and we 
feel we're being ripped off every day. We live in a 'black spot' where there's very poor 
mobile coverage, so our only backup option is to go somewhere else and use free Wi-Fi on 
a tablet. 

Sky Muster has made a significant difference to our connectivity - it made it much worse 
than [it] was with the interim satellite. We can't depend on it at all, and we can't get 
enough peak data at a reasonable price. We're scared to turn the modem off in case it 
takes hours to re-establish a connection (which was happening a while ago when we 
turned it off each night to save electricity). We hate it. If we had any other option, we'd 
dump Sky Muster. 

Bronwyn Ferry: For me, the biggest impediment is the negative reviews on Sky Muster that 
I read on an almost daily basis! Missing data, excessive data use once switching over, 
constant dropouts, poor customer service, nbnTM's inability to notify users of estimated 
restoration times, beam outages, shaping, off peak data at ridiculous times etc. It all makes 
me quite happy to continue with our mobile broadband, given that we’ll to continue to 
have it as an essential backup anyway. 

Figure 23: BIRRR CASE STUDY 7- Dropouts and other impediments 
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Figure 24: Sky Muster unreliability record, BIRRR member pers. comm. 2016 
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BIRRR Sky Muster Survey Data (2016) shows that 57.5% of end users thought Sky Muster was not 
reliable, only 4.8% said it was reliable (See Figure 24) 

 
Figure 25: BIRRR Sky Muster Survey 

 

5.3.7. nbnTM Troubleshooting and Repair Times 

To date, nbnTM have been unable to demonstrate that Sky Muster repairs and troubleshooting can 
be handled promptly.  As it is a complex network, considerable effort is required by the end user, 
the Sky Muster provider, the delivery partner and nbnTM, to fault-find and fix any issue. For an end 
user on Sky Muster satellite with no mobile coverage, the only available troubleshooting 
communication method is via landline conversation to their provider.  Reporting an outage or fault 
is incredibly laborious, time-consuming and tedious.  Faults on the Sky Muster network are often 
difficult to locate, involve long wait times on hold with a provider, or require extensive detective 
work to find outages.  86% of Sky Muster users have had issues with their connection (see Figure 9 
above).   

Once the cause of the outage is finally identified, it is often difficult to determine who then has 
ownership of the issue.  Most RRR users are not technology professionals and need access to 
technical support and expertise to assist them.  RSPs currently can’t keep up with these demands, 
and nbnTM consistently send consumers back to their provider.  It can be very difficult to get hold of 
your provider via your landline especially after-hours, when most rural consumers are back in their 
offices. As a last resort, consumers are turning to BIRRR after they have exhausted all option,s 
attempting to find someone to take ownership of their fault or problem.  

Many end user Sky Muster faults and degradations are not even reported because of this.  
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Figure 26: BIRRR Case Study 8 - Annemarie, Katherine NT 

Cases like Annemarie’s are unfortunately not rare or isolated incidents. BIRRR logged specific end 
user issues with Sky Muster services (for the period November, 2016 to early January, 2017) until 
the exercise became too much for the already overworked volunteer team.   

Sky Muster and nbnTM issues continue to represent the majority of BIRRR troubleshooting 
enquiries and have consistently totalled 200 cases (approx.) EACH WEEK.  These cases consisted of 
end users who could not get further action on their problem from either their service provider or 
nbnTM.  In many cases, these people had already contacted their Member of Parliament and the 
Telecommunications Ombudsmen (TIO) with no success. 

nbnTM state that they aim to meet timeframes for connections of services, repairs and 
appointments. These timeframes are not guaranteed, and rely on the end user’s RSP lodging a 
ticket with nbnTM.  

The Service will be available to you at least 99 per cent of the time, averaged over 
a quarterly period, excluding outages caused by CPE failures and scheduled 
interruptions. In the event of a Service outage caused by a fault on the nbnTM or 
SkyMesh networks, we commit to restoration of the Service within 10 Business 
Days of being notified of the fault by you. If the restoration timeframes are not 
achieved, you will be entitled to a rebate of the daily charges for the days the 
service is offline in excess of the restoration timeframes. 

SkyMesh Customer Agreement Terms and Conditions, SkyMesh ,2015 

Some providers may offer rebates (at the provider’s expense) for Sky Muster services, which are 
off-line.  However, nbnTM does not provide outage credits under any circumstances.   

The Telecommunications Industry Ombudsman (TIO) has no jurisdiction over nbnTM; nor any 
other wholesaler, leaving the customer with no route for compensation and restoration. 

 

BIRRR CASE STUDY 8  

Annemarie, Katherine N.T 
Annemarie lives 2 hours from Katherine in the Northern Territory on a remote cattle station.  She 
was connected to Sky Muster in October 2016.  Her service worked for 7 days and then stopped 
working on the 1st November 2016.  Despite contacting her provider and nbnTM on numerous 
occasions, a tech visit could not be organized until the 5th January, 2017.  The Network 
Termination Device (NTD) was replaced on the 5th January 2017, however the service was still not 
active.  Annemarie’s provider informed her she required another tech visit and this was scheduled 
for the 27th January 2017.  This appointment was missed (with no contact made) and Annemarie 
still has no working Sky Muster connection.  Annemarie has now moved from the property; 
however, the service is still not working after a period of 5 months without internet access.   
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Figure 27: Attempting to get TIO to resolve an NBN Issue 

Repair times are stated in the nbnTM Service Levels Schedule Wholesale Broadband Agreement (pg 
16).  nbnTM 'performance objectives' (not a guarantee) for the rectification of End User Faults - from 
the time a Ticket is lodged that (nbnTM believe) requires a service call, and depending on the 
customer's location - is between 5:00pm on the third Business Day and 5:00 pm on the tenth 
Business Day, but could be up to 90 calendar days in Limited Access Areas. (nbnco Ltd 2016c, p.39).   

These 'objectives' do not include the time taken for a RSP to actually lodge a ticket with nbnTM, 
which usually occurs after several fault-finding phone calls with the end user.  Any fault-finding and 
repair of a Sky Muster service requires intensive involvement by the customer and the provider, 
with repair times measured in weeks and not days.  A fault cannot be lodged by the provider until 
this fault-finding session (usually over a landline) occurs.  A neighbour or friend cannot simply 
report the service as out of order, and an end user needs to be physically at the location of the 
installation with a reliable voice service in order to troubleshoot.  
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Actually lodging the fault with a provider is not a straightforward or fast process either.  Average 
wait times to speak to a technician can be over an hour.  None of the provider’s offers 24-hour 
customer service access and only three of the 10 Sky Muster providers have customer service 
operators available seven days a week, including public holidays (Figure 28). 

 

 

 

 

 

 

 

“During October 2016 the average time for Sky Muster complaints to be resolved 
was 21.4 days.” 

Senate Estimates 2016 

 

Figure 28: Sky Muster Providers' customer service operating hours 
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Figure 29: BIRRR Case Study 9 - Sarah, Central QLD 

Providers also state regularly that it is problematic to lodge faults with nbnTM, and that often these 
incidents are logged and closed without resolution, meaning they to need to be re-opened thus 
creating an exasperating experience for both the provider and end user. 
 
In the BIRRR team’s experience, repair times can take many months compounded by issues, 
including:  

• lack of support from provider 

• technician reschedules 

• delivery partner issues 

• no back up internet / phone line (so no way of troubleshooting the connection) 

• poor customer service 

• installation issues 

• too many stages in the repair process and as such too many places the repair order can 
be lost.  

BIRRR CASE STUDY 9 

Sarah, Central QLD 
Sarah lives on an isolated cattle grazing property in Central Queensland, with no mobile 
coverage.  On the 10th November 2016 Sarah’s Sky Muster ceased working following a 
storm. 
 
After considerable troubleshooting with her provider (via her landline) and contacting 
the BIRRR group for support (via her landline), the problem was identified. A 
replacement Satellite - Network Termination Device (S-NTD) needed to be installed. 
 
BIRRR attempted to escalate this issue as the customer had no internet service to run her 
business and participate in ante-natal requirements. Two nbnTM technician 
appointments were 'no shows', with no contact with the customer. One technician visit 
could not be completed due to ‘incorrect address’ even though Sarah had provided 
directions. 
 
Finally, on the 23rd December 2016, Sarah was successful in securing a replacement S-
NTD following a technician visit.  In total, Sarah was left without a connection for 44 
days.  This had a major impact on her grazing business and was very distressing for her 
during her pregnancy.  If Sarah did not have access to her landline she would not have 
been able to troubleshoot her connection, provide directions to the technician, run her 
business or contact help in an emergency, if so required. 
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The Sky Muster cases that make it to BIRRR for troubleshooting are symptoms of much more 
widespread issues for customers, particularly those in remote locations who are finding themselves 
with no connection for many weeks and months at a time.   

The current state of nbn Sky Muster installation and repairs are huge factors in take-up of nbnTM 
services in RRR areas. 

5.3.8. Weather 

Issues with 'rain fade’ are also a considerable impediment to take-up of nbnTM satellite service.  
nbnTM Sky Muster is an all Ka band satellite system.  Ku band, Very Small Aperture Terminal (VSAT) 
systems may provide up to 99.95% availability, while Ka band availability is generally poorer at 
around 99.5% for a similar VSAT cost. 

‘99.5% availability’ means that a customer can be off-line due to weather effects, for up to 50 
minutes per week or greater. Sky Muster customers are recording weather-related outage events 
of these magnitudes on a regular basis. In addition, rain fade affects the major earth stations and 
not only customer dishes. When weather takes out an earth station it also takes out thousands of 
Sky Muster services. 

 
Figure 30: The relationship between Sky Muster beams and Earth station gateways, BIRRR, 2017 

It is important to note that this level of service availability is due to weather events alone, and does 
not include any of the multitude of faults, outages and issues that a VSAT service may encounter, as 
elaborated earlier in this submission. 
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Anecdotal customer user experience to date clearly demonstrates that Sky Muster availability due 
to rain fade alone is considerably poorer than previous Ku band satellites systems, such as the 
nbnTM Interim Satellite Service (ISS). 

As Sky Muster uses a geostationary satellite system, customers will be impacted for short periods of 
the Autumn and Spring equinoxes when the sun is aligned directly behind the satellites. 

BIRRR CASE STUDY 10   

Kristy Sparrow, ALPHA QLD 
On the afternoon of the 29th January, 2017, BIRRR admin Kristy Sparrow experienced several 
outages with her Sky Muster service.  Kristy is located in Central Queensland, and is on Sky 
Muster Beam 10 (Kalgoorlie Ground Station).  After investigation (in between outages) Kristy 
discovered others with similar issues who were also connected to the Kalgoorlie Ground Station, 
and that a rain event (Figure 24) was occurring at the ground station (not at Kristy’s physical 
address) during the time of the outages.  This caused Kristy’s Sky Muster to experience three 
separate outages totaling 70 minutes.  Kristy also had issues with her service on 26th January – 
two outages totaling 8 hours and on the 27th of January – several outages of 2 – 10 minutes 
throughout the day.   

 

 

Figure 31: BIRRR Case Study 10: Effects of a Rain Event in Kalgoolie impacting Sky Muster in Central 
Queensland 
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This inescapable sun induced outage impacts both the Sky Muster ground station dishes as well as 
customer dishes.  An outage of 4 -6 minutes over 4 days is typical at each equinox. 

Not all nbnTM Sky Muster services will operate equally, depending on the density and frequency of 
rain. Those in northern Australia will experience poor performance in monsoon times and their 
service availability will be poorer than those in the south.   

The ‘Days of Thunder’ map by the Bureau of Meteorology (Figure 31, BOM 2016) is a very good 
indicator of those who will suffer most. 'Thunder' will generally indicate cumulus nimbus cloud 
formations, which in turn carry the highest moisture density due to their height. 

 

 
Figure 32: "Days of Thunder", BOM, 2016 

Appendix C provides a BIRRR members’ detailed example of the impact of rain fade. 

At the 2015 Isolated Children’s and Parents’ Association (ICPA) Qld Inc State Conference, 
representatives of nbnTM advised delegates that the nbnTM Sky Muster satellite service would be 
adversely affected by some weather conditions, and that anyone relying on this service could 
expect service failure or severe degradation of more than ten days a year especially in locations 
above the Tropic of Capricorn. 

Recent anecdotal evidence has shown that Sky Muster performs poorly even in minor rain events 
with outages occurring during small isolated storms.  During extreme weather events, nbnTM Sky 
Muster (does not) guarantee broadband services and offers users an inferior level of reliability than 
previous satellites. 
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nbnTM statistics on network reliability do not take into account individual customer issues i.e. the 
customers power reliability, the need to turn equipment off for those on solar power, time taken to 
initialize the service after a power outage, customer satellite dish rain fade, customers’ equipment 
and configuration, customer knowledge and time taken and customer ability to be able to contact 
support or a technical expert who can troubleshoot the connection. Nor do they take into account 
specific provider issues such as CVC congestion, MAC Filtering, router failure etc. These have 
significant impacts and add to the overall availability and reliability of Sky Muster.   

All of these factors will affect take-up of nbnTM services in areas mapped for Sky Muster satellite. 

5.3.9. Latency 

Latency is the measure of the time taken for a signal to travel from place A to place B and return. 
nbnTM Sky Muster customers suffer large latency delays due to the very long connection path over 
the nbnTM Sky Muster geostationary satellite network.  A geostationary satellite circuit path 
introduces 600ms plus latency.  This latency affects remote desktop programs and cloud services, 
causing dropouts and sometimes an inability to connect.  Consumers who use a Sky Muster 
connection to work from home and connect with offices in metropolitan areas have reported that 
the latency restricts their ability to participate in basic work requirements. See Appendix M for 
BIRRR members comments on how high latency on Sky Muster impacts their ability to work from 
home. 

nbnTM state that Sky Muster satellite has: 

“specific characteristics and limitations. The main limitation of satellite services is 
the time that it takes the data to get to and from the satellites (latency). This 
means that some real time services, like online gaming, are affected by latency.  
Some people who work from home using Virtual Private Network (VPN) secured 
connections from their home to their office may also experience issues.“ 

nbnco 2016 

BIRRR believes that advertising material on Sky Muster services should explain the limitations of 
this service. 

5.3.10. Inferior technology 

Many nbnTM Sky Muster mapped communities currently choose alternative options for 
connectivity. Although upgrade paths are available these are priced way beyond what is affordable 
for regions wanting to ensure their communities are not being left behind in the digital age. 

How you connect now is no guarantee for the future. 

“NBN Co has refused to disclose how many premises with existing ADSL 
connections will be offered only satellite services in future, revealing what users 
have now is “not so much a driver of NBN’s technology choice”. 
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The network builder all but confirmed that having an existing fixed line service is 
no guarantee of future fixed line connectivity under the NBN.   

This could particularly be a problem for internet users living on the low-density 
metropolitan fringe, as well as those in regional or rural Australia. 

“NBN Co’s mandate is to provide broadband access to all premises in Australia 
with some form of NBN technology, whether that be fixed line, fixed wireless or 
satellite,” the company said in a response to budget estimates hearings published 
over the Australia Day long weekend. 

“The technology that may already be available in an area (for example ADSL or 
4G etc) is not so much a driver of NBN Co’s technology choice as other factors 
such as the cost per premises of servicing the area. 

“With some exceptions, satellite is typically a cost-effective solution in non-
metropolitan areas where there is either no line of sight to a fixed wireless tower 
or where there is low population density.” 

Crozier, IT News, 2017 

Due to limitations already discussed, there are a growing number of RRR consumers choosing not 
to connect to Sky Muster.  To meet their consumer and business needs, around 40% of those 
mapped for Sky Muster are connecting to services such as ADSL, mobile broadband and alternate 
fixed wireless providers or choosing not to get connected at all.   

Out of the 412,000 residences mapped for Sky Muster, nbnTM only expects 250,000 to connect to 
the service.  Alarmingly, there does not seem to be any plan for the 162,000 addresses not 
expected to sign up to Sky Muster.   

nbnTM does not offer superior technology to all Australians and these consumers need guarantees 
that they can access existing and future technology services for their broadband needs. 

 
Figure 33:: BIRRR Case Study 11 - Geoff 

Figure 34 demonstrates the number of towns in WA that currently receive ADSL technology yet are 
mapped for nbnTM Sky Muster.  BIRRR is also aware of a large number of towns in Queensland 
(including Alpha, Richmond, Quilpie, Windorah, Cunnamulla and Birdsville) who are all mapped for 
Sky Muster but currently have superior broadband services available. 

BIRRR CASE STUDY 11  
Geoff: Copper is not only being used for voice in the bush and for many of us nbnTM 
satellite was not an upgrade and therefore while it is our designated form of nbnTM we 
have chosen to stick with non-nbnTM copper (ADSL) based internet and voice services. 
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Figure 34: WA ADSL towns mapped for Sky Muster, Great Northern Telecommunications 

Concerningly, many existing ADSL customers look set to 'fall through the cracks' during the roll out 
of nbnTM.  If parts of a Telstra pillar exchange are upgraded to Vertical Deflection Supplementary 
Listing (VDSL), ADSL will need to be switched off after 18 months, regardless of whether customers 
are actually covered by the FTTN network. 
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Figure 35: BIRRR Case Study 12 – ADSL and Fixed line, Coonabarabran, NSW 

It is not only regional towns that are being pushed onto Sky Muster - the BIRRR team are aware of 
an alarming number of metropolitan residences that will have no other nbnTM option but to accept 
a degradation in connectivity to the Sky Muster service.   

BIRRR CASE STUDY 12  

COONABARABRAN 
Figure 27 below shows a map of Coonabaraban, NSW, highlighting nbnTM fixed line rollout 
(red) and the rough boundary of where premises currently receive ADSL.  Once nbnTM fixed 
line is rolled out in the red areas those not in the footprint will have their ADSL services 
‘switched off’ (as ADSL cannot exist at the same time as the fixed line nbnTM). This area 
encompasses the Coonabarabran industrial area and includes a large number of businesses. 
 

 
Image ADSL and Fixed Line, Coonabaraban, NSW 

BIRRR CASE STUDY 13 
Member Comments 
I live in Northcliffe in WA. Just looking at this town, which has a pretty standard 
communications and settlement profile for the Australian bush, I notice that loss of ADSL 
services would result in the Sky-Muster satellite having to provide for three times as many 
customers than it will, while we still have ADSL as an option. I do not consider satellite a 
replacement for the copper infrastructure in our country towns. 

Figure 36: BIRRR Case Study 13 - Member Comments 
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5.3.11. Accessibility 

Many RRR emergency services, health clinics, hospitals, schools and tele-health facilities will also be 
using Sky Muster as their nbnTM option.  There is currently no medical priority offered for Sky 
Muster services and at this stage no quarantined data allowance for tele-health services or 
distance education tertiary students (equivalent to the educational port for primary and secondary 
distance education students). 

“This year the RFDS will consult about 100,000 rural and remote Australians over 
the telephone and provide them with tele-health. It’s a distinctly different service 
to an after-hours GP line operating in city areas. In the bush you don’t have the 
option of a referral to a suburban GP practice or a hospital emergency 
department. Of the 100,000 calls that we will take this year, where a GP consults 
with a patient over the phone, 98 per cent of the consultations will be concluded 
during the call. That is, the GP, with the patient, will solve over the phone 98 per 
cent of the matters presented. It is a very different type of service and it has risen 
out of having almost no other choice. 

We have video conferencing platforms but we are not yet in a position as a health 
care provider to rely on video conferencing, despite the evidence of its efficacy - 
that the clinical outcome is far superior and that it will much better inform the 

BIRRR CASE STUDY 14 
Matt Wilkinson lives 8km from Adelaide’s central business district and will lose his ADSL2 
connection when nbnTM is rolled out in his suburb, as the service’s copper wires will be 
neutered (to avoid signal interference) to make way for the new FTTN connections to his 
neighbours.  There are also another 15 premises on Matt’s road in the same situation, and 
another 15 or so on another nearby road.  
 
It appears that a number of the premises may actually require physical infrastructure such as 
trees to be removed to allow satellite dishes to be installed — even though they are already 
served by existing copper cable. 
 
https://delimiter.com.au/2016/01/05/nbn-fttn-kills-off-adsl-for-metro-customer-to-be-
replaced-with-
satellite/?utm_content=bufferb7bb2&utm_medium=social&utm_source=facebook.com&ut
m_campaign=buffer 
 
http://www.weeklytimesnow.com.au/news/data-drought/data-drought-suburbs-add-to-
internet-pressure/news-story/8248582bce63c71c2a51a985c465e60 

Figure 37: BIRRR Case Study 14 - Matt Wilkinson 



 

52 
 

diagnosis the doctor makes. We are not yet able to do it because the capability of 
the broadband in the areas in which we work (and where our patients live) is not 
yet consistent or stable to support such services.” 

Source: http://ruralhealth.org.au/partyline/article/importance-broadband-
health-outcomes-rural-and-remote-australia 

BIRRR is concerned that Sky Muster limitations cannot support the needs of RRR businesses, 
students and health and emergency services. 

nbnTM Sky Muster services place severe limitations on data access for children requiring it for 
educational purposes. Sky Muster customers are limited to one connection per household/location, 
which (in many cases) needs to be ‘rationed’ for business, health, education and personal needs.  
As such, there is a huge risk that RRR children and tertiary students will be unable to access the 
internet adequately for their studies, and will fall behind their metropolitan peers.  

Whilst the development of the educational port for distance education and home school students 
using Sky Muster services is a welcome initiative, it is not accessible to tertiary students or primary 
and secondary students in mainstream schools, who also need internet access to complete 
homework, research and assignments.   

 

“In Australia, primary school children are spending an average of 1.8 hours 
online each weekday in order to complete their homework after school. The 
amount jumps to three hours when students reach high school.” 

nbnco blog 

http://ruralhealth.org.au/partyline/article/importance-broadband-health-outcomes-rural-and-remote-australia
http://ruralhealth.org.au/partyline/article/importance-broadband-health-outcomes-rural-and-remote-australia
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Essential tasks such as banking, data entry, calculation and payment of wages, ordering of parts and 
equipment, weather alerts and warnings including flood, fire and storm all require reliable 
connectivity.  RRR businesses cannot access business plans on Sky Muster and therefore must 
ration their data. nbnTM must ensure that businesses, tele-health and education services are not 
jeopardised by inequitable broadband services, in particular those using nbnTM Sky Muster as their 
only form of Broadband.   

5.3.12. nbnTM Network Congestion 

From BIRRR's experience, nbnTM RSPs are very frustrated with the quality of nbnTM  wholesale 
products. It is clearly apparent that the quality of nbnTM service provisioning and service assurance 
leaves much to be desired. This failure is most apparent in regional areas where nbnTM Fixed 
Wireless and nbnTM Sky Muster are the primary modes of nbnTM service delivery. Note: As Fibre to 
the Node (FTTN) has not yet rolled out in many regional areas, BIRRR cannot comment on this 
particular nbnTM product. 

 

BIRRR CASE STUDY 14 
 
Carolyn is located at Bonnie Doon, Victoria. She struggles each month to divide her 40GB monthly 
nbnTM Sky Muster download allowance between her farm business, work, volunteer 
commitments, personal use and three data-hungry school children. 
 
'My son is about to enter Year 12 and can't use the internet at home for downloading anything 
substantial,' said Ms Suggate, who has an online beef and lamb business, and is the administrator 
of the Organic Federation of Australia. 'They talk about the difficulties of remote students, but 
we're not in the Kimberleys. Imagine telling a city kid that they can't get internet after school?' 
 
Carolyn and her family live a 20-minute drive from Mansfield in north-east Victoria but fall 2km 
outside of the reach of the local nbnTM fixed wireless tower. They have had to sign up to the 
nbnTM satellite service, which caps their data allowance at 40GB a month during the nbnTM -
defined peak period of 7 am to 1 am. 
 
'We've got access to another 100 gigs a month, off peak, but that is from 1am to 7am,' she said—
not much use. Not only is data and access a problem but she also talks about the problems they 
are having with the system.  Since connecting to the nbnTM satellite system 10 weeks ago, Ms 
Suggate and her family have experienced an outage a week, most of which last for hours, not 
minutes. It is now at the point where Carolyn has had to sacrifice paid work for her children’s 
education. 
 
http://www.weeklytimesnow.com.au/news/data-drought/data-drought-were-in-bonnie-doon-
not-the-kimberleys/news-story/cc1c6b2219dcdc63d33e341210441c93 

Figure 38:  BIRRR Case Study 14 - Carolyn, Bonnie Doon, Vic 

http://www.weeklytimesnow.com.au/news/data-drought/data-drought-were-in-bonnie-doon-not-the-kimberleys/news-story/cc1c6b2219dcdc63d33e341210441c93
http://www.weeklytimesnow.com.au/news/data-drought/data-drought-were-in-bonnie-doon-not-the-kimberleys/news-story/cc1c6b2219dcdc63d33e341210441c93
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For example, both SkyMesh and Aussie Broadband senior managers have publicly expressed serious 
dissatisfaction at the service assurance of nbnTM Fixed Wireless. They claim that despite clear 
evidence of congestion on the over air and/or nbnTM back-haul segments, that customer faults are 
closed and dismissed without resolution. The situation is so bad that in response to a concerned 
customers’ frustration, Aussie Broadband has proposed the establishment of a public nbnTM Fixed 
Wireless service 'heat map' to expose the congested nbnTM Fixed Wireless towers (Appendix I). 

nbnTM Sky Muster is a limited resource. The BIRRR team understands that rules and regulations to 
fairly share the limited capacity are essential.  Congestion (too many users) impacts Sky Muster far 
more dramatically than any other internet service due to the latency inherent with geo-stationary 
satellite systems. The ISS suffered severe congestion until regulations were imposed.  Whilst Sky 
Muster has a rigorous FUP to help share the limited resource, the customer experience between 
providers is demonstrated to be very variable. 

Peak time congestion is experienced by many Sky Muster customers. 

nbnTM should provide publicly available per provider congestion and performance statistics for Sky 
Muster; as it did for the ISS. See Appendix M 

There are grave concerns that Sky Muster will also become congested before all projected 
customers are connected. 

NBN Co’s weekly progress report, which provides a high-level summary of 
premises passed across Australia, says 404,064 premises have been “covered” by 
the Long-Term Satellite service. Yet, in the 2016 corporate plan, the company 
states that satellite only has the capacity to service 250,000 premises at a time. 

jxeeno, 2016 

 

5.3.13. nbnTM Connectivity Virtual Circuit (CVC) Limitations 

nbnTM uses the size of the CVC vs the number of customer connections, as a tool to limit excess use 
of nbnTM internet capacity on Sky Muster services. On a fully dimensioned 1GB/s CVC, 4,000 
customer services will be connected by the provider.  When small numbers of customers are 
connected to a small CVC, there is insufficient dynamic capacity to ensure that all customers can 
adequately use the service. RSP's attempt to load balance their customers between existing CVCs, 
but as there is no nbnTM 'bulk move tool', this is very time consuming and difficult for the RSP. 

It is nbnTM who determines when an RSP can purchase additional CVC capacity within an existing 
CVC. CVC capacity is strictly prorated versus customer numbers, up to the maximum 1GB/s for 
4,000 customers.  
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This is an artificial restriction on providers and may impact end user experience, resulting in poor 
speeds and degraded services. See Appendix I 

5.3.14. Lack of Business Plans 

The lack of business plan capability on Sky Muster and Fixed Wireless services is another major 
impediment to take-up.  The lack of business plans being offered on the Sky Muster satellite service 
is a serious hurdle for the huge number of businesses across RRR Australia. 

Currently NBN RSPs ONLY offer residential plans - these plans require a single individual to be the 
‘owner’ of the service and do not come with the same guarantees (e.g for up-time and time to 
repair etc) that business plans usually do. There is also no ability to log on as a business and see an 
overview of all accounts. 

 
Figure 39: BIRRR Case Study 15 - McDonald Holdings 

This case study illustrates how messy it is every time an employee changes location or leaves a 
business, leaving the service that was provided under their name in ‘limbo’. 

Fixed wireless services also lack business plan availability. There has been a low take up of fixed 
wireless in areas where existing business plans are available on services such as ADSL and mobile 
broadband.  Given all these issues, it is unsurprising that businesses have been slower than 
expected to take up nbn’s Sky Muster and fixed wireless services. 

5.3.15. Lack of Mobility 

Although work is being undertaken by nbnTM, as yet Sky Muster is not a mobile technology.   
It is not available for those who are not permanent rural residents, including: 

• Tourists 

• Travellers 

• remote stock camps 

• mobile businesses  

• those with no fixed address.  

As many of these consumers need broadband accessibility in areas with no mobile reception, it is 
imperative that an affordable mobile solution is developed as soon as possible. 

BIRRR CASE STUDY 15 
 McDonald Holdings (MDH) placed 17 orders for Sky Muster through Sky Mesh - 16 were 
completed, but no-one informed the MHD co-ordinator to say they were unable to locate the 
17th. The end result is 16 bills, made out in staff names (because the name of the person who 
would be present during install was that staff member). Each bill has a different billing date and 
requires separate payment. 
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5.4. 2. f) any other matter pertaining to the national broadband network rollout 
that the committee considers relevant; 

Many local, state and federal government services are now solely or primarily available online.  
nbnTM and the Department of Communications should consider investigating the implementation of 
un-metering of all key Australian Government websites. In particular, those sites which provide 
essential services such as the Australian Taxation Office (ATO), Centrelink, Medicare, e-health as 
well as emergency information sites such as Bureau of Meteorology, State and Territory Road and 
River condition report websites, should be un-metered.  

“For instance, myGov is now one of the biggest digital services in Australia, with 
10 million registrations on its website and an average of 160 000 people using 
the platform each day. The Government’s recent expansion of its digital 
transformation agenda is clearly intended to reinforce this trend by making 
access to government services more user friendly and digital by default.”  

Productivity Commission USO Draft Report 

Agencies such as the ATO, Centrelink and Medicare must maintain an alternative to online 
services for those living in remote areas until such a time that equitable access to broadband is 
reached. 

Bush telecommunications is an intricate web of confusion for consumers. RRR Australians struggle 
to access and use telecommunication technologies and are therefore missing out on essential 
services and opportunities that metropolitan users take for granted. There is a need to bridge the 
gap between existing telecommunications offerings in RRR Australia and the digital ability of end 
users for applying these services to improve livelihoods and lifestyles. There is an urgent need for a 
digital capacity building project that addresses this issue. AgForce Queensland have a 
Telecommunications Innovation Project in draft stages that is in need of funding to progress (see 
Appendix O) 

The Good Things Foundation (formerly Tinder Foundation) is a UK charity that supports digitally and 
socially excluded people to improve their lives through digital capacity building.  Digital technology 
and community action is at the heart of everything they do.  They bring together thousands of 
community partners to make up an Online Centres Network, reaching deep into communities to 
help people across the UK gain the support and skills they need to change their lives and overcome 
social challenges. It is a fantastic organization that could be used as a template to improve digital 
capacity in Australia. 

https://www.goodthingsfoundation.org/about-good-things-foundation 
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As one of the founding members of the Rural, Regional and Remote Communications Coalition 
(RRRCC), BIRRR supports the recommendations contained in the RRRCC submission.  
 
The BIRRR team would also like to recognize the huge amount of volunteer hours (and broadband 
data) spent compiling this submission.  It was extremely difficult to coordinate cloud-based storage 
and editing systems, between several key contributors who were on the Sky Muster satellite service.   
We acknowledge the patience of the nbn Joint Standing Committee in allowing an extension for the 
BIRRR submission.  
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7. Appendices  

7.1. APPENDIX A:  Association of Fixed Wireless and Satellite Installers 
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7.2. APPENDIX B:  Complexity of nbnTM  network 

https://www.skymesh.net.au/whirlpool/nbn/rollout/ 

SkyMesh nbn™ network rollout 

SkyMesh services all areas where the nbn™ network has been rolled out by nbn co. If nbn co 

informs us that your particular address is serviceable, we can provide you with a service. You don’t 

need to know your CSA or check this page before applying with SkyMesh. 

Please note that this page is designed for end users that wish to monitor the rollout of SkyMesh 

backhaul to their CSAs. This page is not designed to be an address checker. 

Frequently asked questions 

• How do I check what Connectivity Serving Area (CSA) my premises is in? 

See https://www.skymesh.net.au/whirlpool/#csa. 

• What does that word mean? 

Please check nbn co’s dictionary. 

• Do you have a more precise ETA for my CSA? 
Whenever we can provide a more precise forecast, we will update this page. 

• Where can I discuss the rollout with you? 

There is a dedicated discussion thread on Whirlpool. 

• For some POIs, the backhaul is listed as Aggregated instead of SkyMesh. What does this mean? 
Instead of first rolling out our own network to those POIs, we will initially use a backhaul aggregator 
to carry traffic between those POIs and our data centres. Unlike SkyMesh, most RSPs simply resell 
Layer 3 Services from various wholesalers instead of dealing directly with nbn co. For the aggregated 

POIs listed below, we are using Vocus’ Network Connect product which is a Layer 2 Service, so we 
can still meet the needs of our customers better than those RSPs. 

• Why are there two CSAs for my area? 
At the start of its network rollout, nbn co initially connected the premises in each rollout region to 
the temporary POIs located in some capital cities. nbn co is now gradually migrating those premises 
from the temporary POIs to the local, permanent POIs instead. Generally, if your premises is in an 
older rollout region, nbn co will connect it to the temporary POI and then, if it hasn’t already done 
so, migrate it to the permanent POI. If your premises is part of a newer rollout region, nbn co will 
connect it directly to the permanent POI. 

If you have any other questions, please post them in the SkyMesh nbn Rollout Updates thread on 

Whirlpool. 

Table legend 

CSA Name means the name of nbn co’s Connectivity Serving Area. 

https://www.skymesh.net.au/whirlpool/nbn/rollout/
https://www.skymesh.net.au/whirlpool/#csa
http://www.nbnco.com.au/content/dam/nbnco2/documents/sfaa-wba2-dictionary_20161205.pdf
https://forums.whirlpool.net.au/forum-replies.cfm?t=2516281&p=-1&#bottom
https://www.vocus.com.au/wholesale/wholesale-nbn-connect
https://forums.whirlpool.net.au/forum-replies.cfm?t=2516281
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Fastest Plan shows the speed of the fastest SkyMesh plans that SkyMesh can supply in the given 

CSA (but not necessarily to all premises in the CSA). nbn co only supplies the fastest tiers, those 

above 100/40 Mbps, to premises with nbn™ fibre. Even then, they are not always available, especially 

if you are connected via a temporary POI. If the fastest plans are available in your CSA, please always 

ask SkyMesh to check availability at your particular premises. 

Router Setting shows how the WAN interface of your router should be configured: DHCP (no 

username and password) in areas with SkyMesh backhaul or PPPoE (username and password) in 

areas with aggregated backhaul. 

VoIP for nbn™ fibre shows how VoIP is delivered for nbn™ fibre customers only. The telephone is 

plugged into: nbn co’'s Fibre NTD which has a built-in ATA (also known as UNI-V); your VoIP router 

(for example, the D-Link TalkBox2800) which has a built-in ATA; or your discrete ATA (for example, 

the Cisco SPA112) which is connected to your router. 

nbn co POI means the type of nbn co’s Point of Interconnect and its location: nbn co built its 

temporary POIs in major cities and its permanent POIs local to the areas they serve. 

Backhaul means the type of backhaul SkyMesh uses to connect the POI to our data centre: SkyMesh 

or our aggregator. 

SkyMesh Data Centre means the location of the SkyMesh data centre that the POI is/will be 

connected to. 

See Interactive online database 

Disclaimer 

The forward looking statements on this page contain risks and uncertainties, 
many of which are beyond our control. The statements may involve subjective 

judgement and assumptions as to future events which may or may not be correct. 
We make no representation or warranty, express or implied, as to the currency, 

accuracy, reliability or completeness of these statements. 
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7.3. APPENDIX C: Satellite Internet in Australia – A User’s Perspective 

John lives at Bindera NSW, some 25km by road from the township of Gloucester.  His home has no 
mobile service and access to a reliable mobile service entails a 16Km drive towards the township of 
Gloucester.  John has located a weak 3G mobile service on one of the higher hills on his property; 
however access is via 4WD and the journey is too treacherous in wet weather.  

The home is serviced by a reliable fixed line telephone service.  His landline is securely ploughed 
below the surface and safe from all but the very worst natural calamity.  240v mains power is 
unreliable and may fail at any time due to due to storm damage or other event. 

John’s first internet access at this location was by dial-up modem, however due to the 6km or so to 
the exchange, performance was very poor.  John switched to satellite internet when the first ABG 
satellite service was launched and has used satellite internet access ever since. 

To date, the nbn ISS has proved the most reliable and satisfactory, despite a brief period of 
congestion when its capacity was oversold.  During the period that John used the ISS, he found that 
it only failed for relatively short periods and then only during torrential rain events.  The ISS service 
outage pattern (due to rain events), was closely mirrored by that of his Ku band VAST television 
service.  It did not suffer any other significant down-time and he cannot remember a fault outage.  
For business and social internet activities, he ‘simply knew’ that the ISS was ‘always on’.  He relied 
on it to conduct his agricultural business and for social activities.  He reports that one failing of the 
ISS was that it could not reliably support an IP Telephony voice service (VoIP).  His ISS 60GB plan 
was just adequate for purpose. 

In May 2016, the nbn Ku band 6/1 MB/s Interim Satellite Service (ISS) was replaced, with the new 
Ka band 25/5MB/s Sky Muster service.  John selected a Sky Muster plan that was similar in cost to 
his ISS plan.  It was half the ISS quota he had enjoyed at only 30GB per month.  Since inception, Sky 
Muster has been less reliable (orders of magnitude) by comparison with the nbn ISS.  Apart from 
what now appears to be endemic technical failures, Sky Muster’s sensitivity to droplet attenuation 
(rain fade) is a significant problem.  When available or not suffering degradation; Sky Muster does 
support an adequate quality VoIP service albeit with unsatisfactory geo-stationary satellite delay.  
John uses VoIP as a secondary service, knowing that his reliable and secure land line is always 
available in emergencies. 

Frustrated by the frequent Sky muster service failures John decided to accurately record the effects 
of a typical rain event on his service.  Modest rain events are frequent on the Mid North coast of 
NSW and may occur at any time of the year.  John lives in a relatively high storm affected area.  
John captured a screenshot of the nbn ViaSat S-NTD’s Graphical User Interface, to identify the Rx 
SNR during normal conditions.  Rx SNR identifies the relative level of the signal received from space 
by his dish on the roof.  It was recorded on the afternoon of 19th January 2017, during a period of 
dull overcast with light drizzle.  These conditions have minimal impact on Ka Band signal level. 
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NTD status from Australia’s broadband network 

 
The screen capture shows the Rx SNR at 17.1dB 
which is a healthy level for these conditions.  It 
identifies that the dish is adequately aligned for 
his location.   
 
John’s service is provided by Sky Muster Beam 
34 (Forster Beam) which is serviced by the 
Kalgoorlie Earth Station in Western Australia. 
 
On Wednesday evening 18th January 2017, at 
around 7.00pm claps of thunder announced an 
approaching storm.  A screenshot of the storm 
was taken at around 8:52 pm after internet 
activity was briefly restored. 

 
 

Storm image from the Bureau of Meteorology 128Km Radar located at Williamstown, NSW. 
 
John’s home is to the south west of Gloucester and is identified by the purple dot.  The rain event 
moved from the south west to the north east.  It was a relatively trivial atmospheric event and the 
total rainfall recorded after the storm had passed, was just 12mm. 
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However, the effect of the event on John’s Sky Muster service was significant.  An image of the 
continuous ping that was operating as the storm passed is shown below.  Red bars indicate periods 
of no service. 
 

 
PingPlotter chart of service outages 
 
John’s service was effectively unavailable from 7:18pm until 8:06pm, when the last of the heaviest 
rain moved off.  Whilst the period of interruption was not continuous (as is often the case), a voice 
call would not have been possible during that period due to the risk of imminent disconnection, 
when the service failed yet again.  The service failed later in the evening; however, that event is not 
recorded. 
 

 

Table 1:  Chart showing Rs SNR versus Packet loss over time 

During the rain event, the ViaSat S-NTD’s Rx SNR was monitored at 15 second intervals to 
determine the correlation between SNR levels and any loss of service.  When the satellite 
connection is lost, S-NTD access is not available and the Rx SNR cannot update.  As a consequence 
there are periods where the S-NTD Rx SNR value is ‘frozen’.   
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The Rx SNR dropped rapidly as the storm approached.  The first loss of internet occurred just prior 
to 7:24pm.  An Rx SNR of less than around +2dB appeared to roughly coincide with the failure of 
John’s Sky Muster service.  In the latter stages of the event this correlation is a little less evident as 
the S-NTD is ‘frozen’ at higher Rx SNR values.  At 7:49pm the Rx SNR finally climbed above +3dB and 
service is briefly restored, before once again failing at 7:52pm.  Whilst John’s service exhibits a 
significant noise margin of approximately 17dB – 2dB = +15dB; this is clearly insufficient to cope 
with even a modest rain event, which delivered just 12mm of rain. 

Anecdotally during this period the Australian Open was streaming live via the Ku band VAST 
Satellite Television Service.  VAST suffered a few short outages during the heaviest rain periods, but 
unlike Sky Muster, it was up much more than it was down.  Unlike a voice service over nbn internet; 
VAST is not an essential service. 

Table 2: Typical rain events reported on Whirlpool 

Jaelle 
Just had a storm (18/01/2017), and SkyMuster as usual conked out. However, it 
came back automatically well before the storm was over. Strange. 

JDNSW41 

Earlier this evening a storm passed to the north of us, and SkyMuster died for 
about five minutes. Only about the second time this has happened in the eight 
and a half months I've had it. Pretty big storm by the look of the radar, but we 
only got a few drops here. 

Rayvsq 

Over the last couple of weeks we have had decent rain just about every 
afternoon and evenings. 

As soon as it starts to rain Sky Muster goes down (figuratively speaking that is). 
Depending on how heavy the rain is determines how long it is down. 

I do have to say that not all rain causes the drop out. 

It seems to be a combination of very heavy cloud cover to the north/north east 
(basically in the path of the satellite) and rain. 

I have found if the cloud cover is to the east, west and south and there is rain we 
don't have much problem – unless it is very heavy rainfall. 

The Sky Muster system is not as robust in wet weather compared to the Ipstar 
ISS. 

Yes given enough cloud cover and rain no satellite is immune to drop-outs, but 
Sky Muster has a little less grunt compared to the previous system. 

I never thought I would say that the Ipstar service would out perform Sky Muster 
– but in this case it does. 
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7.4. APPENDIX D:  Availability 

“Availability is usually expressed as a percentage of uptime in a given year. The 
following table shows the downtime that will be allowed for a particular 
percentage of availability, presuming that the system is required to operate 
continuously. Service level agreements often refer to monthly downtime or 
availability in order to calculate service credits to match monthly billing cycles. 
The following table shows the translation from a given availability percentage to 
the corresponding amount of time a system would be unavailable.” 

(Wikipedia 2016) 

 
 

 

 
 
 
 
 
 
 
 
 
 
 
  

https://en.wikipedia.org/wiki/Service_level_agreement
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7.5. APPENDIX E:  Sky Muster Plans – Limited data and high costs 

The Sky Muster Fair Use Policy explained. 
 
http://www.nbnco.com.au/content/dam/nbnco2/documents/sfaa-wba2-product-catalogue-fair-
use-policy_20160407.pdf 
 

 
 
nbnTM co’s Fair Use Policy applies to each Sky Muster provider: 
 

• nbnTM requires each customer to limit their Data Usage to no more than 150GB in any four 
week period. 

• Furthermore, nbnTM requires each customer to limit their Peak Hour Data Usage to no more 
than 75GB in any four week period. 

• nbnTM requires all RSPs to limit their average customer Peak Hour Data Usage to no more 
than 30 GB of downloads and no more than 5 GB of uploads in any four week period. 

As a result of this policy, Plans with smaller data allowances represent better much value than Plans 
with larger ones. 

  

http://www.nbnco.com.au/content/dam/nbnco2/documents/sfaa-wba2-product-catalogue-fair-use-policy_20160407.pdf
http://www.nbnco.com.au/content/dam/nbnco2/documents/sfaa-wba2-product-catalogue-fair-use-policy_20160407.pdf
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‘Sweet Spot’ Sky Muster plans 

 
30Gb Sky Muster Plan Comparison 
 

 
 
40GB Sky Muster Plan Comparison 
 



 

72 
 

 
 

Maximum Sky Muster Plans 

 

 
Note: The cost for the maximum plan data on Sky Muster is exorbitant.  60-70GB is insufficient for a 
family or business. 
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Minimum Cost Sky Muster Plans 
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7.6. APPENDIX F:  Sky Muster Installation difficulties 

 
BIRRR Member Michelle 
Sky Muster installation FAIL!  Oh help!! 
Our 'service' provider is Ant Communications.  
In early November, I arranged through Ant to have Sky Muster installed.  
They picked the installation date of 12th of January, which I agreed to.  
A technician phoned the week before to see if I could change my installation date to the very next 
day, which I was unable to do as I had prior commitments.  
The on the 12th I stayed home specifically because the installer was supposed to come ... but they 
never showed up. No phone call. No email.  
I phoned Ant on the 13th. Waited on hold for 20 minutes and left a message.  
A different technician phoned late on the afternoon on the 16th. My 6 year old answered the 
phone and muddled the message, as 6 year olds do.  
6:30 am on 17th the technician phones to say he'll be on site within the hour. 
On his advice, I emailed Ant straight away to make sure they knew the install was happening today.  
He installed it, did some test and told that it was working but waiting for Ant to turn their end on 
and it should be working within 2 hours.  
I had heard about others having trouble with the power cycle reset process so I asked him to show 
me how to do it properly..... and he told me it was a "completely fictional load of rot that doesn't 
do anything" !?!  
... 4 hours later it's still not working, so I phoned Ant (again) ... and they claimed to know nothing 
about the install at all and as the would have to issue a new work order it will take up to 48 hours to 
switch it on !!!  
.... more than 48 hours later ... still not working .. phoned Ant 3 times that day. Always on hold for 
at least 20 minutes than put to answering machine. Left 3 messages.  
.... Friday morning received a "courtesy call" from a totally clueless Ant operator to see how I was 
"enjoying" my new Sky Muster!!  
She told me to do the power cycling rubbish, which I've done about 7 times now, resulting in a lot 
of wasted time but still no internet.  
Phoned the nbnTM co. They told me to phone the installation company. Phone the installation 
company. They told me to phone the service provider. Phoned the service provider, who told me to 
phone the nbnTM !!  
... I go to town today, and as I come into service my mobile phone starts going crazy with messages 
from nbnTM and technicians!!  
Totally useless ... if I lived in a mobile coverage area, obviously I wouldn't be trying to connect to 
Sky Muster!!  
... good luck trying to run a business in regional Australia. ... 
If anyone has any suggestions how to get this silly thing working, it would be hugely appreciated.  
My home phone number 07 XXXX XXXX (unless it's cloudy for 3 days, the that that will go out too), 
otherwise I will back into service area on Monday. 
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7.7. APPENDIX G: Identification of Sky Muster Service Degradation using PingPlotter 

PingPlotter https://www.pingplotter.com/ is an easy to use PC based software that provides 
powerful proof of network problems and faults.  Ping is a computer network administration 
software utility used to test the reachability of a host on an Internet Protocol (IP) network.  It 
measures the round-trip time for messages sent from the originating host to a destination network 
element that ‘echoes’ the ping back to the source.  PingPlotter generates a cyclic ping (user 
determined interval) to a chosen network destination.  The destination echoes the ping and 
network round trip latencies are recorded. 
 
PingPlotter measures the time taken for the ping to return (the network latency) and also records 
the number of packets lost (packet loss) ie packets that have been sent where there is no response.  
Lost packets are unacceptable and cause enormous user frustration as the internet slows to a crawl 
more so on high latency connections.  Packet loss is a grave network fault situation, which is 
frequently the result of network overload (too many customers using a limited resource) or 
network fault.  A working internet service should have very few red packet loss spikes.   
 
Due to the fundamental distributed design of the nbn 121 POI network; it is poorly protected 
against intentional, malicious or unintentional (fault) capacity overload.   
 
Capacity overload may occur within the: 
 

• shared customer elements of the nbn network  

• provider’s back-haul network capacity and protection 

• provider’s physical network  

• capacity and protection of the provider’s connection to the various essential elements of the 
World Wide Web including VoIP. 

 
The nbn network and provider delivery mechanisms are so far removed from the standards that 
must apply to a carrier grade service,that no meaningful comparison is possible. 
 
In the example below a Sky Muster end user has captured a period of what seems to be network 
contention (or congestion).  PingPlotter records the latency at each network element in the path to 
the destination; which in the case below is www.google.com.  Hop 2 in the plot is the first network 
element after the satellite segment of the circuit and the average latency for this element is 712ms. 
 
In the chart below it can be seen that packet loss is occurring on consecutive days (21/1/2017 to 
23/1/2017) and well into the evening.  The only period of zero packet loss is during off peak times 
between 1.00am and 7.00am; when no one is using Sky Muster.  Packet losses of up to 40% are 
evident, which is an atrocious level of packet loss.  The ping interval is five seconds. 

https://www.pingplotter.com/
http://www.google.com/
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The next screen capture is from another Sky Muster user also using ping plotter.  It identifies severe 
and continued packet loss, day and night for the period 25/1/2017 to 27/1/2015. 
 

 
 
Unacceptably high and extensive periods of packet loss appear to be an endemic problem for Sky 
Muster users.   
 
Sky Muster packet loss may occur for any user, at any time of day or night. 
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7.8. APPENDIX H: NTCA Feedback on Sky Muster 

 
Northern Territory Cattlemen’s Association Member 

Feedback on Sky Muster 
 

         
     

 
 To whom it may concern.  

• The NTCA recently requested feedback from members regarding the NBN Sky Muster.  

Please see below a sample of the feedback received by the NTCA in response to the request.  
I am writing in response to email seeking feedback regarding the NBN rollout and installations.  
 
Member Issues: 
MEMBER 1 
Active8 is our provider.  
Member 1 has 6 internet services on the station, this services – office, schoolroom, 3 homes, and 
staff TV room/staff quarters. Total of up to 40 people.  
All services were booked for upgrades with the new NBN – this process carried on throughout 2016.  
The communication from the point of lodgement with Activ8 and in turn the NBN and then with the 
installer Hills has been very poor. The NBN corresponds and representatives are very confused by 
our address, physical location, and multiple services. We are constantly contacting them to clear 
and follow up on them being confused about booking installs. We constantly update our 
information with them and clear the confusion only to have it happen again.  
The education package for the schoolroom was lodged 14/6/2016 and it has still not been installed.  
Installation issues –  
*  We finally got to the point where some installations were made mid-2016. For this we were very 
grateful.  
*  However we had an installer come to the station in late 2016 to complete installations. He then 
left the station without completing the installs stating it was too hot and a number of other 
excuses. We offered to provide labour and any machinery necessary to complete the task, which 
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would mean he would not have to come back (therefor waste money). He refused and left the 
station.  
* Since that day we have contacted the NBN and Hills on a number of documented occasions by 
phone and email asking when the installs would be re- booked and that one was the education 
package. We were told we would be contacted. Finally we started to receive emails regarding the 
installations being booked for January. I had already advised the above bodies on numerous 
occasions that there would be no road access from late December until as late as April 2017. This 
they chose to ignore and keep sending us install dates for January 2017. To make matters worse the 
installation company keeps phoning the managers mobile phone (which does not work on the 
station) to confirm installation times. We have contacted the above bodies more than ten times 
asking them not to use the mobile and giving then landline numbers to use.  
 
* All we want is a fair service that any other Australian can access. For our children to be able to 
complete their schooling with suitable internet. Nothing more.  
 
MEMBER 2 
As an update on how often nbn is out – today at 8.30pm I might have had 20mins of use about 3-
4hrs ago. I just rang Keith ***** to hear that his modem is blue where as ours has been white for 
most of today – like to know is that how they limit us – cut it out altogether – if so it is very 
dangerous. 

We have 3 connections here, only one has been changed to NBN. Its been brilliant. Much faster, 
more reliable and only goes out when there's heavy rain briefly. Our only trouble has been with the 
service provider activ8me who have muddled up the other 2 accounts that need to be upgraded 
and as i lodged the paperwork back in October I’m pretty disappointed they haven’t been installed 
yet.  

Mainly being that my children study distance education and they NEED the connection so they can 
do their schoolwork.  

MEMBER 3 
****** Station is yet to be connected to the NBN. The installation was scheduled for September 
last year, however the installers had the wrong coordinates for the homestead and couldn’t find 
the house. The installers were Hills and they kept leaving messages on my mobile, which of course 
has no reception until I go to town. I explained several times they need to ring and make 
installation appointments on the fixed line. The house is 4 km off the Victoria Highway and signed 
posted, not hard to find.  

On the 6th December last year, the internet service was turned off to ******. My service provider, 
Activ8 me, told me NBN turned it off. I contacted NBN and they said they are not able to turn it off, 
Activ8 me had to have turned it off. I don’t know who was lying. It took until the 7th January this 
year to have the internet turned back on. On the 19th January Hills installers left a message on my 
fixed line message machine to say they would be installing the NBN service on the 2nd February. I 
returned the message and said all ok to install on that day. They said they would ring and confirm a 
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week before the installation. I haven’t heard from them. When the installation does take place, it is 
important it works efficiently from installation, because as you are aware pastoral businesses are 
becoming more reliant on the internet to conduct their daily business. I thank you for my being able 
to relay my concerns.   

MEMBER 4 
Today it has been more or less out for 4 hours – 11am to 3pm – how can one run a business with 
this sort of service. As well if we are on phone for medical emergency – DMO on call and need to 
send them a photo – how do we get the photo out with that sort of service? How do we get to 
order dozer parts when we have to go onto the net and order from a store and need to get it on the 
bus asap. One night I couldn’t even get to pay the super as the internet was out- there are things 
which have deadlines and we need a lot more sure supply of service than having it out so much. 
God forbid the phone is out too and we are trying to get an emergency relay call out to someone 
who can speak to doctor or order something for us  

MEMBER 5 
We had NBN installed last June and in all fairness it has worked well. We had a few teething 
problems with installation but that appears to have sorted itself out. A couple of times we have lost 
connection but were notified by Activ8 that there was a problem beyond our control otherwise we 
have disconnected everything and re connected and patiently waited till the blue light came back 
on!!  

MEMBER 6 
NBN Seem to be more download happening than we are using. We aren’t using the internet any 
more than we were before and we burn through 35g faster than when we had 25g. Speed is faster 
but it doesn’t work in storms. When we go over we can only purchase 5g additional. Not acceptable 
when operating a business.  

MEMBER 7 
Ordinary.  

MEMBER 8 
Our experience with the NBN includes;  

* Regular outages. Until December 2016 we sometimes experienced up to 3 outages per week, 
lasting from 5 minutes to all day. We’ve been away recently so I’m not sure if this pattern has 
continued through January 2017.  
 
* Inability to contact the ISP when experiencing a problem. Either the ISP does not answer the 
phone, or the phone line hangs up before it rings, or some ISP’s have a policy of asking you to leave 
a message and/or terminating the call once you’ve waited in que for 10 minutes. When you don’t 
know if the problem is your end or theirs, contacting the ISP is time consuming, frustrating and 
uncertain.  
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*  Data usage. We evidently use more data than I think we can account for. I’ve gone through our 
device settings, followed the advice, and we are very conscious/conservative in our usage 
behaviour. I’m baffled how we can use 40G per month.  
 
*  Shaping is awfully slow, which is why using the data before end of month is so scary. Previously, 
shaping would slow the data speed over several days, under sky muster the speed is immediately 
and painfully slow.  
 
I appreciate the constant improvements NBN and ISPs are implementing, but our commercial and 
personal needs of the internet are way in front of these improvements. We waste a lot of our time 
on problem solving and it’s a constant barrier to our business; for example we would like to 
transition the office to cloud based systems but our experience with sky muster is still too 
unreliable.  

MEMBER 9 
Happy New Year to you and all the staff.  Don’t talk to us about the internet! The last two months 
has been woeful. Sometimes good, but mostly horrible. Skybridge have been in touch with us and 
have partly connected the system here. At the moment they are talking about using a helicopter to 
complete the work to isolated people.  

MEMBER 10 
First 3 days are impressive……since then..drops out regular , can switch it on, boil kettle, make and 
eat breakfast, and it still hasn't finished loading weather or whatever at 5 in the morning , thats the 
polite version…I don't bother anymore.  

MEMBER 11 
We found the NBN installation process arduous: they sent out two lots of contractors more than a 
month apart to install an upgrade on an existing service and install a new service both with Activ8. 
Seemed like a terrible waste of time and resources.  

MEMBER 12 
Now that it's installed we are very happy. Our only unknown is when are existing Telstra satellite 
services going to be switched over to the new NBN service?  

MEMBER 13 
At the end of this email is recent thread from ****** facebook page when I asked if anyone else 
having trouble. No faith in Hills at all. Activ8 even thought we had the new Skymuster installation in 
our quarters and sent congratulatory email. I didn’t respond because it was so ludicrous! However 
realised 3 months later they’d turned the old one off and been also billing for the new plan and 
installation! Nil usage in my favour in arguing that one. Obviously our staff are very on the ball too 
… although it was so useless most of the time one didn’t know if it was working or not.  

Plenty of guys round here have had 5-7 no-shows. Now they are saying the wet season is making 
things hard – that is when I went closest to losing it.  
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They still have not showed up around here. Latest excuse – having trouble getting the gear here! 
For heaven’s sake - We are on highway No 1!  

Some ***** people are obviously not across nbn stuff at all – we can get mobile coverage (only just 
at ******) but as far as I know everyone round here is entitled to nbn and that satellite is the only 
way to get it. Is that the case?? The satellite plans are bigger and less expensive and supposedly 
faster and more reliable haha. Mind you I wouldn’t call mobile reliable most of the time either. We 
use our maximum available download of 50Gb for $150/mo in less than half a month.  

I have had a few people comment to me personally who haven’t commented on this thread below. 
I would think the ****** farm is a pretty big customer to be mucked around for so long.  

Those of us who have had words with Hills have been assigned liaison personnel of some sort who 
swear to be taking a personal interest in our unacceptable service, but we are still only given the 
generic phone number and we all seem to have a different person so still no coordination. When I 
talked to my bloke just before Christmas he said they were still getting quotes to do the ground 
mounted pole installations – so it seems all the other appointments were complete bullshite. Or the 
quote business is. To be frank I believe nothing they say anymore.  

I put in for 4 services at *****. When they were coming to do an installation in Sept or Oct they 
seemed to be talking one service – so I rang a checked up and they had to scour through their 
records to find all four and put them together. They were all applied for together at the same time 
with activ8. Then I never heard from them again for ages … Bottom line – their system of collating 
and filing applications would seem to be pretty sub-standard.  

I think involvement of more local blokes would be a big step in the right direction if not being done. 
At least ask locals about freight truck companies if nothing else!  
 
MEMBER 14 
Hello Zion and the Hills team,  
Thank you for your email.  
I have many questions in relation to your email:  
1. Why did someone from Hills ring me on Tuesday 13 December to tell me a technician would be 
coming to install our satellite internet on Thursday 15 December when they obviously weren’t?  
2. Why, therefore, could you not also ring call me and at least leave a message? I missed one call to 
my mobile in the last week from a private number and no message was left.  
3. Why did Hills tell me the contractor would call me 24 hours and 1 hour before arrival?  
4. Why did some of our family travel 500km to be here for the installer?  
5. Why did I not receive any contact to say nobody was coming?  
6. Why have I been given more than 6 installation dates since my application was accepted in early 
July?  
7. Why is Hill’s latest installation date after the Interim Satellite Service has been turned off?  
8. Why, on about 2/11/16 did Hills ring me say they would be here on 30 November? And why did I 
hear nothing when they didn’t show up?  
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9. Why on about 8/12/16 did I have to ring Hills for next installation date?  
10. Why did they tell me they would do it in January???  
11. Why don’t Hills employ local contractors who know the country, the properties and the people 
who are waiting for Skymuster installations.  
 
Obviously, my confidence in the ability of nbn and Hills to deliver on Skymuster in promised 
timeframes has been severely eroded.  
 
I have been tolerant to date because we can just get mobile signal in some of our buildings. We are 
however now facing Christmas with unusable internet, mostly because we were expecting an install 
before Christmas and stupidly were less frugal than usual with our meagre, limited download. We 
are also facing an impending wet season, and live in an area impacted by floods, so good 
communications are critical.  
 
MEMBER 15 
NBN. We've just had the last of our systems changed over the to Skymuster. This was supposed to 
be in two separate visits (which would have made three visits in total), but the rain meant they 
couldn't get out to Docker River, so did all 5 of ours at once. Which was great and we were really 
pleased that they were able to make it happen. However, they messed up recording the box 
numbers against the 'houses' (let's just not even go into the debacle about having to name every 
building.....) and it has taken about 10 hours of staff time to try and get it sorted. The wrong boxes 
against the wrong houses, which meant the wrong usage was potentially to be charged to the 
wrong person....but we were able to create enough noise for Skymesh to give us a way to sort it out 
(get all the boxes, and then reallocate correctly) before the changeover of the first month usage. 
The relationship between NBN and other providers (ours is Skymesh) is pretty ordinary, with both 
sides always happy to blame the other. The entire process of not being able to link multiple 
connections to the one visit is just laughable if it wasn't so serious and this appears to be simply 
how the system was set up and 'no-one' knows how to get around it. The lack of consistency at the 
other end of the phone - even though we may spend hours documenting what the issues are - 
there very rarely seems to be a record of it the next time we call. We have not noticed any changes 
in the speed of the service in the office (and **** and I don't have another one at home) with 
mixed reports from staff as to whether it's better or not. Certainly still no-where near town access 
(speed/volume/$$ comparisons). We did have drop outs during the rain, which hasn't happened 
before - but the rain isn't usual either, so not much we can pull out of that. But the internet stays 
on better than the TV with cloud cover, both pre and post Skymuster.  
 
We have had to put all our staff connections into our name - so that we didn't face the months of 
delay for someone to switch over to a new user or to turn off when someone left. This was a REAL 
pain, but we've worked out our way around it, so when a staff member changes, we simply change 
the credit card details.  
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MEMBER 16 
 NBN at *******  
1. often out when we need to use it  
2. slow even when not supposed to be  
3. was told it was worked out that everyone was allocated to get 35gig and after that price rises 
sharply however our office has 4 people working business out it and it just isn’t enough. 35gig 
sounds a lot however I am told that flyers on planes have free unlimited usage as they fly overhead 
of us. I am told that the poor town people who are flying are used to having unlimited use at home 
in their cities so they have to have unlimited usage as they fly.  
4. Towns already have free access in areas, why are plane passengers allowed to chip in on what we 
can get?  
5. I would also like to know if planes also often have no usage for an hour say 4-5pm like we do as 
well while it updates etc. Why can’t they update at night? Race into the office and have no idea if it 
is out for 10mins, or 1hour and if it is out for 1hr, did I come into the office in the first or last 5mins 
so do I sit around and wait or come back later when the same thing can be going on. It is really 
annoying to race in to do something on line and it is out!  
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7.9. APPENDIX I: Provider Cases of nbnTM Fixed Wireless Congestion 

nbnTM fixed wireless can experience serious over air and back-haul congestion. This is due to 
antenna, equipment and other capacity limitations in the nbn network. 

Many users on nbn Fixed Wireless are experiencing serious QoS issues and their VoIP service are 
also suffering 

These network issues are not being addressed by nbn as highlighted by senior management at 
SkyMesh and Aussie Broadband via social media. 

 

The 'problem' in Ballarat is with Fixed Wireless only, and it's a combination of congestion at 
the towers and nbn co's backhaul. It affects all RSPs and not just SkyMesh. We've been trying 
to find out when nbn co will fix the congestion. From memory and third-hand via Support 
and Systems Engineering, the progress has been roughly as follows. 

We reported individual speed faults to NSOC and they closed the tickets saying 'no fault 
found'. We then raised more tickets and complained, so they closed the ticket saying the 
speed over the radio sector is normal and therefore nothing is wrong. We raised speed faults 
for every customer on every congested tower and they bulk closed all tickets saying no fault 
found. 

We then raised one ticket for one customer and continued to reopen the ticket and complain 
it shouldn't have be closed. NSOC told us that so long as a customer can get at least 25/5 
Mbps at one point during the day (or night) that was acceptable. We disputed that 
vigorously. They then explained that 25/5 Mbps was (up to) 25 Mbps download and (up to) 5 
Mbps upload and we explained that they were thinking of the 50/20 Mbps service. 

I spoke to an insider late last year and was told confidentially that the towers will be 
upgraded once the new round of funding comes through in the new year. The new year 
arrived and none of our customers have future Scheduled Maintenance for their towers at 
this stage. I raised the issue of funding at a high level within nbn co last Tuesday and was 
told that they get funding regularly. I was told the funding is not for specific products or 
projects, it's just for the nbn™ network in general, so it wouldn't be a funding problem. I was 
asked who told me that and I conveniently couldn't remember. 

We have now been asked to raise new speed faults with NSOC, which we have done, and 
forward them as examples, which we have done, and it will be investigated. I'll report more 
as significant progress comes to hand. 

Rees, P, Whirlpool, 23/1/17 
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7.10. Appendix  J:  Sample Fixed Wireless Interference 

 

 
 
 

Name = Daryl Collins  LOC ID = (LOC000104244381) 4570 Princes Highway, Birregurra, VIC 3242 
Exact House Location = -38.292034, 143.812804  

Fixed Wireless Tower:  NBN Co Cnr Barray and Strachan Streets Location Birregurra VIC Precision 
10 Lat,Long (GDA94) -38.3341°,143.79031° Antenna Height 40m (AGL)  

Estimated Signal level at the RX site = -74.32dBm  

Distance between sites = 5.07km  

Daryl Collins lives 5km from and nbn fixed wireless tower and has a clear line of sight to the tower 
(as per above image).  Despite numerous attempts by Daryl to get an answer from nbn as to why he 
can’t be connected to this tower, the replies he has received have been unsatisfactory. He wrote 
this letter to nbn outlining his frustrations: 
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We have been sent your reply to Sarah Henderson regarding our ongoing issue to get access to the 
soon to be commissioned FW tower in Birregurra. Your response is not acceptable. 

Twelve months ago when the NBNCo roadshow came to town, we were quite excited at the 
prospect of getting internet speed that would enable us to run a more efficient business and also 
add value to our service offering. Faster internet speeds WILL make a tangible difference to us. We 
are an award winning business that is always looking to improve.  Our current ADSL 2+ service 
delivers us average speeds of around 2.3mbps which at times brings back memories of dial up 
services 15 years ago. We cannot even subscribe to streaming services, and even through Foxtel, if 
we want to download a movie, we need to make a decision the day before because it takes a good 
8 hours to complete. 

I guess you may think we are a bit selfish, however until 18 months ago we lived in Sydney’s Inner 
West. We had cable modem there and our average speed was 118kbps, which is actually faster 
than the NBN, and around 50 times faster than what we have now. So, in short we know what it’s 
like to experience a high speed internet service, and stepping back as we have has been a huge 
adjustment. Knowing that a FW service was going to be offered in Birregurra gave us hope and 
expectation that at some stage in the future we would actually re-renter the 21st century. 

At the NBNCo roadshow, we were informed that we would not be getting the FW service due to 
“topography”. The landscape would prevent the signal getting though the short distance of 4.95 
km’s to our property. You can only imagine our surprise a few months later when the tower was 
constructed, that we could actually see the bloody thing from our kitchen window. I’ve attached a 
photo, just so you can see for yourself.  In short, we were lied to. We actually have line of sight 
access to this tower. Now we get told that “technical issues” will prevent access. With due respect 
Ben, we don’t believe you, and why should we? What will NBNCo’s next excuse be? 

Let’s be honest here. You know as well as we do that there is a “fix” available to make this work. 
We are not technical boffins, but let’s face it, tens of billions of dollars are being spent on this roll 
out, and you’re telling us we don’t possess the technical expertise and know how to develop a work 
around to prevent interference with other towers?? If you go back a step, you are also effectively 
telling us that in planning the position of these towers, this was a known constraint but instead of 
trying to overcome the problem in the planning phase, you just went ahead and built them 
anyway? Knowing full well that a large chunk of residents would be denied access to the service?  In 
our case, we have been told that a further 250 households would get access to the Birregurra tower 
if it had a 360 degree transmitter.  That is 250 less subscribers potentially clogging up further an 
already over loaded and vastly inferior Sky Muster service. This is incompetence at a level that is 
difficult to comprehend Ben. 

While on the topic of Sky Muster, I was a little bemused by your ignorance is suggesting Sky Muster 
to us in your email to Sarah Henderson. For months we have made the point that Sky Muster is not 
an option for us. We currently pay around $69.00 per month on a Telstra business plan for a TB of 
data. (Not that we can use it of course, due to speed issues) There is no Sky Muster plan anywhere 
near comparable to this. In short, we are being asked to pay 4-5 times more a month for a service 
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with 12 times less data that we get now. Further, the Sky Muster service is chronically unreliable, 
and its fair use policy skews plans to off peak, which will not suit our business. In short Ben, we 
repeat SKY MUSTER IS NOT AN OPTION FOR US. 

We have shared you email on forums over the weekend that focus on internet services in rural 
areas. I must say it has generated quite a bit of comment. (Not good for you guys) There is a 
perception that NBNCo will not spend the money in rural areas to support a robust and wide 
reaching FW service. Instead it would seem that every time there’s a problem, you tell people to 
use Sky Muster rather than try and deal with the technical issues. This of course migrates many 
more people to Sky Muster than is necessary, placing unnecessary extra demands on a service  that 
really should be there for those people where there really is no other option. When you can offer 
us a comparable service in terms of cost,s reliability and data allowance that we get now we might 
consider it.   

Further to this, our concern going forward is that at some point in the future the ADSL service may 
be decommissioned. Then we really would be partying like its 1999. 

Ben, the optics of this look really bad for you guys. We have already had The Australian newspaper 
run a story on our situation, and last week we did an interview on 3AW. Now that we have your 
response, we have no choice but to ramp up our media campaign. Please don’t underestimate the 
power of the narrative around the image  from our kitchen window. It is already resonating with 
people. 

So to summaries:- 

We don’t believe there is nothing that can be done. We know there is a fix available and so do 
you. It costs money and you won’t spend it. Be honest! 

The incompetence in the planning and design of the infrastructure is simply breathtaking and this 
needs to be highlighted. At the end of the day it is OUR money you’re spending 

Sky Muster is not an option. Sky Muster is not an option. Sky Muster is not an option. Do you get 
it now? 

“A picture tells a thousand words” 

We are happy to discuss this with you at any time. In fact we would welcome the opportunity to 
meet NBNCo representatives on site. We are determined to continue this fight. We are not going 
away, so please don’t ignore us. 
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7.11. Appendix K: FTTN Case Study 

Glenn Hurse - reference BIRRR Facebook 

With a local Landline to NBN migration in progress I have had over 2 months of encounters of the 
issues with FTTN transfer and Provider Sales and Tech support. 

Issues encountered for clients 

- Many RSP's do not have a consistent or reliable Fault-finding procedure in place as attested by 
these. 
-1: had a client with newly installed NBN modem, next afternoon we had a local storm causing a 
flooding of pits - following morning the client had spent 3 hours plugging and unplugging their 
modem Had the Helpdesk tried to connect to the modem they would have found a line failure 50m 
from the Node. (Pit full of water) by the time the NBN tech arrived, we had managed to pump the 
pit. 
-2: Client - aged customer who has issues using a mobile phone - and uses a Phone suitable for the 
"Hearing Impaired" - No phone for 3.5 weeks due to " Migration Delays": I mention this as there 
was no desire from the RSP or NBN to move until threatened with TIO complaint. 
-3: Client had equipment delivered, connected it and no results, rang their RSP to be told: YOU 
HAVE NO FIBER INSTALLED IN YOUR STREET.. note i said before our town is FTTN.  
-4: Have a fresh job where the clients computer was not connecting to the internet: the RSP blamed 
the Client's virus infected computer? Never asked the client to reboot the modem - fixed when i 
tried.. BUT the client has to reboot at least 2 times per day. another elderly client.thankful this one 
is happier with using a mobile.. but tires with having to reboot the modem. I am arranging to ring 
and deal with the issue under threat of TIO complaint. 
Example of difficulties with RSP Sales. 
- Business client: 2 lines into the premises. one was a private/ personal landline, the other was their 
business Fax, business internet. On changeover to NBN, Both lines were disconnected. YES I realise 
that this is normal. But when the client tried to get the second line reconnected AS A NBN line with 
another company - long story the why- NBN and the two involved RSP's could not understand the 
concept of 2 physically separate lines into a premises for essentially 2 OWNERS.. We resolved it by 
telling one company to go jump, and insert long involved story. have the private phone and 
business landline with RSP A.. with a consideration with their business head office.  
Multiple physical lines is a common installation in some premises and each with different accounts 
associated.. what is going to happen in our future? 

Add to this my own personal experience:  
- Where for 3 weeks Telstra told me a full time issue with my DOT Phone was a "Number Migration 
issue" only to find after threatening to go to TIO that it was in fact a "Modem Firmware" issue at no 
time while complaining about the issue did ANY tech bother to check a WELL KNOWN ISSUE WITH 
THE INSTALLED MODEM. 
- The TIO must be flooded as I have not yet heard back from them regarding my complaint.(have a 
case no.. better give them a call) 

https://www.facebook.com/groups/BIRRR/permalink/651308375077853/?comment_id=651314888410535
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- My issue is not fully resolved as at anytime the Modem MAY download and install the latest 
Firmware leaving me back where I started. (yes i have trust issues) and have Telstra people ring to 
ask how good they were in resolving the issue?  
The Tech who arrived to do the Firmware Downgrade, commented that This, the Firmware 
downgrade, was a common task. 
Why are businesses being hit with this issue? Why is the number Migration such a time consuming 
business? Is it the main cause of Call quality and data outage? AND WHY is it the first AND ONLY 
port of call in faultfinding issues? But it would seem it is a huge issue: WHY? 
All these issues are costing the Service providers a lot of time and creating very unsuitable working 
environments with their staff WHY is this continuing? 
It is costing rural businesses, not just the time, productivity and inconvenience but, clients as well.. 
two things that RSP's seem to forget and the TIO as well, it is impossible to claw 1cent back for 
wasted time, and near impossible to claw $1 for lost business.. you may get a refund on your 
monthly fee but that is about the best of it.. it is not uncommon to hear stories of 40hrs in a month 
lost in dealing with these people. (my case had reached 32hrs on the phone and 25 hrs lost in 
resetting modems and ringing back clients due to lost calls or dropped internet - not including a 
doctors visit for stress as a result) 

The consumers and business should not be subjected to this rubbish be they rural or metro based, 
be they 25yrs or 80yrs old.  Why do we have to fight and claw for our clients and selves, and 
threaten TIO.. Where is the customer service in NBN-CO and Many RSP's I name Telstra, Optus, 
iPrimus, Dodo, westnet and iinet are among the companies I have had issues issues with mentioned 
above. 

I know I am a penny pincher on this..  IF you are a Telstra Client you are aware that there is a $8 + 
GST Fee for the "National Number Portability Scheme" for telstra to release your number to 
transfer/migrate to any other RSP.. 
They sell the lines to NBN, then charge people who are dumbfounded by the process and decide to 
move ships.  

There are a number of very professional and well organised companies contracted to NBN-co for 
installation work (I know for skymuster installs) But it seems on the RSP side of things Cowboys 
abound, but there are excellent staff in all the organisations.. most are frustrated by the 
disorganisation stemming from NBN co.. and their co-workers and the system they are expected to 
work under. But NBN-Co has the collective of fingers being pointed at it for being disorganised. 
With the Billions involved surely all involved would be looking for an economical NOT Cheap way of 
resolving the organisational issues.  The business model appears cheapest tender wins, customer 
and taxpayer pays all the way.. and will keep paying and paying.  The CEO's will be the only winners. 
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7.12. Appendix L:  Compulsory reporting of Sky Muster Provider congestion 
statistics 

https://forums.whirlpool.net.au/forum-replies.cfm?t=2481337&p=2#r36 

masterone2988 writes... 

Are there any meaningful statistics to display the possible variances? (ie service quality between 
Sky Muster RSPs) 

Paul writes 

Hi masterone2988, 

Sadly, there isn't. 

When the Interim Satellite Service was heavily congested and nbn co wanted to show that it wasn't 
their fault, they produced monthly performance reports – https://forums.whirlpool.net.au/forum-
replies.cfm?t=2441315#r1 

Unfortunately a few of the larger RSPs whose performance was lacking complained, and the reports 
were no longer made available. 

Nothing like this has been produced by nbn co for Sky Muster™, though it would be beneficial for 
customers. 

Thanks, Paul 

  

https://l.messenger.com/l.php?u=https%3A%2F%2Fforums.whirlpool.net.au%2Fforum-replies.cfm%3Ft%3D2481337%26p%3D2%23r36&h=ATOPa4aCVaRm4qYVOGjXZ3dChbfv6UjG5IriFtPAWjzELYqKu3-6dasz1eQTMw_LYZ_v1VEXxAJGO33nPIdujWqLTietHYqlaXE5z26b7xULM17nuC-QMhZNACsahpxcWKGd
https://forums.whirlpool.net.au/forum-replies.cfm?t=2441315#r1
https://forums.whirlpool.net.au/forum-replies.cfm?t=2441315#r1
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7.13. Appendix M: How does Latency on Sky Muster affect your ability to work 
from Home: BIRRR Members Comments 11/4/17 

ALI: I am trying to write a submission for a large grant, I initially struggled to download the 
paperwork associated with the grant and I am now struggling to be able to do any research or fact 
finding, or even access our own internal online database and file sharing apps.  In everyday use, I 
work in a role that relies heavily on email and also accessing a remote server. It is extremely slow to 
access emails and I have stopped using the remote server and am considering going back to a fax 
machine. 

AMBER: I am working for an online home wares retailer, however due to the unreliable service and 
lack of support available on Sundays when outages occurred, which often were all day outages 
required me to change my scheduled days. Living in a regional area, I didn't have the options of 
going to a public place such as a library as these services aren't available on weekends. The financial 
impact has resulted in loss of income and increase daycare costs. 

MAE: My work uses an internet telephony system that they can't get to work on Sky Muster due to 
latency, means extra cost for me to work off mobile.  Constant ongoing problems with highly secure 
websites that time out because my end doesn't respond in time and creates errors.  Even simple 
things like the extra time to sync Google Docs or Dropbox etc shared documents that we try to 
work on as a team – Sky Muster lag creates problems. Working on things like creating a Wordpress 
website, latency makes it take twice as long to get anywhere because each step you 
save/reload/check takes ten times as long. So basically combination of applications not working at 
all, or if they work they duplicate the work required and make things frustrating slow and error 
ridden 

STEVE: I do software engineering and system support, sometimes remotely. If you can download 
files from work, work on them and send them back, that's fine. But if you need to use remote 
desktop or interactive applications, I find the experience is very difficult. Waiting for every 
keystroke to appear on the screen is disconcerting, but waiting for the cursor to move as you 
backspace to fix a spelling mistake is intolerable!  I have almost completely given up trying to use 
remote operations and leave things until I get into work. That is a 50km drive, but it's much less 
frustrating than trying to work remotely! 

LEINI: Forgot to add, cloud based accounting is great while everything's working well but there 
seem to be plenty of glitches and shaped periods where it's near impossible to use. With no mobile 
coverage there is no back up short of driving 90km round trip to town, where the public library isn't 
open every day anyway! 

MEGAN: An example is that GIS programs that need a reliable internet connection struggle to 
load/work , with potential data losses, flowing onto a backlog of hours spent recouping data. 
Another example is the Inability to lodge BAS and other important small business banking and Tax 
requirements due to slow speeds and regular drop outs. Finding irregular times to lodge things is 
necessary due to the regular drop outs. 
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FREDRIK: I am a high school teacher, and while my school provides excellent technologies that 
enables me to access resources from home, the huge latency (600ms) of Sky Muster prevents me 
from using this efficiently. Sometimes it takes my computer 45 minutes to start up since it struggles 
to make contact with my school's network. Work tasks usually take triple the time to complete 
since the connection drops in and out. I live 16kms from a major regional city (Rockhampton , QLD) 

LAUREN: It took me a week to register a business name with ASIC. The pages kept freezing then 
refreshing and losing the data I'd typed in, sending me back to start the process repeatedly. I ended 
up going into town with a portable USB modem and laptop.  I can't lodge tenders online via Sky 
Muster. It's too flaky and tender deadlines are fixed. I have to drive into town to do it with the 
portable USB modem and laptop. I also have trouble downloading tender documents at times.  My 
husband can't work from home using Citrix. Ever. 

PETER: I use two systems that require a stable uplink to maintain access. The poor latency of the 
"up" side of Sky Muster means constant disconnections, with each re-connection taking several 
minutes. This happens multiple times. One of the two systems wont even maintain any form of 
connection, it’s that bad - we use this for monitoring our large off grid power system. 

NICK: Remote Desktop and Teamviewer are frustratingly slow when it’s working at its best, and 
unusable when its not working so well. The use of these programs saves me a lot of time and a lot 
of driving. 

IAN: ssh/telnet/rsync drops it's connection randomly here. If I have 6 ssh connections running to 6 
servers in 2 data centres, then randomly all the connections will simultaneously fail for me. Use to 
do it on ISS all the time, with Sky Muster I now use mosh to get around the problem, but it has it's 
own quirks, like no scroll back and if I need that it's back to ssh with random drop outs 

SALLY: As a teacher: Simply can't work on google docs or complete digital assessments/ reports. 
With young children, I can't stay at school for hours and need this time at home to work. Everything 
in the modern education system is online and without the internet, I simply can't work from home. 
We are with Sky Muster, Western NSW. 

GREGORY: I had trouble working from home using La Trobe University VPN to mark on-line 
assignments on Sky Muster. (Worked fine with Telstra mobile 4G). After many discussions with the 
helpful La Trobe tech staff and trying lots of things they came to the conclusion that their systems 
are just not engineered to cope with such long latency. It is not a matter of limits, it is just that their 
systems are built around normal latency (less than approx.. 100ms) and when redirects are involved 
it just often drops the connection. It could also have been at time when Sky Muster was having 
regular mini-dropouts. The result was that the connection would drop out regularly and I would 
have to go to all the trouble of logging in again. 

CAROL: I do bookkeeping for a client that uses Quickbooks online/in the cloud. I am a touch typist 
and fast data entry operator, but it takes me twice as long to enter things because I have to wait for 
it to catch up all of the time. If I don't wait, it leaves information out or I end up entering things in 
the wrong field. It's quite frustrating, but I can't confirm if this is a Sky Muster issue as I started 
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doing the bookkeeping after we got Sky Muster. I assume it's a Sky Muster issue as the QB circle of 
'processing' often takes a while to decide it's ready to move on. 

MELODY: When we are trying to log onto a server at our office 130km away, most weeks we 
abandon Sky Muster and use a mobile broadband device because the speeds make it impossible to 
work. 

BARBARA: Lecturing online at university. Cannot always access the learning repository to grade 
student assignments. Have to download, mark offline then drive 100km to my daughters' place (in 
town with town internet) then copy and paste my remarks and grades. If I don't " premark" offline I 
would be there for days visiting.  We don’t have any other option as there is no mobile service. 
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7.14. APPENDIX N: Innovation breakdown dead ahead without revving up internet 
speeds 

FANG ZHAO 

The Australian 12:00AM March 3, 2017 

The tyranny of distance is a common theme when speaking with anyone from Western Australia, 
doubly so for those from the remote and regional parts of our largest state. 

It’s something that all Australians from regional areas have become used to over the past 200 
years. But the arrival of high-speed broadband can mean the most remote of areas of our country 
are mere milliseconds from anywhere else on the globe. 

We can connect with relatives, business partners or clients on the other side of the world and talk 
face to face. That means someone running a business in Katherine, Broome or Mackay is digitally 
no further from their suppliers in China, Germany or the US than if they were in Sydney or 
Melbourne. 

But there’s a catch — you have to be connected to the web, and that’s where digital entrepreneurs 
in regional areas have problems. 

At Edith Cowan University’s school of business and law our research project, Enhancing Digital 
Entrepreneurship in Australia, is working to solve these problems. We have been talking to digital 
entrepreneurs from around regional Australia and the most common complaint we hear is about 
internet speed and reliability. 

Australia is already a laggard in terms of internet speeds when compared to other developed 
economies. Last year it was reported Australia placed 60th in the world in a ranking of peak 
internet speeds, according to US tech firm Akamai’s state of the internet report. But regional areas 
of Australia lag further behind our capital cities on this metric. And it’s the only real reason a purely 
online business can’t be run from the remotest corner of the country. 

In one of our interviews with a business owner in the southwest region of Western Australia he says 
the lack of reliable digital infrastructure is holding his town — and many like it — from thriving 
online. His online marketing and advertising firm relies on a high-speed, stable internet connection 
to work with clients based locally and around the world. 

When he’s working with international clients, dodgy web connections are hurting his business. 

“The biggest issue in regional areas is the connectivity, the NBN … It’s being used as a political 
football. I don’t have much time for that, I just want it sorted,” he said. 

That business, and many like it, are one important way regional areas can bridge the gap that exists 
in terms of productivity, employment and education. 
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Businesses such as this employ local workers or bring skilled employees from the city to the regions, 
and a lot of the time bring skills that might not have existed there before. But the issues of a lack of 
any internet access (in some cases), painfully slow speeds and the high cost of mobile data in 
Australia place a significant roadblock in the way of new businesses wanting to make it in the online 
world. 

That said, the National Broadband Network is going a long way to overcoming a lot of these 
challenges and the prioritisation of regional areas is to be commended. 

But as this business owner, and several others our research team has spoken to, have reported, the 
provisioning of adequate services, particularly when it comes to the internet, is critically important. 

“You need the ability for people to maintain the type of lifestyle they have down here but you need 
to have the digital resources that exist elsewhere,” he said. 

It can help to promote the tree-change or sea-change lifestyle popularised over the past few 
decades and reverse the brain drain taking people away from the regions in favour of the big cities. 

While fast and reliable internet is critical, our research has found having the right policies in place is 
just as important for digital entrepreneurs living in regional Australia. Australia lacks a national 
strategy on digital entrepreneurship and that is despite many countries, and particularly our 
competitors, seeing these kinds of businesses as a vital pillar for economic growth, job creation and 
innovation. 

A business owner from regional Victoria was highly critical of state and federal government policies 
in this area — a consistent theme across our research. 

Like many digital entrepreneurs he’s involved in a wide range of start-up businesses across 
industries including education, outdoor recreation and car sales and he’s not without experience. 

“Whether or not we are an innovative economy is really, really important because it strikes at the 
heart of where are our kids going to have opportunities and where are the jobs of the future … It’ll 
be a dismal place if nobody has any work,” he said. 

Living, working and doing business in regional and remote areas breeds resilience in these 
businesses, their owners and employees. With technological advancements we can expect that 
about 40 per cent of existing Australian jobs are likely to disappear over the next two decades. 

We must develop a creative, entrepreneurial and digitally enabled business and industry 
community and workforce. 

Fang Zhao is associate dean (management) at Edith Cowan University’s school of business and law. 
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7.15. Appendix O:  AgForce Draft Telecommunications Innovation Project 

 

 

Briefing Note: Telecommunications Innovation Project (TIP) 

ISSUE: Regional, rural and remote (RRR) Australians struggle to access and use telecommunication technologies 
and are therefore missing out on essential services and opportunities that metropolitan users take for granted. 
There is a need to bridge the gap between existing telecommunications offerings in RRR Australia and the digital 
ability of end users for applying these services to improve livelihoods and lifestyles. 
 

SOLUTION: Agforce proposes to rollout out a Telecommunications Innovation Project (TIP) to reach 
out to, educate and support RRR residents to take control of their connectivity and usage needs. 
This would involve:  

• Step 1: Helping RRR residents understand telecommunications options. 
• Step 2: Convert connectivity into outcomes for RRR Australia.  

While Agforce recognises the challenge to get people online is critical to innovation in agriculture, 
possibly more so, are improvements in the ability of RRR users to capitalise on digital technologies. 
TIP will focus on: 

• identifying barriers to, and constraints of, RRR telecommunications usability 
• connecting RRR Australians with people who can help them resolve telecoms technical issues 
• empowering users to understand their telecommunications needs and options 
• collaborating with users and providers to devise solutions for improving business and social outcomes 
• sharing these learnings across stakeholders and industries.  

 
AIMS: The aims of the TIP are: 

• to relieve, improve and expand the services of Better Internet for Rural, Regional and Remote Australia 
(BIRRR) volunteers to strengthen telecommunications service provision to RRR Australians 

• to provide an industry contact for RRR residents who have challenges using telecommunications 
• to centralise issues identification and problem solving, and facilitate knowledge sharing across 

stakeholders, geographical areas and industries 
• to maximise use of existing resources of service providers/government and only fill genuine gaps 

KEY ACTIVITIES: The above aims will be achieved through establishing a network of regionally-
located knowledge brokers and technical support people. Activities of these people will include: 

• fielding enquires from RRR residents about telecommunications usage issues 
• helping RRR residents to identify their telecommunications needs (e.g. 

data/speed/automation) 
• providing unbiased advice on options (e.g. technology, plans, hardware, design) 
• explaining what technologies are available to residents and who can provide such services 

https://birrraus.com/
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• educating RRR residents on what they can do through their telecommunications service  
(e.g. government services, health information, practical resources) 

• assisting individuals and groups with applying technology options to improve property 
management; 

• collecting and sharing information with all stakeholders.  
 

The TIP will not replace/duplicate telcos’ existing call centres or technical services. Further, TIP will 
inform and work alongside government organisations such as ACCAN, the Digital Transformation 
Office and the Bureau of Communications Research to help advocate for improved 
telecommunications in RRR Australia.   

http://accan.org.au/
https://www.dto.gov.au/
https://www.dto.gov.au/
https://www.communications.gov.au/what-we-do/bureau-communications-research
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SCOPE:  Agforce recognises that RRR telecommunications issues across Australia cannot be 
addressed all at once. As such, the TIP will be rolled out initially in RRR Queensland only, 
with the view to upscaling into other states later on. Agforce is excellently placed to 
facilitate this initial project owing to its strong and far-reaching network of members who 
will benefit from TIP.   

PROJECT ROLLOUT: TIP will be coordinated by Agforce in conjunction with stakeholders 
as follows: 
 Objective Activities  
Phase 1: 
Scoping & 
planning 

Capitalise on 
existing 
resources, 
funding and 
knowledge to 
ensure only 
genuine gaps in 
service provision 
are filled  
(6 months) 

• Collate and analyse existing data on RRR 
telecommunication issues (e.g. BIRRR survey, 2016 
Digital Inclusion Index, 2015 Regional 
Telecommunications Review, etc.)  

• Map existing services provided by telcos/government  
• Establish formal lines of communication between 

stakeholders (government organisations, service 
providers, Agforce).  

• Establish a steering committee & review/evaluation 
framework  

• Appoint knowledge brokers and technical support 
personnel in locations in regional Queensland 

Phase 2:  
TIP rollout  

Promote and 
rollout TIP in RRR 
Queensland  
(6 months) 

• Educate knowledge brokers/techs in common 
issues/solutions  

• Execute an awareness/promotional campaign though 
Agforce member networks  

• Establish TIP touch points: 1800 number, website, 
social media, online chat, printed collateral, physical 
office, town halls, etc.  

Phase 3: 
TIP 
Delivery 

Deliver, evaluate 
and continuously 
improve the TIP  
(12-24 months) 

• Knowledge brokers: 
o undertake key activities of explaining, helping, 

advising and supporting RRR Queenslanders re: 
telecommunications 

o liaise between end users, providers and other 
stakeholders  

o collect data from stakeholders for evaluation and 
feedback  

• Extension work to help RRR residents convert 
connectivity into social and economic outcomes e.g. 
internet-enabled tech solutions for farmers and 
landholders 

Phase 4: 
TIP 
evaluation 

Review and 
upscale (24-36 
months) 

• Upscaling planning into other states  
• Formal evaluation of TIP 
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OUTCOMES: Outcomes include but are not limited to the following: 
 

For users For stakeholders For Queensland and 
Australia 

• Access to and use of 
essential 
resources/services 

• Greater exposure to and 
use of business 
opportunities  

• Improved well-being and 
quality of life 

• More satisfied customers 
• Better meet USGs 
• Recognition for 

addressing concerns of 
public  

• Improved ROI with 
increased income from 
agriculture 

• Strengthening of 
communities through 
better access to health 
and education 

• Increased productivity and 
innovation in RRR 
industries 

• Reduce budget deficit 
 
COMMITMENT: Agforce seeks the commitment of telcos and government organisations to 
work with Agforce to deliver TIP by: 

• opening up lines of communications with their existing front line and strategic service 
staff 

• nominating representatives for a steering committee to oversee the project  
• sharing knowledge/solutions across organisations (with due consideration to 

commercial sensitivity) 
• funding at least 4 knowledge broker and 4 technical support positions in regional 

Queensland 
• providing these commitments for an initial three years with a view to upscaling TIP 

nationally. 

FUNDING: A proposal for resourcing the TIP is: 
• 50% Queensland Government – $2.25M 
• 20% Telstra – $900.000 
• 20% NBN Co – $900,000 
• 5% Optus - $225,000 
• 5% Vodaphone - $225,000 
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Project Locations - Proposals 
1. Southern Inland Queensland – Roma (Grains and Grazing) 
2. Central Queensland – Emerald (Graind and Grazing) 
3. North Queensland – Chillagoe (Grazing) 
4. South West Queensland – Charleville (Grazing) 
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