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Executive Summary 

Better Internet for Rural Regional and Remote Australians (BIRRR) began as a Facebook group 
(administered by volunteers) in 2014 with the aim of providing information and support for 
telecommunications services to people living and working in rural, remote and regional areas.   

The BIRRR Review of nbn™ Sky Muster Retail 
Service Providers (RSPs) aimed to establish 
how satisfied customers are with their nbn™ 
Sky Muster service and their opinion on their 
RSP, by collecting information about user 
experience with nbn™ Sky Muster service 
providers and the satellite platform. There are 
no other current independent review processes 
where consumers have been involved in 
conveying their experience with nbn™ Sky 
Muster providers, across all aspects of their 
connection. 

The data will be used to work with the 
Government, providers, nbn™, stakeholders 
and other relevant advocacy groups to improve 
telecommunication services and customer 
service in rural, regional and remote (RRR) 
areas. It will also be used to develop tools to 
help users choose an nbn™ satellite provider.   

When reviewing nbn™ Sky Muster RSP’s 
against a set of 9 criteria, respondents who 
rated their provider as Excellent or Good 
across all aspects were: SkyMesh (78.42%), 
Bordernet (66.12%) and Activ8me (61.56%), 
thus identifying them as the top three 
providers, across all aspects of a consumers’ 
satellite connection.  iiNet (36.9%), Southern 
Phone (33.3%) and Westnet (32%) being 
identified as the lowest three providers overall. 
Additionally, 13.4% of respondents stated they 
would not recommend their provider. 

The survey found that 38% (27% of 
respondents had only a landline phone and 
11% had no other communication method) of 
nbn™ Sky Muster users had no available 
alternate / back up connection in the event of 
an outage or issue with their satellite service 

While 70% of respondents found nbn™ Sky 
Muster reliable, the survey highlighted 
confusion with plans types, issues in getting 
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problems resolved & understanding who was responsible for each issue within the network. The 
survey recorded that 66.5% of users find nbn™ Sky Muster meets their current needs, 50.5% 
found it expensive, restrictive in data (36.8%) and speed (40.1%).  Sixty two percent of 
respondents indicated that they need more data or lower costs. Furthermore, BIRRR have noticed 
an increase in negative feedback and a decrease in consumer satisfaction regarding the nbn™ 
Sky Muster platform.  The survey gives valuable feedback on identifying the issues causing this 
dissatisfaction.   

The survey has highlighted that consumer experience with their provider can greatly impact their 
perception of the nbn™ Sky Muster platform, and that more needs to be done by both providers 
and nbn™ to improve a consumer’s experience on the nbn™ Sky Muster platform.  Overall, the 
survey highlighted the many issues that have resulted in declining satisfaction rates amongst 
nbn™ satellite users. We encourage stakeholders (including nbn™, the government and RSPs) to 
consider these findings and use them to guide the enhancement and improvement of regional 
communication technologies. Particularly, as more people move to work and educate from home in 
regional areas, the demand for needs-based connectivity will continue to grow.  We also 
encourage both nbn™ and RSP’s to apply insights from survey respondents to improve 
communication and information around the nbn™ Sky Muster Plus product, review customer 
service procedures and to apply consistency with the terminology used. A list of recommendations 
is provided within this report, developed from this research and from on the ground experience with 
regional communications.  

At the time of publication, there has been little research into the connectivity needs and wants of 
regional communities and towards understanding specific users’ customer experience with nbn™ 
satellite.  There is a paucity of research that addresses the myths and the geographic, cultural, 
demographic and digital literacy barriers that prevent people from getting connected and staying 
connected. Every Australian, irrespective of where they live or work, should be confident they can 
access quality, reliable, accessible and affordable voice and broadband services with customer 
support guarantees. As Australia moves rapidly into embracing digital platforms, funding and 
advocacy for place-based solutions is needed to ensure that RRR areas are not disadvantaged 
due to their population and postcode. 

About BIRRR (Better Internet for Rural Regional and Remote Australia) 

BIRRR aims to provide information and support on telecommunications services to those living in 
rural, remote and regional areas.  The BIRRR team gathers information across the often-confusing 
landscape of bush communications and delivers it via their website (https://birrraus.com/) and 
Facebook group to people in regional and remote areas of Australia. 

Kylie Stretton (Charters Towers, QLD, Australia) and Kristy Sparrow (Alpha, QLD, Australia) 
founded BIRRR in 2014 as a response to the lack of information, advocacy and support for bush 
consumers, in particular those requiring equitable telecommunications for their businesses and to 
educate their children.  As others throughout rural Australia heard about the plight of BIRRR, they 
joined the BIRRR group.  With support and online action gathering momentum, administrators 
Kristen Coggan (Condamine, QLD, Australia), Amanda Salisbury (Monto, QLD, Australia) Julie 
Stott (Oberon, NSW, Australia) and Claire Butler (Clare, NSW, Australia) joined Kylie and Kristy to 
help with demand.  In 2015, the BIRRR website (https://birrraus.com/) was formed to help answer 
an ever-increasing range of issues and questions.  

https://birrraus.com/
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BIRRR uses data collected from their research to lobby government, relevant industry bodies and 
telecommunications providers to highlight downfalls in service provision and suggest solutions that 
assist RRR people in getting connected and staying connected to connectivity services that meet 
their needs. These shortfalls would have previously gone unnoticed without BIRRR’s extensive 
research and advocacy. BIRRR's main aim is to ensure that people in RRR areas have access to 
quality, reliable, accessible & affordable voice and broadband services with customer 
support guarantees. BIRRR list of advocacy and lobbying achievements as at February 2021 
include: 

Advocacy with nbn™:  

• Education ports for distance education and home schoolers using nbn™ Sky Muster 
• Encouraging nbn™ to establish a regional landing page on their website, a network 

outages address checker and a recorded voice service for  nbn™ Sky Muster outages 
• nbn™ Sky Muster double data announcement 
• The introduction of plus plans, offering unlimited data and potential speed boost on the 

nbn™ satellite network. 
• nbn™ Fixed wireless non-standard protocols 

Advocacy with Telstra 

• Un-metering of distance education specific sites for Telstra mobile broadband  
• Advocating for a regional call centre based in Australia  
• The introduction of a Telstra team of regional advisory specialists. 
• SMS over Wi-Fi – the ability to get SMS codes even when there is no mobile service 

Advocacy with the Federal Government 

• A newly funded Regional Tech Hub to help RRR Australians get and stay connected 
• Regional Connectivity Program – funding for place-based solutions for regional 

communities currently mapped for nbn™ Sky Muster 
• Alternate Voice Services Trial – funding to trial new ways to deliver voice services to 

regional consumers. 
• Mobile Black Spot Funding priorities for small schools 
• Participation in the last two RTIRC reviews (2015 & 2018) 

Research 

The BIRRR team have undertaken extensive large-scale research on RRR telecommunication 
needs.   

• Three widespread survey of bush telecommunications 
o The first report titled the “BIRRR Regional Access Survey” identifies internet use 

in RRR Australia (to read the report go to https://birrraus.com/press-releases/).   
o The second report, “The Sky Muster Survey 2017”, reported on the current state 

of play for satellite internet connectivity in rural, regional and remote Australia 
and is available online at https://birrraus.com/press-releases/     

o The third report “Landline & Connectivity Survey 2018”, reports on user 
experience, types of technology used and the state of voice communication in 
rural, regional and remote areas of Australia. 

o This fourth report “Sky Muster Consumer Review 2020”, reports on how satisfied 
customers are with their nbn™ Sky Muster service and their opinion on their 
retail service provider. 

• Data on thousands of cases of issues with getting connected and staying connected 
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Figure 1: Map showing nbn™ Sky Muster users BIRRR has helped get connected & stay connected 
2020 (not representative of this data set Source: https://j.mp/3bHjjds) 

Prior to this research conducted by BIRRR, there has been few studies and limited research into 
this specific consumer group. 

About the Survey 

The survey sought to collect information about user experience with nbn™ satellite providers and 
the nbn™ Sky Muster service.  The data collected will be used to work with stakeholders to 
improve customer service and advocate for further enhancements to plans and product offerings 
on the nbn™ satellite platform.  It will also be used to aid consumers in choosing an nbn™ satellite 
provider. The survey consisted of 22 questions, where each respondent was asked specific 
questions relating to their RSP.  Respondents were not asked to rate or comment on other RSP’s. 
Thus, respondent’s responses were grouped into RSP sub-sets, with each sub-set used to 
appraise that specific provider. Question 22 asked for an email address if the respondent would 
like to be kept up to date with the outcome of the survey.  Respondents were asked to answer all 
of the questions about their nbn™ Sky Muster service and their service providers. 

About the Sample 

Purposive homogeneous sampling (Saunders, Lewis, & Thornhill, 2009) specifically aimed at  
nbn™ Sky Muster users was used to invite participates to complete the electronic survey 
distributed via Survey Monkey ("Survey Monkey," 2017) to approximately 12,300 members of the 
Better Internet for Rural Regional and Remote Australia (BIRRR) database. A filter question (i.e. 
Do you have an nbn™ Sky Muster connection?) was included to filter out nbn™ Sky Muster users.  
Homogeneous sampling allows the survey to concentrate on one sub-group within BIRRR 
membership who are nbn™ Sky Muster users, which allows both users and RSPs to be studied in 

https://j.mp/3bHjjds
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depth.  The survey was also shared with the member groups of the Rural, Regional and Remote 
Coalition (RRRCC), a group made up of organisations who have members specifically located in 
RRR areas where a snowball sample occurred.   

The survey was distributed for four weeks during September/October 2020.  Several reminders 
were sent out to BIRRR Members to complete the survey during this time.  Promotion of the survey 
ceased once the responses reached saturation where no more surveys were being completed.  
Calculated using the BIRRR membership total, the survey had a 33.4% response rate, which is in 
the acceptable range for purposive sampling to allow the research to study the sample members in 
depth. 

About the Dataset 

Three hundred and thirty-seven (337) respondents started and completed the nbn™ Sky Muster 
Review Survey.  This analysis uses graphs, visuals and summary text to display responses from 
the participants.  Where the question asks for more information, for example by having an “other” 
option or by asking for “more information via a text box”, this information will be summarised and it 
will include anecdotal comments that support the summary findings.  Spelling errors in the 
anecdotal comments have been edited.  This is a preliminary report and further in-depth analysis 
will occur as time permits.  A complete list of unedited comments can be supplied by emailing 
birrraus@gmail.com 

Participants, who voluntarily responded to the survey, lived in QLD (37.4 %), NSW (37.7%), VIC 
(10.7%), WA (8.0%), SA (2.4%), NT (1.2%), TAS (2.4%) and the ACT (0%) as well as from either 
of the Norfolk, Christmas, Lord Howe or Coco (Keeling) Islands (0.29%, 1 respondent).   
We acknowledge the potential for voluntary response bias, where there is overrepresentation of 
individuals that have strong opinions about nbn™ Sky Muster services in rural, regional and 
remote Australia.  However, it should be noted that such bias is normatively defensive because the 
study has occurred within the explicitly advocacy based BIRRR group that has conducted its 
research without concealment or fabrication (MacCoun, 1998). 

Limitations 

During the survey period there were widespread network issues with nbn™ Sky Muster Plus that 
affected customer access to the service and a widespread outage with Activ8me where little 
information about the outage was shared from the provider.  The survey also took place just after a 
space event which affected nbn™ Sky Muster 1 and resulted in an extended outage for all users 
connected to that satellite (https://www.itnews.com.au/news/natural-radiation-event-knocks- nbn™-
sky-muster-satellite-offline-551311).  These events may have affected the survey responses and 
participation rates.   

Of all the providers that were reviewed, Clear Broadband, iiNet, Reachnet, Southern Phone and 
Westnet had limited numbers of respondents (under 10).   Therefore, the following data is a 
representation of a limited subset of respondents. However, their comments and data were still 
valued and have been used to provide the following provider comparison analysis. While it is 
acknowledged that some providers had very limited responses, what is recorded is representative 
of consumer feedback therefore all data has been included in the analysis. 

mailto:birrraus@gmail.com
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Results 

1. Number of Respondents 
Three hundred and thirty-seven (337) respondents identified as having a current nbn™ Sky Muster 
service responded to the survey.  Those that selected that they did not have an nbn™ Sky Muster 
Service were skipped to the end of the survey and no responses were recorded. 

2. nbn™ Sky Muster Provider Identified by Locality  
One hundred and twenty-seven (127) respondents were from New South Wales (NSW), 120 were 
from Queensland (QLD), 36 from Victoria (VIC), 27 from Western Australia (WA) and 8 from 
Tasmania (TAS).  Seven (7) respondents were from South Australia (SA) and 4 from the Northern 
Territory (NT).  There was one respondent from the Cocos Islands.  Appendix 1-8 contains details 
of RSPs in each locality, for example SkyMesh has the most customers in NSW (49), closely 
followed by Activ8me (32) and HarbourISP (25).  In QLD, SkyMesh is the largest RSP (63) 
followed by Activ8me (27) and in VIC SkyMesh (15) and Activ8me (13) are about the same.  In 
WA, RSPs supply is fairly evenly spread across the 27 respondents (see Appendix 6).  The Coco 
Islands (1) respondent is supplied by Reachnet.  Table 1 lists the respondent nominated RSPs. 

Table 1: Participant nominated RSPs 

Who is your  nbn™ Sky Muster Provider? N % 
Activ8me 82 24.3% 
ANT Communications 12 3.6% 
Bordernet 13 3.9% 
Clear Broadband 3 0.9% 
HarbourISP 42 12.5% 
iinet 9 2.7% 
IPSTAR 16 4.7% 
Reachnet 3 0.9% 
SkyMesh 149 44.2% 
Southern Phone 3 0.9% 
Westnet 5 1.5% 

Total 337 100% 

3. Other connectivity if nbn™ Sky Muster Satellite isn't working 
Participants were asked to select only one response to identify if they had any other form of 
connectivity if nbn™ Sky Muster Satellite was not working.  Twenty seven percent of respondents 
identified as having a landline only and 20% had both 3G mobile internet and a landline phone.  
The remaining respondents had a combination of 3G/4G mobile internet only, 4G mobile internet 
and a landline phone and ADSL internet and a landline phone.  Eleven percent of respondents had 
no other form of communication, if their nbn™ Sky Muster service was not working, (see Table 2).  
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Further research is required to understand why some users do not have a backup communication 
source when their nbn™ sky muster service is not working.  BIRRR has previously identified the 
following barriers: 

- Cost of having two services, e.g landline phone and  nbn™ Sky Muster, or mobile 
broadband plan and  nbn™ Sky Muster 

- Advised by Telstra call centre they cannot get a landline phone 
- Advised by a nbn™ Sky Muster RSP to move their voice service to VOiP via nbn™ Sky 

Muster 
- Belief that nbn™ is now providing landline and data services everywhere 
- Issues with landline connection in the past, including problems getting the service repaired, 

poor reliability 
- Were receiving too many spam calls 

 

Table 2: Other connectivity options if nbn™ Sky Muster is not working 

Do you have any other form of connectivity if nbn™ Sky Muster Satellite isn't working? Select 
one only. N % 
Landline phone only (no mobile service or backup internet service) 92 27% 
3G - mobile internet ONLY 36 11% 
3G - mobile internet + LANDLINE PHONE 68 20% 
4G - mobile internet ONLY 58 17% 
4G - mobile internet + LANDLINE PHONE 44 13% 
ADSL internet + LANDLINE 3 1% 
NONE 36 11% 

Total 337 100% 
 

Table 3 further identifies deficiencies in broadband service provision where 38% (27% landline only 
and 11% none) of nbn™ Sky Muster users have no alternate communication service when their 
nbn™ Sky Muster service experiences an outage or has a fault. Having no alternate 
communication can be problematic in RRR areas. It is impossible to troubleshoot issues with a 
RSP without an alternate form of communication. In an emergency this leaves many consumers 
without access to emergency services or important information such as bushfire and flood alerts, in 
the event on an issue with their nbn™ Sky Muster Service. It also prevents consumers from 
accessing crucial education and telehealth services, conducting business and communicating with 
others until an outage or fault has been restored/repaired. Appendix 9 provides a breakdown by 
state of other communication options if nbn™ Sky Muster is not working.  

Table 3: Other connectivity options if nbn™ Sky Muster is not working by RSP 

Who is your nbn™ Sky 
Muster Provider? 

Landline phone 
only (no mobile 

service or backup 
internet service) 

3G - 
mobile 

internet 
ONLY 

3G - mobile 
internet + 
LANDLINE 

PHONE 

4G - 
mobile 

internet 
ONLY 

4G - mobile 
internet + 
LANDLINE 

PHONE 

ADSL 
internet + 
LANDLINE 

NONE Total 

SkyMesh 32 20 32 30 26 0 9 149 
Activ8me 28 6 15 11 9 0 13 82 
HarbourISP 16 6 6 6 2 3 3 42 
IPSTAR 2 2 6 2 2 0 2 16 
Bordernet 4 1 2 1 2 0 3 13 
ANT 
Communications 5 0 4 0 1 0 2 12 
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iinet 2 0 1 4 1 0 1 9 
Westnet 2 1 0 0 1 0 1 5 
Clear Broadband 1 0 1 1 0 0 0 3 
Reachnet 0 0 0 1 0 0 2 3 
Southern Phone 0 0 1 2 0 0 0 3 
Total 92 36 68 58 44 3 36 337 

 

For example, Table 4. demonstrates connectivity options by provider for NSW. Overall in NSW, 34 
respondents only have access to a landline, 25 have access to 3G mobile internet only and 23 
have access to 4G mobile internet only if nbn™ Sky Muster is not working.  Nineteen (19) 
respondents have no other connectivity options if nbn™ Sky Muster is not working, particularly 
when respondents are with Activ8me, see Table 4 for details of other providers for NSW. Appendix 
9 has examples from all states included in the study of other connectivity options when nbn™ Sky 
Muster has an outage or a respondent has a fault with their service. 

Table 4: Other connectivity options if nbn™ Sky Muster is not working by RSP and State (NSW) 

Who is your nbn™ Sky 
Muster Provider? 

Landline phone 
only (no mobile 

service or backup 
internet service) 

3G - 
mobile 

internet 
ONLY 

3G - mobile 
internet + 
LANDLINE 

PHONE 

4G - 
mobile 

internet 
ONLY 

4G - mobile 
internet + 
LANDLINE 

PHONE 

ADSL 
internet + 
LANDLINE 

NONE Total 

New South Wales 
Activ8me 8 2 6 4 4 0 8 32 
ANT 
Communications 

0 0 2 0 0 0 1 3 

Bordernet 0 0 0 1 1 0 1 3 
Clear Broadband 1 0 1 0 0 0 0 2 
HarbourISP 9 2 4 4 2 2 2 25 
iinet 1 0 0 0 1 0 1 3 
IPSTAR 1 0 2 1 1 0 2 7 
SkyMesh 13 5 9 13 6 0 3 49 
Southern Phone 0 0 1 0 0 0 0 1 
Westnet 1 0 0 0 0 0 1 2 
Total 34 9 25 23 15 2 19 127 

 

3.1. Anecdotal comments about other forms of connectivity 

Respondents were given the opportunity to write their own responses to identify any other forms of 
connectivity they might have if nbn™ Sky Muster is not working.  The responses were analysed 
using Leximancer (Smith & Humphreys, 2006) to identify concepts from within the anecdotal 
comments. 

‘The Leximancer system performs a style of automatic content analysis. The system goes 
beyond keyword searching by discovering and extracting thesaurus-based concepts from 
the text data, with no requirement for a prior dictionary, although one can be used if 
desired.  These concepts are then coded into the text, using the thesaurus as a classifier.  
The resulting asymmetric concept co-occurrence information is then used to generate a 
concept map’…  ‘A major goal of the Leximancer system is to make the analyst aware of 
the global context and significance of concepts and to help avoid fixation on particular 
anecdotal evidence, which may be atypical or erroneous’ (Smith & Humphreys, 2006). 
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The results clearly identify mobile as an alternative connectivity option when nbn™ Sky Muster is 
not working for those who have access to mobile coverage (see Figure 2). However, reliability is 
identified as the fourth strongest theme that affects alternative connectivity.  Towers, Telstra, 
Coverage, Cel-Fi and unreliability also appear as themes, which are discussed with examples in 
the following section.  A full list of unedited comments is located in Appendix 10.  Note some 
spelling and grammar edits have been made that did not change the context of the comment. 

  

Figure 1 : Leximancer Analysis Synopsis of Alternative Forms of Connectivity if  nbn™ Sky Muster is 
not working 

3.2. Theme: Mobile 

Mobile was identified as the strongest theme when identifying alternative forms of connectivity.  
However, anecdotal comments are negative in terms of having minimal (or no) service, 3G/4G 
being substandard/unreliable as a backup or that the mobile service requires an expensive booster 
or antennas to be able to access it, see Appendix 10 for a full list of anecdotal comments. 

• Minimal 3G service via Yagi booster  
• Occasional access to mobile service  
• One bar of 3G but not always enough to access internet  
• One bar of very weak 3G  
• One to 2 bars of 3G at best usually 1 or sos  
• Only have 3G because we bought ourselves a Cel-Fi and antenna. (Still sketchy service. 
• Recently upgraded from very poor 3G.  

Very crackly, barely-there landline phone. 3G internet supplied via MIMO antenna on 3m 
pole to boost signal to 1-2 bars on a good day. 

• 4G very intermittent. 
• Mobile internet and some mobile services are provided via 3m pole with a MIMO antenna 

on top, pointed to a tower we can just get LOS to 80km away. We now have a Telstra 
Cel-fi attached to that, which gives us variably-reliable Telstra voice and data services.  

• 3g only possible through the purchase and installation of a very expensive Celfi and 
Antennas.  
3G only works through celfi.  

• 3G has become sad  
• Reception is only reliable on some parts of the property.  Service is very very poor.  
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• We have a mix of 4G and 3G towered spaces a considerable distance apart.  
• 3G voice and text only (if outside)..not enough bandwidth to download websites  
• Mobile coverage is really bad. Text message may work, internet doesn’t. 
• 3G/4G can work very well, but it can also barely work other days   
• Mobile if I stand in the right spot and the stars align. WiFi calling and messaging has been 

a godsend.  
• Mobile calls cut out. Mobiles now on 3G only to make calls as good signal. Full Yagi and 

smart antenna set up in place. 
• But only good for making calls. Not powerful enough for any serious internet use. 

3.3. Theme: Phone 

Themes around phone indicate that some respondents are relying on a landline/satellite phone as 
an alternative connectivity option when nbn™ Sky Muster is not working.  Anecdotal comments 
support findings in Table 3 that many respondents do not have any internet if nbn™ Sky Muster is 
not working, see Appendix 10. This affects not only their ability to get information in an emergency 
but also business, education and health services and help with troubleshooting the issues they are 
having with their service.. 

• Also a Sky Muster connection at Blackall, Qld Only landline phone, no mobile or backup 
internet service if Sky Muster isn’t working 

• We have a booster on our shed, doesn't really work in the middle of the day and doesn't 
work at the house but we can go to the shed in the morning and evening. 

• We have a Next G wireless Link that provides our internet, landline and mobile phone 
through the Champion tower. 

• 3G & 4G Certainly not reliable and copper landline very helpful during blackouts, and time 
when tower generator runs out of fuel 

• 3G is only with celfi set up and landline is radio phone 
• Very crackly, barely-there landline phone. 3G internet supplied via MIMO antenna on 3m 

pole to boost signal to 1-2 bars on a good day. 
• Wifi calling. No landline. Wait times for repairs can be lengthy.  

3.4. Theme: Antenna 

Other anecdotal comments point towards antenna’s providing solutions to alternative connectivity 
when nbn™ Sky Muster is not working, see below: 

• With a celfi booster in house otherwise borderline 3G mobile connection  
• Yagi antenna plus Cel Fi  
• 4g by cellular 4g is better than the Sky Muster plus here!! Very disappointed in  nbn™. 
• Wait times for repairs can be lengthy.  
• Needed an external Yagi antenna setup. 
• It doesn't work well - we are awaiting a booster etc as we've not long moved to Yarrawa 
• Cel-fi doesn't work in an outage, of course. 
• Mobile limited to shed with YAGI 
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3.5. Theme: Reliability 

The theme around reliability or unreliability is both positive and negative.  For example, one 
respondent wrote that while the landline is reasonably reliable, that it fails after heavy rain periods.  
Also, that having 4G mobile as an alternative may not be the most reliable form of connectivity. 

• The copper landline is reasonably reliable, but fails after heavy rain periods.  
Very dodgy Telstra mobile signal. 

• Sometimes our mobiles work if put in certain spots around the house  
• Sometimes we get 4G depending on the weather  
• We do get a tiny bit of 4G but I use Cel-fi to get any mobile coverage so have it set in 3G 

as it's more stable and reliable  
• We get occasional patchy 4G on mobile service too. If Sky Muster is down, it is AWFUL 

as the whole district then uses the minimal tower signal. 
• Transferred to Sky Muster VoIP  
• Very patchy. Not reliable. 
• 4G is only [reliable] because of Yagi Antenna  
• 4G Mobile service is limited/weak signal.  
• 4G Optus home broadband. 

3.6. Theme: Tower, Telstra, Coverage 

The themes, Tower, Telstra and Coverage are interrelated and similarly discuss challenges such 
as poor coverage, being unreliable and having to purchase extra equipment to obtain an 
alternative connection.  See comments below and extended comments in Appendix 10.  Cel-Fi and 
being unreliable followed similar themes. 

• 3G is only with cel-fi set up and landline is radio phone  
• 3g only possible through the purchase and installation of a very expensive Cel-fi and 

Antennas.  
• 3G only works through cel-fi. 
• Only have mobile service if close to mobile booster aka in lounge room (and there isn't a 

power failure)  
• Only occasionally mobile reception in certain areas on the property  
• 3g tower nominated for upgrade 3 years ago but no funds ever allocated. Problems 

during winter when Local property " wetland visitors congests tower effects our access 
worse in winter school holidays with travelling highway traffic which is why we connected 
to Sky Muster as ngwll via 3 g tower was not reliable. 

• Had to install a repeater with antennae for mobile coverage 
• Telstra landline was next to useless. 
• A Telstra Radio Repeater System 
• Had to install a repeater with antennae for mobile coverage 
• There is zero mobile coverage at the homestead. It is largely used as voice back-up as 

Sky Muster Plus does not adequately support a VoIP/ voice service. 
• Mobile coverage is really bad. Text message may work, internet doesn’t 
• Cannot get mobile reception at all despite being 10minutes from town - Telstra or Optus 
• No landline and no mobile service. 
• Celfi booster and Yagi antenna installed to receive 4G service in the house  
• Depends where in the house we are, we might get 1 4G bar if we lucky but mostly 2 x 3 g 

bars 
• Intermittent mobile coverage with Yagi antenna and Cel Fi  
• Limited 4g- it flicks between 3 and 4G and often drops out  
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• Optus 4g+ connection. It's actually less reliable than the Sky Muster connection in my 
case. 

4. Who is your provider? 
Respondents were asked who their provider is and what plan they were on.  Table 5 shows a cross 
tabulation of their responses.  When asked which plan they were on nearly 46.8% identified a 25/5 
speed normal plan, 35% of respondents have moved to a nbn™ Sky Muster Plus plan, 13% were 
unsure of what plan they were on and 4.7% were on a 12/1 speed normal plan.  SkyMesh was 
providing the majority of Plus and 25/5 speed normal plans, while Activ8me is also supplying a 
large percentage of both 25/5 speed normal and Plus plans. 

Table 5: Cross tabulation of ‘Who is your provider? and Which type of plan are you on?’ 

Provider Which type of plan are you on ? 
 

 
12/1 speed normal plan 25/5 speed normal plan PLUS PLAN UNSURE Total 

Activ8me 6 35 32 9 82 
ANT Communications 0 5 7 0 12 
Bordernet 1 6 1* 5 13 
Clear Broadband 0 2 1 0 3 
HarbourISP 3 23 14 2 42 
iinet 2 3 1* 3 9 
IPSTAR 0 7 9 0 16 
Reachnet 0 3 0 0 3 
SkyMesh 4 69 54 22 149 
Southern Phone 0 2 0 1 3 
Westnet 0 3 0 2 5 
Total 16 158 119 44 337 
*Note: while two responses have indicated that they are on a Plus plan, the selected RSP does not supply Plus plans 

5. Review your RSP 
The next series of questions reviews RSPs provision of nbn™ Sky Muster services.  The research 
supports BIRRR’s on ground experience that many consumers are unsure of who is responsible 
for each aspect of their connection or service and whether the responsibility for provision of each 
aspect or service sits with nbn™ or with their provider or with both or whether the aspect can be 
impacted by the consumers in home equipment.  Table 6 shows aspects of the service and who is 
responsible for them.  

Table 6: Aspects of nbn™ Sky Muster connection or service and who/what is responsible for them 

Connection/Service nbn™ RSP’s In Home Equipment 
Customer Service Overall  √  
Data Allowance √ √  
Cost √ √  
Communication and Information (Accessibility) √ √  
Speed √ √ √ 
Performance & Reliability** √ √ √ 
Outage Information & Notifications √ √  
Provider Support Hours  √  
Troubleshooting & Fault Rectification √ √  
**Performance and reliability of nbn™ Sky Muster services can also be impacted by weather, both at the consumers location 
and at the ground station they are connected to, as well as space events, such as the extended outage in 2020 
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Whilst RSP’s are responsible for providing notifications about outages to their customers, when an 
nbn™ outage or network issue occurs it is solely nbn™’s role to notify RSP’s of these 
issues/outages.  In addition, Sky Muster plus plans are entirely managed by nbn™ (through 
IPSTAR), therefore responsibility for performance and reliability of these plans is situated with 
nbn™ alone. 

The cost of an nbn™ Sky Muster plan, although set by individual RSP’s is influenced by nbn™ 
pricing of Connectivity Virtual Circuit (CVC). Likewise, data allowances set by RSP’s are governed 
and thus constrained, by the nbn™ Fair Use Policy (FUP). Outages and network issues can be 
either RSP or nbn™ related, with the exception of Sky Muster Plus plans, which are entirely 
managed by nbn™ and as such are not prone to provider-based outages and issues such as 
provider congestion. Communication and information about the nbn Sky Muster product is ideally a 
responsibility of both nbn™ and the RSP’s, some RSP’s do supply their customers with information 
to help them decide on plans and use their connection.  nbn™ has only recently begun to develop 
information to help consumers and RSP’s, and their work in this space should be expanded. 

Whilst it is primarily the responsibility of the consumer to report issues with their service to their 
RSP, it is the RSP’s role to ensure this is actioned and followed through with nbn™. nbn™ are 
then responsible to ensure issues are resolved quickly by engaging Ericsson and the 
subcontracting companies to fault find. However, the process is often long and frustrating for many 
consumers and this is one contributing factor to nbn™ Sky Muster dissatisfaction rates. 

5.1. Customer Service 

When comparing each provider for their customer service, respondents rated SkyMesh (88.6%), 
Bordernet (84.6%), Activ8me (81.7%) and HarbourISP (81%) as good or excellent, indicating very 
high satisfaction.  By contrast, iinet (33.3%) and Southern Phone (33.3%) were rated as poor to 
average.  Three quarters of IPSTAR respondents rated their ISP as good to excellent.  While two 
thirds of respondents rated ANT Communications, Westnet and Reachnet as good to excellent, the 
remaining ANT Communications rated their service as average and Westnet and Reachnet as 
poor to fair.  Clear Broadband was rated poor/fair (20%), average (20%) and good/excellent (60%).  
Overall, respondents appear to be satisfied with their provider, with the majority (81.6%) of 
respondents stating their RSP provides above average customer service (see Table 7).   

Table 7: Review your provider for overall Customer Service 

Provider Poor/Fair Average Good/Excellent N/A Total  
n  % n % n % n N 

SkyMesh 2 1.3 12 8.1 132 88.6 3 149 
Bordernet 2 15.4 0 0.0 11 84.6 0 13 
Activ8me 3 3.7 11 13.4 67 81.7 1 82 
HarbourISP 4 9.5 4 9.5 34 81.0 0 42 
IPSTAR 2 12.5 2 12.5 12 75.0 1 16 
ANT Communications 0 0.0 4 33.3 8 66.7 0 12 
Westnet 1 33.3 0 0.0 2 66.7 0 3 
Reachnet 1 33.3 0 0.0 2 66.7 0 3 
Clear Broadband 1 20.0 1 20.0 3 60.0 0 5 
iinet 1 11.1 4 44.4 3 33.3 0 9 
Southern Phone 1 33.3 1 33.3 1 33.3 0 3 
Total 18 
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5.1. Data Allowance 

When asked to review their RSP’s data allowance 63.2% of respondents rated their RSPs as good 
or excellent.  When comparing individual RSP’s, respondents rated Southern Phone (100%), 
SkyMesh (73.2%) and Bordernet (69.2%) as providing good or excellent data allowances.  Over 
one third of respondents overall assessed their RSP as providing poor, fair or average data 
allowances (see Table 8).  

The introduction of nbn™ Sky Muster Plus plans has improved data allowances for many satellite 
consumers.  However, these plans are not offered by all RSP’s and many users are not aware of 
their existence.  iiNet, Westnet and Bordernet do not offer Plus plans (which give unmetered data 
for everything except video streaming and VPN). This has a potential impact on the analysis of this 
survey, as those who do not know about Plus plans have limited ability to both increase their data 
limits or measure their provider against another with like for like products. 

Additionally, Southern Phone only offered nbn™ Sky Muster Plus plans during this survey period, 
and this may have impacted consumer feedback with this provider. 

Table 8: Review your provider for Data Allowance 

Provider Poor/Fair Average Good/Excellent N/A Total  
n % n % n % n N 

Southern Phone 0 0.0 0 0.0 3 100.0 0 3 
SkyMesh 17 11.4 23 15.4 109 73.2 0 149 
Bordernet* 3 23.1 1 7.7 9 69.2 0 13 
iiNet* 2 22.2 1 11.1 6 66.7 0 9 
Activ8me 18 22.0 16 19.5 47 57.3 1 82 
IPSTAR 1 6.3 6 37.5 9 56.3 0 16 
HarbourISP 6 14.3 14 33.3 22 52.4 0 42 
ANT Communications 0 0.0 7 58.3 5 41.7 0 12 
Reachnet 1 33.3 1 33.3 1 33.3 0 3 
Clear Broadband 0 0.0 2 66.7 1 33.3 0 3 
Westnet* 4 80.0 0 0.0 1 20.0 0 5 
Total 52 
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1 337 

* Providers who do not offer Plus plans 
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Further research using the BIRRR  nbn™ Sky Muster Provider Plan Comparison 2020 charts 
(source: https://birrraus.com/satellite/satellite-providers/), highlights that iiNet and Westnet offer the 
lowest peak data allowances out of all  nbn™ Sky Muster Providers, which may have impacted on 
responses about data allowance.  

 

Figure 2:  nbn™ Sky Muster Provider Plan Comparison (Source – www.birrraus.com) 

 

 

https://birrraus.com/satellite/satellite-providers/
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5.2. Cost 

The data indicates a clear margin for cost between providers. Respondents rated their provider on 
cost of their service, with SkyMesh (63.1%) and iiNet (55.6%) the only two RSP’s to have over half 
of their respondent’s rate costs as good/excellent.  Bordernet (46.2%) and Activ8me (45.1%) had 
almost half of their respondents rate their costs as good/excellent, with the remaining RSP’s all 
scoring below 40% of respondents when assessed by cost (see Table 9).  Half (50.1%) of all 
respondents rated their provider as average, fair or poor for cost of their service, and only 12% of 
respondents thought the cost of their service was excellent, highlighting the need for  nbn™ Sky 
Muster plan costs to be more aligned with nbn™ plans in metro areas. As an essential service, an 
internet connection should also have accessible concessional plans for low income users. 

Table 9: Review your provider for Cost 

Provider Poor/Fair Average Good/Excellent N/A Total  
n % n % n % n N 

SkyMesh 21 14.1 33 22.1 94 63.1 1 149 
iinet 2 22.2 2 22.2 5 55.6 0 9 
Bordernet 4 30.8 3 23.1 6 46.2 0 13 
Activ8me 21 25.6 24 29.3 37 45.1 0 82 
HarbourISP 9 21.4 17 40.5 16 38.1 0 42 
Clear Broadband 1 33.3 1 33.3 1 33.3 0 3 
IPSTAR 2 12.5 10 62.5 4 25.0 0 16 
ANT Communications 0 0.0 9 75.0 3 25.0 0 12 
Westnet 2 40.0 2 40.0 1 20.0 0 5 
Reachnet 2 66.7 1 33.3 0 0.0 0 3 
Southern Phone 0 0.0 3 100.0 0 0.0 0 3 
Total 64 
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5.3. Accessibility 

Overall, almost two-thirds of respondents identified the accessibility of their nbn™ Sky Muster 
service provider as above average (63.2%). Respondents identified SkyMesh (80.54%), Clear 
Broadband (66.67%) and Reachnet (66.67%) as providing good or excellent information on the 
nbn™ Sky Muster service.  Respondents felt Southern Phone (0%), ANT Communications 
(33.33%) and HarbourISP (38.10%) ranked poorly in terms of accessibility in regards to plans, 
service and information about the nbn™ Sky Muster product. The remaining RSPs were mostly 
rated as average in terms of accessibility e.g. how they display your data usage, billing, tip sheets 
on how to use your service, blogs, social media communication etc. (see Table 10). 
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Table 10: Review your provider for information that is easily accessible e.g. how they display your 
data usage, billing, tip sheets on how to use your service, blogs, social media communication etc. 

Provider Poor/Fair Average Good/Excellent N/A Total  
n % n % n % n N 

SkyMesh 8 5.4 17 11.4 120 80.54 4 149 
Clear Broadband 0 0.0 1 33.3 2 66.67 0 3 
Reachnet 0 0.0 1 33.3 2 66.67 0 3 
Westnet 1 20.0 1 20.0 3 60.00 0 5 
Activ8me 15 18.3 19 23.2 48 58.54 0 82 
Bordernet 2 15.4 3 23.1 7 53.85 1 13 
iinet 2 22.2 3 33.3 4 44.44 0 9 
IPSTAR 4 25.0 5 31.3 7 43.75 0 16 
HarbourISP 8 19.0 18 42.9 16 38.10 0 42 
ANT Communications 6 50.0 1 8.3 4 33.33 1 12 
Southern Phone 2 66.7 1 33.3 0 0.00 0 3 
Total 48 
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When choosing a provider, aspects such as how to monitor data usage, billing, tip sheets, email 
information etc. should be considered as these can all help in ensuring consumers have a good 
experience using the nbn™ sky muster service.  When this information is provided in an accessible 
format, there are fewer calls to RSP support services for assistance and less frustration for 
consumers. 

5.4. Speed 

Speed issues on nbn™ Sky Muster can either be provider related, nbn™ related, or related to in 
home equipment. Table 11 identifies that 59.9% of respondents overall, were happy with the speed 
of their internet, ranking their provider as having good or excellent speeds. Twenty-one percent of 
respondents thought nbn™ Sky Muster speeds were average and 17.8% viewed their service as 
having poor or fair speeds. SkyMesh (67.8%) and Bordernet (61.5%) were identified as having 
good/excellent speeds by over 60% of their respondents. ANT Communications (58.3%), Activ8me 
(57.3%), HarbourISP (57.1%) and IPSTAR 56.3% all had over 50% of their respondent’s rate them 
good or excellent for speed. The remaining providers had less than 35% of their respondent’s rate 
them as good or excellent for speed. These figures highlight that an improvement to speeds on the 
nbn™ Sky Muster platform would be welcomed by many end users. As a consumers’ speed 
experience on the nbn™ Sky Muster network can also be impacted by the latency of the service, 
this also needs to be considered when analysing consumers’ responses to speed. 
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Table 11: Review your provider for Service Speed 

Provider Poor/Fair Average Good/Excellent N/A Total  
n % n % n % n N 

SkyMesh 18 12.1 28 18.8 101 67.8 2 149 
Bordernet 2 15.4 3 23.1 8 61.5 0 13 
ANT Communications 2 16.7 3 25.0 7 58.3 0 12 
Activ8me 16 19.5 19 23.2 47 57.3 0 82 
HarbourISP 9 21.4 9 21.4 24 57.1 0 42 
IPSTAR 5 31.3 2 12.5 9 56.3 0 16 
Clear Broadband 1 33.3 1 33.3 1 33.3 0 3 
Reachnet 2 66.7 0 0.0 1 33.3 0 3 
Southern Phone 0 0.0 2 66.7 1 33.3 0 3 
iinet 3 33.3 4 44.4 2 22.2 0 9 
Total 60 
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Furthermore, it is difficult for end users to know if the speeds they are receiving are impacted by 
their in home Wi-Fi equipment (router), nbn™ equipment (NTD, cabling & dish), their provider’s 
CVC NBN™ network issues, or the platform they are using (and its ability to cope with the latency 
e.g. some cloud accounting programs and VPN’s are very slow over satellite due to the latency). 
This is quite complex and difficult for a consumer to understand. 

5.5. Performance and Reliability 

Almost 70% of respondents rated their RSP as good or excellent in terms of performance and 
reliability, with 17.5% rating their RSP as average and 12% of consumers rating their provider as 
poor or fair (see Table 12).  Respondents ranked the top three RSP’s for network performance and 
reliability as, SkyMesh (79.2%), Bordernet (76.9%) and IPSTAR (75%), whilst iiNet, Westnet, 
Reachnet and Southern Phone all had more than half of their respondents rank them as poor, fair 
or average regarding network performance and reliability.  

Table 12: Review your provider for network performance and reliability 

Provider Poor/Fair Average Good/Excellent N/A Total  
n % n % n % n N 

SkyMesh 10 6.7 20 13.4 118 79.2 1 149 
Bordernet 2 15.4 1 7.7 10 76.9 0 13 
IPSTAR 3 18.8 1 6.3 12 75.0 0 16 
Activ8me 11 13.4 13 15.9 57 69.5 1 82 
ANT Communications 0 0.0 4 33.3 8 66.7 0 12 
Clear Broadband 1 33.3 0 0.0 2 66.7 0 3 
HarbourISP 9 21.4 12 28.6 21 50.0 0 42 
iinet 3 33.3 2 22.2 4 44.4 0 9 
Westnet 1 20.0 2 40.0 2 40.0 0 5 
Reachnet 1 33.3 1 33.3 1 33.3 0 3 
Southern Phone 0 0.0 3 100.0 0 0.0 0 3 
Total 41 
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Reliability of the nbn™ Sky Muster service can be related to a provider’s network, the nbn™ 
network or localised factors such as weather and end user equipment.  Previous BIRRR research 
and on-the-ground experience has demonstrated that often when consumers have a network 
issue, they are unaware of where within the network the issue lies and how to get their issue 
resolved. This demonstrates the importance consumers need to place on choosing a provider that 
offers transparent and easily accessible information.  nbn™ also have an important role to play in 
this space, to ensure RSP’s are notified promptly of network issues that could affect performance 
and reliability of consumers’ services. This information needs to be transparent and in language 
that is easily understood by consumers, so that providers can share it easily with their customers.  
nbn™ should also work with RSP’s to encourage open and honest communication with users of 
the network. 

5.6. Outage Information and Updates 

When asked to review their provider for outage information and updates, SkyMesh (73.2%), Clear 
Broadband (66.7%) and Reachnet (66.7%) ranked highest in the good to excellent rating for 
outage information and updates.  Bordernet (46.2%) and Activ8me (43.9%) rated as average and 
HarbourISP (33.3%), ANT Communications (33.3%), Southern Phone (33.3%), Westnet (20%), 
IPSTAR (12.5%) and iiNet (11.1%) all had a third or less of respondents who believed their RSP 
had good or excellent outage information and updates.  At the time of this survey there was a 
widespread Activ8me outage, with little transparency of information to end users, which may have 
impacted the results of this question. Table 13 has an overview of the providers.  

Table 13: Review your provider for Outage Information/ Updates 

Provider Poor/Fair Average Good/Excellent N/A Total  
n % n % n % n N 

SkyMesh 15 10.1 17 11.4 109 73.2 8 149 
Clear Broadband 0 0.0 1 33.3 2 66.7 0 3 
Reachnet 1 33.3 0 0.0 2 66.7 0 3 
Bordernet 2 15.4 5 38.5 6 46.2 0 13 
Activ8me 24 29.3 16 19.5 36 43.9 6 82 
HarbourISP 16 38.1 10 23.8 14 33.3 2 42 
ANT Communications 5 41.7 3 25.0 4 33.3 0 12 
Southern Phone 2 66.7 0 0.0 1 33.3 0 3 
Westnet 4 80.0 0 0.0 1 20.0 0 5 
IPSTAR 5 31.3 8 50.0 2 12.5 1 16 
iinet 5 55.6 2 22.2 1 11.1 1 9 
Total 79 
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Outage information is provided in different ways by nbn™ Sky Muster Providers: 

- Website outage listing (refer to Figure 4) 
- Recorded message on RSP phone  
- Social media posting regarding outages 
- Emails to customers 

 
As of 31/12/2020 no nbn™ Sky Muster Provider sends SMS messages regarding outages. 
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Figure 3: BIRRR Sky Muster Provider Comparison (source www.birrraus.com) 

Overall RSP’s only 52.8% of respondents identified their provider as providing good or excellent 
information and updates, regarding outages.  This demonstrates that some providers could 
communicate better with their customers in terms of outages.  nbn™ also has a role to play in 
ensuring RSP’s are notified promptly when outages occur, and the information is presented in a 
transparent and easy to understand format.  

5.7. Providers Support Hours 

When asked about support hours, 61.7% of respondents to the survey indicated their RSP 
provided good or excellent support hours. Eight percent answered that providers support hours 
were not applicable, indicating that they either did not know about the support hours, had never 
needed to contact support, were unsure or their RSP did not identify their support hours clearly.  
SkyMesh (78%) was a clear leader in terms of support hours, followed by ANT Communications 
(69.2%), Southern Phone (66.7%) and Clear Broadband (66.7%) (see Table 14). This data may be 
affected by the RSP’s location and the corresponding time zone of that RSP versus the time zone 
of the customer. For instance, Southern Phone support works on the New South Wales time zone 
and for customers in Western Australia, this could result in them being unable to reach support at 
suitable times. 

http://www.birrraus.com/
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Table 14: Review your providers support hours 

Provider Poor/Fair Average Good/Excellent N/A Total 

 n % n % n % n N 
SkyMesh 8 5.4 8 5.4 117 78.5 16 149 
ANT Communications 2 15.4 2 15.4 9 69.2 0 12 
Southern Phone 0 0.0 1 33.3 2 66.7 0 3 
Clear Broadband 1 33.3 0 0.0 2 66.7 0 3 
Activ8me 12 14.6 17 20.7 43 52.4 10 82 
IPSTAR 2 16.7 4 33.3 6 50.0 0 16 
HarbourISP 8 19.0 14 33.3 19 45.2 1 42 
Westnet 2 40.0 1 20.0 2 40.0 0 5 
Reachnet 1 33.3 1 33.3 1 33.3 0 3 
Bordernet 4 25.0 7 43.8 5 31.3 0 13 
iinet 3 33.3 3 33.3 2 22.2 1 9 
Total 43 

 
58 

 
208 

 
28 337 

 

Figure 4 (above) also highlights the difference in support hours offered by providers, with 
Activ8me, HarbourISP, iiNet, SkyMesh, Southern Phone and Westnet the only providers to offer 
full support on weekends.  Certain providers have extended support hours, whilst others only offer 
support during the hours of 9am – 5pm weekdays.  When researching data for Figure 4 BIRRR 
also found that RSP support hours are often not clearly advertised or displayed (in some cases 
they were not displayed at all). 

The data also confirms the need for RSP’s to offer extended support hours that are considerate of 
the different Australian time zones and that these are clearly displayed on their websites and social 
media pages. 

5.8. Troubleshooting Assistance 

Sixty-one percent of respondents overall appeared satisfied with the troubleshooting assistance 
provided by their RSPs, rating them either good or excellent.  SkyMesh (73.9%) and Bordernet 
(69.2%) stand out as providing good or excellent troubleshooting assistance, followed by Clear 
broadband (66.7%) and Reachnet (66.7%) (see Table 15). It is important to note that to lodge a 
fault with nbn™ in order to action a tech visit to look at equipment issues, extensive 
troubleshooting is required by the end user and RSP. The process is not simple and requires a 
large time commitment and some technical knowledge to provide the information required to 
escalate to nbn™. Table 15 highlights that some RSP’s do well at providing this support, whilst 
others such as iiNet, Westnet and Southern Phone could improve the troubleshooting help they 
give their customers. 
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Table 15: Review your provider for troubleshooting assistance 

Provider Poor/Fair Average Good/Excellent N/A Total  
n % n % n % n N 

SkyMesh 11 7.4 9 6.0 110 73.8 19 149 
Bordernet 0 0.0 3 23.1 9 69.2 1 13 
Clear Broadband 1 33.3 0 0.0 2 66.7 0 3 
Reachnet 1 33.3 0 0.0 2 66.7 0 3 
ANT Communications 2 16.7 2 16.7 7 58.3 1 12 
IPSTAR 4 25.0 3 18.8 9 56.3 0 16 
Activ8me 11 13.4 19 23.2 43 52.4 9 82 
HarbourISP 7 16.7 12 28.6 22 52.4 1 42 
Southern Phone 1 33.3 1 33.3 1 33.3 0 3 
Westnet 2 40.0 2 40.0 1 20.0 0 5 
iinet 4 44.4 3 33.3 0 0.0 2 9 
Total 44 
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There is a growing need for RSP’s and nbn™ to develop resources to assist end users in 
troubleshooting their own problems. One idea is an infographic or PDF of clear steps to complete 
when an issue arises with your nbn™ Sky Muster service, with clear images showing end users 
how to undertake each step e.g. how to do a power cycle. 

5.9. Recommend to Others 

Nearly 87% of respondents overall would recommend their provider to their family and friends.  It is 
interesting to note that 13.4% would not recommend their provider.  SkyMesh, Activ8me, 
HarbourISP, IPSTAR, Bordernet and ANT Communications are highly recommended by 
respondents of this survey.  Clear Broadband, iinet and Reachnet are recommended by more than 
50% of respondents and Westnet and Southern Phone rate the least to be recommended by 
participants (see Table 16). 

Further research is required to identify barriers to changing providers such as:  

- Lock in contracts 
- Provider related email address 
- Lack of knowledge on how to change providers e.g. thinking they might need new 

equipment, or they will be required to pay a ‘churn’ fee 
- Plan costs and unaware some providers plan match 
- Unaware that choosing a different provider may change an end user’s experience on nbn™ 

Sky Muster 
- Worried they might change to a provider that gives them a worse experience 
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Table 16: Would you recommend your provider to family or friends? 

Provider Yes % Yes No % No Total 
SkyMesh 139 93.3 10 6.7 149 
Activ8me 74 90.2 8 9.8 82 
HarbourISP 31 73.8 11 26.2 42 
IPSTAR 14 87.5 2 12.5 16 
Bordernet 11 84.6 2 15.4 13 
ANT Communications 10 83.3 2 16.7 12 
iinet 6 66.7 3 33.3 9 
Westnet 2 40.0 3 60.0 5 
Clear Broadband 2 66.7 1 33.3 3 
Reachnet 2 66.7 1 33.3 3 
Southern Phone 1 33.3 2 66.7 3 
Total 292 
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5.10. Review Your RSP - Comparison of Providers across all aspects  

To compile an overall ranking for each service provider across all aspects of their service, we 
combined the good and excellent ratings to present a percentage rating for each of the nine 
aspects.  We then used an average of these ratings to measure the RSPs overall service provision 
(see Table 17). 

The results show that SkyMesh (75.3%) ranked the highest for overall satisfaction across all 
aspects of their service provision, followed by Bordernet (64.1%) and Activ8me (57.6%). Southern 
Phone (33.3%), Clear Broadband (33.3%) and iinet (33.3%) were ranked the lowest for overall 
service provision.  The data shows that there is a vast difference between RSPs in the level of 
service provision, and this in turn affects the experience of consumers using the nbn™ Sky Muster 
platform. This is often confusing for a consumer who may not be aware that changing providers 
could give them a better experience. Table 17 shows the rankings for customer service, data 
allowance, cost, accessibility, speed, performance and reliability, outage information, support hours 
and troubleshooting for each provider. 

Table 17: Overall ranking of services provision by RSPs 
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SkyMesh 88.6 73.2 63.1 80.5 67.8 79.2 73.2 78.5 73.8 75.3 
Bordernet 84.6 69.2 46.2 53.8 61.5 76.9 46.2 69.2 69.2 64.1 
Activ8me 81.7 57.3 45.1 58.5 57.3 69.5 43.9 52.4 52.4 57.6 
Westnet 66.7 33.3 33.3 66.7 33.3 66.7 66.7 33.3 66.7 51.9 
HarbourISP 81.0 52.4 38.1 38.1 57.1 50.0 33.3 45.2 52.4 49.7 
ANT Communications 66.7 41.7 25.0 33.3 58.3 66.7 33.3 50.0 58.3 48.1 
Reachnet 66.7 33.3 0.0 66.7 33.3 33.3 66.7 66.7 66.7 48.1 
IPSTAR 75.0 56.3 25.0 43.8 56.3 75.0 12.5 31.3 56.3 47.9 
iinet 33.3 66.7 55.6 44.4 22.2 44.4 11.1 22.2 0.0 33.3 
Clear Broadband 60.0 20.0 20.0 60.0 20.0 40.0 20.0 40.0 20.0 33.3 
Southern Phone 33.3 100.0 0.0 0.0 33.3 0.0 33.3 66.7 33.3 33.3 
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6. Point of Call for Issues 
Nearly 77% of respondents would contact their provider as the first point of call if they were having 
issues with their nbn™ Sky Muster service.  Sixteen percent would turn to BIRRR and the 
remaining 7% would look to someone else (other), family, friend or neighbour or a local technician 
last for assistance. This shows the importance of RSP’s being contactable and not having 
extensive wait times to assist their customers. 

Table 18: Who is your first point of call if you have an issue with your nbn™ Sky Muster service? 
 

N % 

Your Provider 259 76.9% 
A local technician 2 0.6% 
BIRRR 55 16.3% 
Family/Friend/Neighbour 9 2.7% 
Other 12 3.6% 

Total 337 100% 
Check social media or provider webpage for outage info 
Facebook page check for outage updates 
Facebook pages BIRRR etc. 
Haven’t had to contact anyone 
I check BIRRR for any major stuff then provider 
I just ask you Kristy [BIRRR Founder] 
Kristy Sparrow [BIRRR Founder] 
My own troubleshooting, then provider 
Never had an issue 
Next door as they have SkyMesh also, then SkyMesh regardless to start a Customer Trouble Report 
Self-analysis, Forums, Providers website and neighbours service 
The internet to see if nbn™ is down, then SkyMesh 

 

7. Most responsible for your nbn™ Sky Muster Experience 
When asked who respondents believed were the most responsible for their nbn™ Sky Muster 
experience, nearly 55% identified their provider as being most responsible.  This was followed by 
nbn™ (35.6%). Only 6% of respondents acknowledged their own role and 4% identified their own 
home equipment/setup as the main thing responsible for their nbn™ Sky Muster experience. The 
responses below highlight some misconceptions among end users had regarding who is 
responsible for issues with their connection. 

Table 19: Who do you believe is MOST responsible for your nbn™ Sky Muster experience? 
 

N % 

Your provider 184 54.6% 

 NBN™ 120 35.6% 

Your in home equipment / setup 14 4.2% 

You 19 5.6% 

Total 337 100% 
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7.1. Anecdotal Comments about who is most responsible for respondents nbn™ Sky 
Muster Experience 

Respondents were given the opportunity to write their own responses about who they thought was 
most responsible for their nbn™ Sky Muster experience.  The responses were analysed using 
Leximancer (Smith & Humphreys, 2006) to identify concepts from within the anecdotal comments. 

The results clearly identify the provider being most responsible for respondent’s experience with 
nbn™ Sky Muster, followed by the theme of responsible, nbn™ and connection, support and 
experience (see Figure 5). The theme trying is related to the theme provider.  When identifying 
BIRRR as a theme, it is because they assisted to get the respondents service working.  The 
themes are discussed with examples in the following section.  A full list of anecdotal comments is 
located in Appendix 11. Analysis of these comments highlight the level of confusion amongst 
nbn™ Sky Musters users when something goes wrong with their service, and the level of 
frustration in getting their issue addressed. 

 

Figure 4: Anecdotal comments from respondents about who is most responsible for their nbn™ Sky 
Muster experience 

7.2. Theme: Provider 

The theme provider includes concepts around the provider, service, issues and phone (or time on 
the phone).  The majority of anecdotal comments about how the respondents experience is 
affected are around length of time to wait for support, or calls to action that simply won’t work for 
example “go to the website for assistance” (11%) of respondents identified as having no other 
communication option if their service was affected, and 27% report having a landline only, see 
Table 3).  The underlying factor is poor communication when something goes wrong.  Anecdotal 
comments highlight frustration overall when they cannot find a resolution to their issue.  Clearly the 
comments indicate that for many, the issues that affect their experience are of a technical nature 
and as such not able to be fixed by the respondent.  Therefore, their responsibility for their nbn™ 
Sky Muster experience lies with the provider as indicated in the responses in Table 19 (above). 
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• Have updated routers regularly  
• I pay Harbour RSP for my service however I know they are reliant on NBN™ to deliver 

that service  
• I rarely have occasion to contact SkyMesh, and the issue is that when I do, they are 

usually impossible to get hold of because when the service is out, it is invariably out for a 
lot of customers, and they are all on the phone trying to reach them. Having a recorded 
message saying go to their website is not very helpful when I have no way to do that. 

• To the NTD it's my provider responsible to keep updated of any issues that nbn™ may be 
experiencing delivering my service. If they're experiencing issues in their network it's still 
their job to tell what's the issue. 

• Unlike other nbn™ service, Sky Muster is back-hauled to Sydney. For SM+ the RSP's 
normal functions of internet connectivity are contracted to IPSTAR wholesale.  After that it 
is the provider who is then responsible for the experience  

7.3. Theme: Responsible 

On the other hand some respondent’s anecdotal comments indicate that the responsibility 
surrounding their experience with nbn™ Sky Muster does lie with them in the first instance, for 
example completing the first checks (rebooting, checking cables, speed tests etc.).  Others 
highlight that it is the responsibility of the RSP to ensure they provide good ‘help desk’ service and 
that if the RSP has done everything that they can, then the responsibility falls to nbn™.   

• I am the first person who should check by speed test, plugs, connections, etc. Even the 
weather! 

• Harbour RSP tech support hard to understand I think it is overseas based  
• Firstly it’s how you use your connection.ie what you have connected to it. 
• Use to work in sat industry during iss, and nss (before Sky Muster) also worked during 

the beginning of Sky Muster  
• When anything goes wrong it is on NBN™'s end. 

7.4. Theme:  nbn™ 

Concepts around the theme nbn™ include the respondent’s experiences with their RSP.  The 
anecdotal comments highlight that their RSP can only do so much until ultimately it is up to nbn™ 
to ensure a good experience on the nbn™ Sky Muster service.  

• I pay Harbour RSP for my service however I know they are reliant on NBN™ to deliver 
that service 

• I believe my provider is responsible for ensuring I can connect, BUT NBN™ is 
responsible for the Maintenance and providing that connection to my provider.  

• Most problems that have occurred seem to have been satellite outages  
• Not sure about this question as any outages we have had seem to come from NBN™, but 

we can only ring our provider and some people seem to have very bad experiences with 
their providers  

• The weather  
• The whole provider is the point of call but NBN™ provides and maintains the service is a 

major weak point.  
• They must be connected to the other Sky Muster satellite.  If the NBN™ can’t provide a 

top class system, it doesn’t matter what you or your provider does. It’s very much a 
combined thing. 



 
 

34 
 

7.5. Theme: Connection 

The theme connection is related to the theme nbn™ where their RSP relies on nbn™ to provide 
the service.  However, anecdotal comments recognised that how you use your service may affect 
their experience and that this is not always about provision of the service from the RSP. 

• Despite the biggest allowance I was unable to work and continue uni studies because of 
data allowances via satellite. Absolutely disgraceful for a country such as Australia. 

• Firstly it’s how you use your connection.ie what you have connected to it. 
• Without  nbn™ connection we wouldn't be able to connect via providers 
• They access the service so therefore set the terms and conditions of the product. 

7.6. Theme: Experience 

The theme experience places responsibility for the nbn™ Sky Muster experience firmly in all 
camps.  Firstly, that it is the responsibility of the respondent to ensure their equipment is working 
correctly.  Secondly, the responsibility lies with the RSP and thirdly, ultimately, nbn™ is 
responsible for providing the service. Some comments highlight the lack of transparent information 
provided by nbn™ and some providers. 

• What an interesting question! Made me think. My "experience" will always and ever be 
limited by whatever limitations there are on data being sent back and forth via a satellite 
connection.  Having said that, I do believe there are artificial constraints put on the 
service in the name of cost-efficiency by (in order)  NBN™ and then my provider.  

• From experience, when there is a problem it is very rare for SkyMesh to be able to tell me 
exactly what the problem is because they rely on  NBN™ for this information, and this 
seems never to say anything except "there is a problem" and "the problem is now fixed". 

• After that [ nbn™ providing the service] it is the provider who is then responsible for the 
experience.  Given they provide the in home setup and router. If a change is suggested I 
would upgrade my equipment without hesitation. 

7.1. Theme: Support 

Respondents identified poor levels of support in their anecdotal comments about who is most 
responsible for their nbn™ Sky Muster experience.  Poor levels of support include losing 
connection with the help desk and then having to try again and not being able to get through in a 
timely manner, not having tech support access, overseas based help desks and inexperienced 
help desk personnel.   

• My provider has excessive wait times for support, then if your phone cuts out they try 
once immediately and won’t provide a call back number - so you go through the entire 
process again (I’ve been on hold cumulatively for 6hrs today!). 

• Unsure really and no tech support close  
• Harbour RSP tech support hard to understand I think it is overseas based  
• We had iinet before moving over to SkyMesh, and iinet was PATHETIC! Their support 

desk was clueless (three different countries, three different experiences), the custom built 
modem (iinet/tpg) did not work, and caused failures to the extent that the  NBN™ 
technician had to replace all the components - from the roof down to the black box.  

• Honestly could be a combination of all, as it would depend on what the issue is at the 
time I am not happy with my experience. 
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7.2. Theme: BIRRR 

Anecdotal comments identify the Better Internet for Rural Regional and Remote advocacy group as 
an important enabler acting as a conduit between the respondent and their RSP.  However, it 
should be noted that a volunteer group should not be responsible for triggering good ‘help desk’ 
service experience for respondents from RSPs. 

• We had poor service despite numerous requests to our provider. After commenting on 
this to BIRRR our provider sprang into action and made adjustments which changed 
everything for us. 

• With the help of BIRRR and the SkyMesh staff who are easily accessible through BIRRR. 
It isn’t always as easy to get support directly with SkyMesh 

8. Meet respondent’s needs? 
Two thirds of respondents agreed that their nbn™ Sky Muster service met their current internet 
needs.  We also asked for anecdotal comments to support their answers, see Section 7.1. 

 

Figure 5: Does your nbn™ Sky Muster service meet your current internet needs? 

8.1. Anecdotal Comments about nbn™ Sky Muster meeting respondents needs 

Respondents were given the opportunity to write their own responses about if nbn™ Sky Muster 
was meeting their current needs.  The responses were analysed using Leximancer (Smith & 
Humphreys, 2006) to identify concepts from within the anecdotal comments. 

The results clearly identify data as being the biggest issue for nbn™ Sky Muster meeting 
respondents needs, followed by the theme of issues, plans, allowance, drops and time, change 
and remoteness (see Figure 7).  The themes are discussed with examples in the following section.  
A full list of associated anecdotal comments is located in Appendix 12. 
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Figure 6: Anecdotal comments about if nbn™ Sky Muster suits respondent’s needs 

8.2. Theme: Data 

The Leximancer analysis identifies that the theme data is associated to the concepts of data, cost, 
home and extra.  Respondent’s anecdotal comments refer to the amount of data allowance, 
bandwidth to price ratio and speed.  Covid-19 has had an impact on the expected vs actual usage 
of data.  The respondents have identified that dropping out eats into data allowance as a 
contributor, as well as not having enough data to stream movies or play video games.  Anecdotal 
comments also identify that not having enough data is having an impact on working from home, 
which is critical in the new Covid-19 normal.  By contrast, respondents report positively on the 
extra data supplied due to Covid-19 and are concerned with this being removed. 

• Yes but only because the bonus covid daily data they have Been giving us  
• No TV service, minimal YouTube, no Netflix etc.  
• Nowhere near enough data allowance  
• Not enough bandwidth at a reasonable price  
• Not enough data Terrible speeds in bad weather Can’t watch catch up TV due to 

connection  
• Not enough data even with Covid-19 extra data, due to 2x home schooling etc. 
• Drops out all the time use if data really quick   
• Even though we have the $5 extra charge the internet can be very slow at times, not due 

to using too much data  
• For a 2 person family home who mainly uses their data for streaming, it's really not 

enough for the price point and gaming is pretty much non-existent with satellite.  
• Has upgraded data inclusions recently, still tossing up between upgrading to Plus tho. 
• Like everyone could do with more data. The extra data atm is awesome. 
• Although I have a lot of video issues in meeting, working from home and if the current 

extra data deal ends I will need to change to a plus plan 
• Even with the extra data we would barely make it through each month even though we 

are not big internet users generally. We have Netflix but barely use it due to the data 
limits. 
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8.3. Theme: Issues 

Concepts around issues include service, internet, speed and working.  In anecdotal comments, 
respondents identified that overall their nbn™ Sky Muster service suited their needs, with some 
comments indicating that respondents are satisfied.  However, latency was causing issues with 
cloud activities, VoIP and video buffering.  One comment highlighted that the nbn™ Sky Muster 
service was not reliable enough in emergencies.  Other comments highlight that the service is 
sometimes unreliable, and when business guests stay, data limits are not suitable.  Similarly, 
respondents are not using their service for some things for fear of dropping out.  Issues with video 
conferencing means that some respondents have to have an alternative service (which is 
sometimes superior to their nbn™ service) and/or that data plans are not suitable. 

• Latency is unworkable. Latency increasingly makes the service unacceptable for cloud 
activities and VPN traffic.    It fails if the user or home satellite station suffer weather 
events.    SM+ does not support TC-1, an essential 'ingredient' for reliable voice traffic. 

• Yes however I have had reliability issues with the NBN™ service and I am smashing data 
limits lately with guests staying at my AirBnB using Netflix, etc. 

• Yes, but only because I don't bother trying to use the internet for things that require a 
faster speed without dropping out. 

• Because SkyMuster will sometimes go offline during a video-conference and I need to 
switch to 4G - and vice versa  

• With current working from home restrictions the lack of unlimited plans and speed issues 
make me feel like we are provided with a third class service  

• Working at home as a teacher, chewing through the data, slow speeds by about 2pm and 
very slow upload speed. Video calling a bit hit and miss, usually do not use camera, just 
sound.  

• Have to pay a lot for a decent amount of data. 
• However it is expensive.  
• However latency is causing massive issues on VoIP and video buffering  
• Also have a FTTN town service which provides true unlimited data at the same speed. 
• Instead we have to deal with very slow, expensive and prone to all sorts of 

issues/outages/service disruptions SM satellite and barely working 3G under the LNP's 
plan.  

• Sometimes slow internet  
• Overall yes, have a year 11, uni student (28 hours of lectures a week) and another child 

doing Cert III Ag once a month. They haven't had any issues with speed. 
• Watching 7plus, ABC iview, etc buffers a lot.  
• Not reliable, daily drop outs are common. Not reliable in an emergency  

8.4. Theme: Plan 

Anecdotal comments from respondents identify concepts around plans, plus and satellite.  In terms 
of satellite the comments below refers to previous offerings.  Concerns are raised about losing 
extra data that was provided due to Covid-19 work from home orders and uncertainty about 
changing to new plans.  Respondents also identified limitations with opportunities to change plans, 
with some final comments about cost of plans, which are reflective of comments in Section 9.2. 

• Although I have a lot of video issues in meeting, working from home and if the current 
extra data deal ends I will need to change to a plus plan  

• As one of the first locations to have satellite rolled out in the early 2000s I feel we have 
lost a level of equality with the rollover to  NBN™. The first 10 years were affordable 
plans, quality connections and no Peak and Off Peak. 

• Not sure just changed to plus as was useless old plan always over. 
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• Sky Muster ping creates issues for VPN. Currently reaching 3MBPS up and download 
while connecting to VPN with Sky Muster.  

• Sky Muster plus and education plan  
• Small bandwidth, expensive  

8.5. Theme: Slow 

Similar to previous comments respondents identify frustration with latency, commenting that files 
are often slow to download, there are issues during webinars and having issues with cloud 
services and VPN’s. 

• Latency an issue and large files often are slow to download or upload.  
• Latency increasingly makes the service unacceptable for cloud activities and VPN traffic 
• The initial part of the test reveals a slow performance- under 5mb / Sec. In the last couple 

of seconds something seems to work out that this is a speed test and the speed jumps to 
40plus mb / second! 

• Very slow.  
• Our service struggles to be able to stream content consistently. 
• Now it's slowed & have issues during webinars etc  
• It's just a bit slow extended over my house and office 
• I'm not game to change though in case the supply and support is worse.  
• It's slow. 

8.6. Theme: Allowance 

Respondent’s anecdotal comments indicate that they are not happy with their allowance. For 
some, it means they cannot work satisfactorily and for others it means that they use all of their data 
when family and/or friends visit.  Other comments are around the peak and off-peak timing and that 
the highest plans are not meeting their needs. 

• Most of the time it does [meets respondent’s needs]. But every school holidays I have 
grandchildren here. Between three laptops, three mobile phones seeking wifi, and two 
switches that automatically update, and a family subscription to Netflix the kids have a 
demonstrated ability to use a month's data allowance in two days without raising a sweat.   
Asking them to do heavy data use during bonus data hours has worked - except that I 
then have to contend with kids that have spent much of 0100-0700 awake. 

• On highest data plan and with a toddler who watched educational programs and us 
running a business, we go over the data allowance often.  

• On highest plan but outages, can't do replicable Skype type calls. 
• Relatively expensive though compared to city dwellers  
• Satellite allowance. Need I say more. 
• I think the data package breakdown is stupid. Too much off peak data allowance and not 

enough peak allowance. 
• Constant drop outs, poor support, No!  
• Could be faster  
• Data allowance is not realistic for 21st Century homes - it's frankly a joke having peak 

from 7am to 1am and peak allowances are low. 
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8.7. Theme: Drop 

Latency appears of concern consistently through respondent’s anecdotal comments.  In addition to 
constant drop-outs, poor support and small data allowances, not being able to use VPNs means 
that nbn™ Sky Muster is not meeting some respondent’s needs.  However, more positively, some 
respondents are recognising that their plan may have enough or more data than required and as 
such some comments identify respondent’s thoughts on changing plans. 

• Lots of latency  
• On line database analyst using vpn and remote desktop. Latency is a killer, but not much 

can be done about it. 
• Constant drop outs, poor support, No! 
• It fails if the user or home satellite station suffer weather events. SM+ does not support 

TC-1, an essential ’ingredient’ for reliable voice traffic. 
• SkyMuster plus is a joke if it doesn’t include vpn or video streaming as these are the 

biggest data consumers  
• Limits us for Netflix  
• Low peak data limits 
• May change as my children are watching more videos and Netflix now days  
• May even be able to drop down a level on Plus.  
• May not in the not too distant future as kids grow up  
• More data allowance needed, better speeds. 

8.8. Theme: Time 

While respondents indicate that they have enough data most of the time, it is typically because 
they are monitoring their usage so that they do not go over their limited data allocation.   

• Most months 
• Most of the time it does. But every school holidays I have grandchildren here. 
• I still have to be careful with how much internet the family uses. 
• I think so, haven't had it long enough yet  
• I would like more data if possible  
• I'm a single person living alone 90% of the time so don't need any more data then I 

already have access to. 
• Increased data limits over time at an affordable price will be key.  
• It certainly meets our most pressing needs - of course, if more was available (for same 

price) we would probably up our usage accordingly! 
• For a 2 person family home who mainly uses their data for streaming, it's really not 

enough for the price point and gaming is pretty much non-existent with satellite.  
• Has upgraded data inclusions recently, still tossing up between upgrading to Plus though. 
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8.9. Theme: Change 

Themes around change relate to billing and upgrading data plans.  However, there is some 
consternation about changing plans (the fear of the unknown).  For example, respondents are 
concerned that they might get less supply or worse support. 

• It would be great if they could have more options for billing, rather than direct debit on 
inconsistent dates.  

• I'm not game to change though in case the supply and support is worse.  
• SkyMuster plus is a joke if it doesn’t include vpn or video streaming as these are the 

biggest data consumers  
• May change as my children are watching more videos and Netflix now days  
• May even be able to drop down a level on Plus.  
• Although I have a lot of video issues in meeting, working from home and if the current 

extra data deal ends I will need to change to a plus plan  
• About to change to Sky Muster Plus. Sky Muster has suited so far but we are careful to 

never give the wifi password to visitors! 

8.10. Theme: Remote 

When considering the concept of remoteness, respondents anecdotal comments identify that 
having to re-boot systems when you don’t live where the system is can be frustrating.  In addition, 
a remote computer business struggles with performance when working with clients.  Confusion is 
again highlighted with one respondent referring to Plus plans and ‘un-metering’ being a COVID 
initiative. 

• The lack of consistency in speed can be very frustrating.  
• Sort of. I do a lot of remote control of computers for my business. For this, it works, but 

performance ranges from tolerable to borderline unusable. But still impressive for 
satellite. 

• It does what I need but the cost is high and the data allowance low compared to non-
satellite plans. 

• It doesn't work  
• It goes offline and the NBN™ router needs a reboot which is hard on a remote property I 

don't live at  
• It was fantastic when it was unmetered when Covid lockdown was on. 

9. Awareness of nbn™ Sky Muster Plus 
Just over one third of respondents are on an nbn™ Sky Muster Plus plan, 23% know about the 
Plus plans but will not change because they are happy with the plan that they are on.  Fourteen 
percent know about Plus plans but feel it is prohibitive to swap to a new plan and 8% believe they 
would be worse off swapping because they would have less data.  Nearly 10% of respondents 
were not aware of the nbn™ Sky Muster Plus plans.  Nearly 4% know about Plus plans but their 
provider does not offer the plans and another 4% will not change because they use VPN, therefore 
Plus does not suit their needs, see Table 20. 
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Table 20: Are you aware of nbn™ Sky Muster PLUS, which offers unlimited data for everything 
except VPN and video streaming and also comes with a speed burst? 

 
N % 

Yes, I am on a PLUS plan 123 36.5% 

Yes, however my current provider doesn't offer PLUS (iinet, Westnet & Bordernet DO NOT offer PLUS Plans) 13 3.9% 

Yes, however it is cost prohibitive for me to swap plans 49 14.5% 

Yes, however I use a VPN & PLUS doesn't suit my needs 12 3.6% 

Yes, however my current plan suits my needs 79 23.4% 

No, I wasn't aware of Sky Muster PLUS 33 9.8% 

Yes, however I believe I would be worse off and have less data 28 8.3% 

 

9.1. Anecdotal Comments about respondent’s awareness of nbn™ Sky Muster 

Respondents were given the opportunity to write their own responses about their awareness of 
nbn™ Sky Muster.  The responses were analysed using Leximancer (Smith & Humphreys, 2006) 
to identify concepts from within the anecdotal comments. 

The results clearly identify data as being the biggest issue in their awareness of nbn™ Sky Muster, 
followed by the theme of work, need, nbn™ Sky Muster Plus and better (see Figure 8).  The 
themes are discussed with examples in the following section.  A full list of associated anecdotal 
comments is located in Appendix 13. 

 

Figure 7: Anecdotal comments from respondents about their awareness of nbn™ Sky Muster PLUS 
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9.2. Theme: Data 

When asked about their awareness of nbn™ Sky Muster Plus respondent’s anecdotal comments 
show that some respondents were advised against the product by their provider, others found that 
the plans were more than they currently pay and may offer less and/or would not meet their 
family/business needs.  For some, it is that they are high VPN users, which means Plus would not 
suit their needs and for others, their decision was based on price.  Others were frustrated that 
more data allowance was available during Covid-19, but that this would not be continued, and as 
per previous comments, there were concerns about peak and off-peak data.  For some 
respondents, they simply have not found time to research the new product to make an informed 
decision. 

• I rang  Activ8  at the start of the first lockdown and was advised plus wouldn’t suit our 
needs  I use a VPN for work and most of the other usage is video streaming  I use a  VPN  
for work and on cost Sky Muster  Plus  was more than our current plan.   Might look into  
PLUS  if we start using more data  I was aware of this but  Sky Muster plus is a waste of 
money if it doesn’t include VPN or video streaming as these are the biggest data 
consumers. Increased data for streaming in the future is a must, this is the growth area of 
Internet usage.    

• The cheapest plan is more than I currently pay and I'm not sure the day time data would 
cover our needs.  too expensive anyway  Very expensive bandwidth, frustrated that 
during  Covid  they could double our allowance and then cut it off, obviously have spare 
capacity  we have two Sky Muster plus services and two Sky Muster for a property with 
lower usage.    We should be able to access cheaper plans for metered data to watch 
video streaming instead of hotspot phones when you run out of data.    

• Would look to change later.    Has improved our connection however the price difference 
is disappointing  Have investigated extensively and still run out with 240GB peak data 
(200 peak plus extra 10gb every  Monday. We don’t even watch Netflix very often just 
YouTube and Tiktok. Higher expense for less metered data.    

• Would be great if we could remove the peak and off peak as we use little off peak and all 
our peak up.  Would not need my family and our business needs.   

• Yes, however the PLUS plan just allows email, web browsing, zoom, etc. to be unlimited.    
• I did get an email.  I need to look into it a bit more and see if I am better on plus  I 

proposed to  SkyMmesh  that I try  Sky Muster PLUS , but they convinced me that it was 
not indicated for my usage, even after I discussed the holiday usage.    

 

9.3. Theme: Work 

The concepts around the theme work include use, cost and Sky Muster.  Anecdotal comments 
indicate that respondents are too reliant on their current internet connection to risk change at the 
moment.  The comments indicate that the respondents at a glance, cannot see immediate value in 
the nbn™ Sky Muster Plus product, therefore identify the risk of changing as too high.  Others are 
confused about if they have an nbn™ Sky Muster Plus service or not (this was also identified 
earlier as well, see Table 5) and if they can or can’t buy data blocks (as this depends on providers).  
Some of the comments indicate that respondents have two different services that they are using for 
business (VPN, video streaming) and for personal use. One respondent reported better speeds on 
their normal plan than with plus, which is most likely related to the plus network issues at the time 
of this survey. 
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• After hours on the phone to them saying I would pay anything for this to work properly, 
they never mentioned this.    Am unsure   Apart  from extra cost of  SM + , I’m worried 
about less off peak    

• Aware of plus but haven’t checked but think I might be on it but do Not know how to 
check, Can you buy additional capacity on a month to month Basis ?  cost does not justify 
the small increase of unmetered data   Cost is the worry  Hard to know until you use it so 
costs similar so I leave it the same Too reliant on data at the moment.    

• Love SM Plus - a completely different experience!    Most business applications refuse to 
work over SM, thus we use 3G for business needs.    

• ANT has added a lot of data to our plan and I'm always nervous of switching when 
something is currently working perfectly well.   Swapped from SM for a trial.    

• Old SM plan had better speed.  Provider saying may be infrastructure issue, but it was 
better with SM so how does that work?    

• I rang Activ8 at the start of the first lockdown and was advised plus wouldn’t suit our 
needs  I use a VPN for work and most of the other usage is video streaming. 

• I use a VPN for work and on cost Sky Muster Plus was more than our current plan.   
Might look into PLUS if we start using more data.   

• I was aware of this but  Sky Muster  plus is a waste of money if it doesn’t include VPN or 
video streaming as these are the biggest data consumers   Increased  data for streaming 
in the future is a must, this is the growth area of  Internet  usage.    

• Yes, however I need an extra few hours in my day to do all I need.   When time permits it 
is on my to-do list.    

9.4. Theme: Need 

When asked about awareness of nbn™ Sky Muster Plus, the theme need identifies that 
respondents who are not challenged by connectivity are not prioritising changing to nbn™ Sky 
Muster Plus.  As it is not identified as a priority, respondents concentrate on other decisions which 
need their attention.   

• Plus plans are still too expensive, they need to reduce by around $20 per month to make 
them more attractive.  

• I need to look into it a bit more and see if I am better on plus 
• The cheapest plan is more than I currently pay and I'm not sure the day time data would 

cover our needs. 
• Yes, however I need an extra few hours in my day to do all I need. When time permits it is 

on my to do list. As it’s not priority it keeps being bumped by other items which need my 
attention.  

• Yes, but I simply haven't got around to switching yet. (And the cost factor isn't 
insignificant)    Wait, it doesn't do VPNs??  OK, then it's:     Yes, but I haven't researched 
it properly yet to find out whether it completely suits my needs. 

9.5. Theme: PLUS 

Those who are on a Plus plan have indicated that while satisfied with the product, it is still more 
expensive than other offerings.  Others are confused about if they have an nbn™ Sky Muster Plus 
service or not (this was identified earlier as well, see Table 5) for example in the comment below 
“Westnet” does not offer nbn™ Sky Muster Plus plans.  The final comment in this theme suggests 
that nbn™ Sky Muster Plus plans do not suit some respondents at the moment, but may do so in 
the future. 
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• It's a difficult equation to "overall justify" one over the other I am on a PLUS plan and it 
has been a great move for us - only did it due to covid.   Still a lot more expensive than if I 
was in town.    

• On Westnet   Plus is much better with unlimited data.   Still restrictive though with video 
content.    

• We stream and watch online a lot, so plus would not suit us.  Will consider changing to a 
plus plan when distance Ed is finished in this household at the end of the year.  Currently 
have an education port for this.    

9.6. Theme: Better 

Anecdotal comments identify Sky Muster plans were better than Plus plans (directly related to the 
plus network issues at the time of the survey) and that RSPs are advising that nbn™ Sky Muster 
Plus will not suit the respondent’s current needs.  There is recognition that nbn™ Sky Muster Plus 
is better, however some respondent’s report that “the price difference is disappointing”. 

• Old SM plan had better speed.    Provider saying may be infrastructure issue, but it was 
better with SM so how does that work?    

• I did get an email.  I need to look into it a bit more and see if I am better on plus I 
proposed to SkyMesh that I try Sky Muster PLUS, but they convinced me that it was not 
indicated for my usage, even after I discussed the holiday usage.    

• Has improved our connection however the price difference is disappointing 

10. Change One Thing 
When asked if there was one thing respondents could change just over 60% of respondents 
identified lower costs for plans (20.8%), larger peak data on normal plans (20.8%) and changes to 
peak/off peak hours (20.5%).  The next issue that respondents wanted to change was speed 
(14.5%), latency (11.3%) followed by reliability (5.6%) and more un-metering on Plus plans (5.0%).  
Despite comments about VPN appearing in nearly every anecdotal feedback, only 1.5% of 
respondents identified it as important to change, see Table 21. 

Table 21: If you could change one thing about nbn™ Sky Muster what would it be? 
 

N % 
Changes to the PEAK / OFF PEAK hours 69 20.5% 
Lower costs for plans 70 20.8% 
Larger PEAK data amounts on normal plans 70 20.8% 
Network reliability 19 5.6% 
More un-metering on Plus Plans 17 5.0% 
Speed of your connection 49 14.5% 
Latency 38 11.3% 
Better performance of a VPN on Sky Muster 5 1.5% 

Total 337 100% 
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10.1. Anecdotal Comments about what respondents would change on nbn™ Sky 
Muster  

Respondents were given the opportunity to write their own responses about what they would like to 
see changed on nbn™ Sky Muster.  The responses were analysed using Leximancer (Smith & 
Humphreys, 2006) to identify concepts from within the anecdotal comments. 

The results clearly identify data as being the biggest issue for nbn™ Sky Muster followed by the 
theme fairness of the service in comparison to other services, video, need, plans and latency (see 
Figure 9).  The themes are discussed with examples in the following section.  A full list of 
associated anecdotal comments is located in Appendix 14. 

 

Figure 8: Anecdotal comments about changing one think for nbn™ Sky Muster Plus 
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• Our off peak is 11pm to 5am or 10pm to 4am daylight saving time. 
• Pushing out the times 11pm-9am..  
• And an app to track data usage 

10.3. Video & Latency 

Again, anecdotal comments support previous discussion.  As noted below, improving VPN and 
VoIP have been suggested as changes that can be made to nbn™ Sky Muster.  In addition, rural 
and remote respondents have requested a more equitable product for their regions.  Improving 
work in the cloud is also mentioned as an area for improvement as well as improving latency. 
Some comments highlight the lack of information available on improving an end-users experience 
with certain software and platforms as video conferencing, cloud accounting and VOiP over 
satellite. 

• Webex meeting are very delayed using internet connection especially if on a VPN and I 
end up not using the video as it cuts in and out. Have to often (at least once a week) 
reboot my  nbn™ satellite system  

• The survey requires that I choose an option above but being honest and fair to them, I 
wouldn't change anything given our current usage of the service (we don't use video 
streaming or VPNs with PLUS so all is good. - currently). 

• Prioritize VoIP Traffic on Sky Muster for residential customers. 
• Would love to use web calling but find it just doesn’t suit my needs as calls fade in and 

out unexpectedly and the delay is annoying. 
• In rural areas Sky Muster has monopoly. Our choice is limited to which provider to choose 

for same service 
• For fairness remote service should be equal in data and price plan to metropolitan 

(available about 3km away from me)  
• As more and more internet activities move to the cloud, latency becomes a major factor. 

However if TC-1 is available and deployed, VoIP (voice) is surprisingly good and the 
latency impact is negligible.  

• In meetings and classrooms our latency prevents us being fully engaged in what is now 
the preferred method of engaging in business and education.  

• The latency causes issues with lots of real-time things 
• I am unable to access some software programs due to latency. 
• I would also change the latency so I could use live programmes, e.g. Phoenix Live. I can’t 

use it due to Latency. 

10.4. Fair 

Fairness, again calls for equity between those who have and those who have not as a suggestion 
on how respondents would like to see the nbn™ Sky Muster product change to be more 
comparable to metro nbn™ plans. 

• We absolutely need unlimited data for Sky Muster. It’s not fair that this is so readily 
available everywhere else in the country and we have to ration our data and internet 
usage every month 
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10.5. Need 

Larger data allowance, speed and lower costs are identified as needing to be changed.  In 
addition, support and information has been identified as an important factor in adopting an nbn™ 
Sky Muster Plan. 

• If I could get the data allowance and speed I need I would use Sky Muster more 
• Larger data number 1 but lower cost a close second. Hoping StarLink will bring much 

needed competition and relief. 
• Not to do with the plans but I wanted to say what a great job you do at BIRRR. 
• You (BIRRR) saved my sanity when initially setting up Sky Muster and again during covid 

lockdown when I had to change plans.   You are my go-to for information and I've told a 
lot of people about you.    

10.6. Plans  

Lower costs, higher speed and unlimited data continue as a theme throughout the survey as 
identified here as one thing that could be changed. 

• Speed plus cost plus size of data plans. No point selecting just one. 
• More data. Lower costs  
• Need some more streaming plans at affordable price  

need unlimited for country people at 80 a month and not 75 a month for 50GB what a rip-
off  

• Needs to be same price and same amount of data as fixed wireless. 
• Also larger peak data and network reliability  
• And lower cost plans! 
• Speed plus cost plus size of data plans.   No point selecting just one. Eg speed is 

pointless on small data plans, and both are pointless if it’s cost prohibitive. We need cost 
effective, fit for purpose fast internet with big enough data limits to run a business. 

• We absolutely need unlimited data for Sky Muster. It’s not fair that this is so readily 
available everywhere else in the country and we have to ration our data and internet 
usage every month 

11. Conclusions 
The BIRRR Sky Muster Review survey has provided significant information for several 
stakeholders, regarding user experience with the nbn™ Sky Muster product. 

The results identified the top 3 respondents RSP’s as SkyMesh (44.2%), Activ8me (24.3%) and 
HarbourISP (12.5%). The remaining respondents were spread across the eight other RSP’s, 
however, it is important to note the low response rate for some providers.  When reviewing these 
RSP’s against a set of 9 criteria, respondents who rated their provider as Excellent or Good across 
all aspects were: SkyMesh (78.42%), Bordernet (66.12%) and Activ8me (61.56%), thus identifying 
them as the top three providers, across all aspects of a consumers’ satellite connection.  iiNet 
(36.9%), Southern Phone (33.3%) and Westnet (32%) being identified as the lowest three 
providers overall. 

The survey found that 38% (27% of respondents had only a landline phone and 11% had no other 
communication method) of nbn™ Sky Muster users had no available alternate / back up 
connection in the event of an outage or issue with their satellite service. This figure is slightly down 
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on the 42% from the 2017 BIRRR Sky Muster Survey.  The 2017 survey reported on the state of 
play for satellite internet connectivity in rural, regional and remote Australia and is available online 
at https://birrraus.com/submissionssurveys/birrr-surveys/ .It is critical to note the poor alternate 
communication service available to many satellite customers when nbn™ and RSP’s are 
troubleshooting and communicating with satellite users. They also highlight the importance of 
ensuring nbn™ technologies are reliable, with rapid response to fault escalation processes in 
place. 

There is a lack of knowledge from end-users that the choice of provider and in-home equipment 
can affect the experience you have on the nbn™ Sky Muster platform.  The survey also highlighted 
that respondents have issues identifying where within the service provision a problem may be with 
their connection and how to go about getting these problems resolved.  Additionally, some RSP’s 
are often difficult to contact and it can be frustrating and lengthy to get issues addressed, 
particularly when you are one of the 38% of Sky Muster users who have no alternate connection.  

The survey found that many nbn™ Sky Muster customers are confused with the plans available to 
them and the differences between providers. The level of confusion was demonstrated further with 
13% of respondents unsure of what plan they were on. The introduction of nbn™ Sky Muster Plus 
plans has improved data allowances for many satellite consumers.  However, these plans are not 
offered by all RSP’s and many users are not aware of their existence.  Respondents also appeared 
confused with nbn™ Sky Muster Plus plans in terms of what is unmetered. Several were advised 
against changing to a Plus plan by their provider and many respondents could not see the value of 
Plus plans.  

Although two thirds of respondents agreed that their nbn™ Sky Muster service met their current 
internet needs, half (50.1%) of all respondents rated their RSP as average, fair or poor for cost of 
their service.  This highlights the need for nbn™ Sky Muster plan costs to be more aligned with 
nbn™ plans in metro areas, not only for cost but also for data allowances. The removal of 
additional COVID CVC (which resulted in extra data for nbn™ Sky Muster users) was viewed very 
negatively by RRR users, who feel that nbn™ did not consider the post COVID needs of satellite 
users. Across all RSP’s only 52.8% of respondents identified their provider as providing good or 
excellent information and updates on outages and issues. Yet 70% believed the network to be 
reliable and have good or excellent performance overall, emphasising the need for communication 
and transparency when issues do arise. 

Just over 60% of respondents reflected they would like to see a change in the cost, peak data 
limits or off-peak hours on nbn™ Sky Muster. Highlighting that many users would like to see the 
nbn™ Sky Muster platform and plans enhanced regularly to ensure that it meets the needs of 
regional users and brings them closer in alignment to nbn™ plans offered in metropolitan areas. 

The survey also highlighted: 

• That end-users are more understanding about outages and issues when their RSP 
and nbn™ are open and transparent and provide them with information about their 
connection. 

• That terminology is inconsistent between RSP’s (both the speed tiers and the difference 
between plus and standard plans).  

• For example, regarding speed tiers the following names were used for a 25/5 nbn™ Sky 
Muster plan: Sonic (Activ8me), Standard Evening Speed (SkyMesh), nbn™ 25 (iiNet), 
Fastest (Clear Broadband), Up to 25/5 (Reachnet), Standard (Westnet).  

https://birrraus.com/submissionssurveys/birrr-surveys/
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• The confusion between plans was evident with 13% of respondents unsure of what plan 
they were on and two respondents stating they were on a plan that is not available with 
their provider. 

• That respondents are confused with nbn™ Sky Muster Plus in terms of: 
o What is unmetered and how this works 
o Which plans are appropriate for them (several respondents stated being advised 

against changing to Plus by their provider) 
o The cost of Plus plans.  
o Confusion that Plus was only available during COVID extra data offerings. 
o Why changing providers can change their experience with the product. 

• That choosing a plan and an RSP is not a simple process and is often confusing for many 
users. 

A recurring theme throughout the survey was whether the nbn™ Sky Muster product was meeting 
needs.  Whilst 66.5% of respondents stated it met current needs, 33.5% said it did not and many 
comments suggested that improvements would be needed in the near future to ensure regional 
users could continue to participate in social connectedness, digital innovation and business. As 
more and more services become dependent on cloud-based platforms, the need in regional areas 
for unlimited data, faster speeds and low latency connections is increasing. 

Table 22 presents a summary of overall responses for each aspect of an nbn™ Sky Muster 
connection accompanied by observations from the BIRRR Group. 

Table 22: Overall responses for each aspect of an nbn™ Sky Muster connection 

Aspect of nbn 
Sky Muster 
connection 

Overall percentage 
who rated this 
aspect good or 
excellent – across 
all RSP’s 

BIRRR Observations 

RSP Customer 
service overall 81.6% 

• Impacted by user experience with their provider 
and the nbn™ satellite service overall. 

• Indicating that the majority of consumers are 
happy with their RSP overall, however not as 
happy with certain aspects of their service. 

Available data 
allowances 63.2% 

• Impacted by the removal of nbn™ COVID CVC, 
peak/off peak data limits, nbn™ Fair Use Policy 
(FUP). 

• The ‘need’ of RRR users to a true ‘unlimited’ 
connection, without limits and penalties.  

• The ‘want’ for RRR to be able to use their 
connection freely, without restrictions, like those 
in metropolitan areas can. 

Cost of the 
service 49.5% 

• Impacted by nbn™ CVC pricing & RSP pricing. 
• Lack of concessional plans for low income 

users. 
• Lack of plans for small businesses. 
• Indicating over half of consumers of the product 

were most unhappy with the cost. 

Accessibility & 
Information about 
the service 

63.2% 
• Impacted by how pro-active an RSP is and what 

materials nbn™ have available to assist RSP’s. 
e.g. Data usage tools can be impacted by what 
data is shared by nbn™. 
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Aspect of nbn 
Sky Muster 
connection 

Overall percentage 
who rated this 
aspect good or 
excellent – across 
all RSP’s 

BIRRR Observations 

• Some RSP’s performed poorly in this aspect, 
indicating more assistance is needed to ensure 
consumers can access the information they 
need to maximise their experience using the 
nbn™ Sky Muster platform. 

Speed of the 
service 59.9% 

• Impacted by RSP congestion, nbn™ congestion 
(‘busy beams’), an end user’s equipment, choice 
of plan speed tier & confusion surrounding this, 
software being used (e.g. more platforms are 
becoming cloud based) or the high latency of 
the satellite. 

• Indicating more research is needed as to where 
the problems lie and how they can be resolved. 

Troubleshooting 
Assistance of the 
RSP 

61% 

• Impacted by how an RSP provides 
troubleshooting, the quality of the experience, 
the length of time taken to resolve an issue and 
nbn’s role in ensuring issues are escalated 
promptly and resolved quickly. 

• More research required on if this is a reflection 
of RSP troubleshooting help, or the amount of 
information required by nbn™ to escalate a fault 
on an end user’s services 

• As nbn™ Sky Muster Plus is contracted by 
nbn™ to a third party (IPSTAR), RSP’s have 
little visibility and ability to troubleshoot issues 
with plus services. 

Support hours of 
the RSP 61.7% 

• Indicating RSP’s could improve their support 
hours for their clients, ensuring that Australian 
time zones are factored in. 

Outage 
information 
provided by nbn 
& RSP 

52.8% 

• Impacted by an RSP’s network, nbn’s network, 
an end user’s equipment, weather at the end 
user’s location, or weather at the ground station. 

• Indicating almost half of consumers of the 
product were generally unhappy with the 
information they could access for outages and 
network issues, whether they were RSP, 
weather or nbn™ related. 

Performance & 
Reliability 70% 

• Interesting to note that 70% of users found the 
nbn™ Sky Muster performance and network 
reliable, this was the highest rate out of all the 
aspects other than Customer Service Overall. 
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12. Recommendations 
A thorough analysis of this survey data established the following recommendations for 
stakeholders: 

Recommendations for nbn™ 

• Improving interactions and communications with nbn™ Sky Muster RSP’s: 
o to quickly provide clear, non-technical and transparent information regarding any 

network outages or issues and emphasising the importance of passing this onto 
end-users. 

o admit fault regarding network issues and outages, when appropriate to do so and 
where possible, provide information on the likelihood of the fault reoccurring or the 
permanent resolution. 

o encourage RSP’s to use consistent terminology when naming plans, speed tiers etc. 
o review the process of RSP’s escalating issues with both a normal plan and a Plus 

plan, to ensure this is simplified and does not require extensive and technical end-
user troubleshooting. 

o help RSP’s to market Plus plans in clear, consistent and simple language 
o offer incentives and encourage RSP’s to attend field days & conferences in regional 

areas in conjunction with nbn™. 
o develop standard and consistent specifications RSP’s must follow to ensure key 

customer service criteria are met. 
o allow RSP’s the same visibility of Plus plans that they have over their own network, 

to enable fast and effective troubleshooting of issues 
 If not already available, establish a number of remote test probes on a 

number of beams to provide better early warning of potential customer 
issues. 

 If dish signal information is not already available at the nbn NOC, provide a 
simple mechanism such that a poor signal fault can be quickly escalated. 

• Look at monitoring equipment that could allow RSP’s or nbn™ to diagnose issues remotely, 
thus enabling a more rapid escalation of faults/repairs. End-users are being asked to 
provide very technical and time-consuming information to be able to escalate a fault, many 
simply give up. 

• Review repair times by locality to identify areas where lack of technicians may be 
increasing repair and wait times. 

• Improvements to nbn™ Sky Muster RSP CVC 
o extend COVID-19 CVC offerings to providers, acknowledging that many nbn™ Sky 

Muster Users were already working and educating from home prior to COVID and 
are continuing to do so after COVID lockdowns are no longer occurring. Understand 
the perception removing COVID-19 CVC gives regional users, if the extra CVC 
didn’t impact the network, then why remove it ?. 

o review the cost of CVC and when RSP’s can purchase more CVC to meet their 
customers’ demand.   Allow RSP’s to purchase more CVC when they have the need 
to do so. 

o encourage RSP’s to pass on any reduction in CVC costs, extra data 
announcements or new plans / offerings to end-users. 

• Engage independent research/reviews of users to develop a traffic lights system of colour 
coding providers that will assist end-users select a provider. 

• Provide tip sheets on how to maximise end-user experience using the nbn™Sky Muster 
service with platforms such as VPN’s, video-conferencing, cloud accounting, cloud storage, 
VOiP e.t.c, and information on extending your nbn™ Sky Muster connection, routers/mesh 
routers, troubleshooting your connection (e.g. a clear infographic brochure, with images, 
that can be digital and paper based, that help end users step through troubleshooting) 
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• Clearer consumer marketing around nbn™ availability to all Australians 
o changes to nbn™ check your address mapping so that incorrect or missing 

addresses can be ‘fixed’ by nbn™ and not sending an end-user to pages of 
providers, who may not sell that connection anyway. 

o changes to check your address so end-users can move the pin to their actual 
location and have their address ‘fixed’ by nbn™ 

• Consider further enhancements to nbn™ Sky Muster plans including: 
o Reviewing the peak/off peak hours 
o Reviewing the current peak data limits on normal plans to potentially change the 

Fair Use Policy (FUP) 
o Introducing further un-metered content on nbn™ Sky Muster Plus Plans 
o Reviewing plans and CVC pricing to ensure nbn™ Sky Muster plans are kept up to 

date and comparable to metro nbn™ plans. 
• Continue to investigate ways of improving nbn™ infrastructure, particularly in rural towns 

currently using ADSL, yet mapped for nbn™ Sky Muster. Ensure these towns are a priority 
when co-investing with other regional stakeholders. 

 

Recommendations for RSP’s 

• Use consistent terminology when referring to plan names and speed tiers. 
• Provide several options for end-users to seek information about outages and network 

issues, be mindful that 38% of nbn™ Sky Muster users have no other connection if their 
service is not working. 

• Investigate an app that clearly shows data usage, account specifics and offers payment 
methods. Even better if it could be designed to report on service performance and help 
troubleshoot. 

• Ensure social media channels are made available and used regularly and effectively, and 
customers calls, emails and social media enquiries are responded to in a timely manner. 

• Provide clear and transparent information regarding plans, in an easy to read format. 
• Train support and sales staff to understand the differences between plans and how the 

network works, to prevent misinformation being given to customers. 
• Investigate troubleshooting decision trees that aid users in working out what might be 

wrong with their connection, incorporate this into an RSP app and also have it available as 
a print-out for when users have no connection. 

• Use this survey and Figure 4 to improve the services they offer their clients 
 

Recommendations for Government 

• Further rounds of the Regional Connectivity Program, offering place-based solutions to 
regional communities who are mapped for nbn™ Sky Muster. Ensure that this communities 
are prioritised for funding programs. 

• Work with state and local governments to develop a connectivity road map for regional 
areas. 

• Research into providing an independent review process of a customer’s experience using a 
provider and publishing content that is reviewed regularly, that assists consumers in 
choosing a good provider. 

• Research into the needs and wants of regional businesses and residences to ensure 
connectivity provided is matched to the needs of communities and users. 

• Develop a tool or wizard that combines connectivity options for regional areas and RSP 
reviews into a site / app / tool that helps people get connected. 

• Continual enhancement of infrastructure and technologies to ensure RRR areas are kept 
on a level playing field with metro areas, across all aspects of their connection. 
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We encourage all stakeholders to consider the findings above and use them to guide 
enhancements to nbn™ Sky Muster platform, plans and customer experience, as well as 
continually improving the infrastructure in regional Australia.  We also encourage consumers to use 
the insights gained from this survey to aid them in choosing a RSP and suitable plan. 



 
 

 
 

Appendix 1:  NSW – nbn™ Sky Muster Provider Identified by Locality  

NSW Activ8me ANT 
Communications 

Bordernet Clear 
Broadband 

HarbourISP iinet IPSTAR Reachnet SkyMesh Southern 
Phone 

Westnet Total 

Oberon 2 0 0 0 0 0 0 0 3 0 0 5 
Kangaroo creek 2 0 0 0 2 0 0 0 0 0 0 4 
Booligal 1 0 0 0 2 0 0 0 0 0 0 3 
Merriwa 2 0 0 0 1 0 0 0 0 0 0 3 
Wanaaring 0 0 0 0 2 0 0 0 1 0 0 3 
Broken Hill 0 0 0 0 1 0 0 0 1 0 0 2 
Collingwood Mudgee 0 0 0 0 2 0 0 0 0 0 0 2 
Murrumbateman 0 0 0 0 0 0 0 0 1 1 0 2 
Wee Waa 0 0 0 0 0 0 0 0 2 0 0 2 
Wilcannia 1 0 0 0 0 0 0 0 1 0 0 2 
Burroway/Naromine 0 0 0 0 1 0 0 0 0 0 0 1 
Albury 0 0 0 0 0 1 0 0 0 0 0 1 
Argyle 0 0 0 0 0 0 0 0 1 0 0 1 
Ariah Park 0 0 0 0 0 0 0 0 1 0 0 1 
Balranald 0 0 0 0 1 0 0 0 0 0 0 1 
Bathurst 0 0 0 0 0 0 0 0 1 0 0 1 
Bega 1 0 0 0 0 0 0 0 0 0 0 1 
Bingara 0 0 0 0 0 0 0 0 1 0 0 1 
Birriwa 0 0 0 0 1 0 0 0 0 0 0 1 
Boree Creek 1 0 0 0 0 0 0 0 0 0 0 1 
Bourke 0 0 0 0 0 0 1 0 0 0 0 1 
Bowling Alley Point 0 0 0 0 0 0 0 0 1 0 0 1 
Brogo 1 0 0 0 0 0 0 0 0 0 0 1 
Brookdale 0 0 1 0 0 0 0 0 0 0 0 1 
Bucca Wauka 1 0 0 0 0 0 0 0 0 0 0 1 
Bungonia 0 0 0 0 0 0 0 0 1 0 0 1 
Bunnaloo 0 0 0 0 0 0 0 0 1 0 0 1 
Carrowbrook 1 0 0 0 0 0 0 0 0 0 0 1 
Casino 0 1 0 0 0 0 0 0 0 0 0 1 
Chatham Valley 0 0 0 0 1 0 0 0 0 0 0 1 
Cobbadah 1 0 0 0 0 0 0 0 0 0 0 1 
Coleambally 1 0 0 0 0 0 0 0 0 0 0 1 
Collie 0 0 0 0 0 0 0 0 1 0 0 1 
Colo Heights 0 0 0 0 0 0 0 0 1 0 0 1 
Come-by-chance 0 0 0 0 1 0 0 0 0 0 0 1 
Conargo 0 0 0 0 0 0 0 0 1 0 0 1 
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Condobolin 0 0 0 0 0 0 0 0 0 0 1 1 
Congewai 0 0 0 0 0 0 0 0 1 0 0 1 
Coolah 0 0 0 0 0 0 0 0 1 0 0 1 
Cooma 0 0 1 0 0 0 0 0 0 0 0 1 
Coonamble 0 0 0 0 1 0 0 0 0 0 0 1 
Creewah 0 0 0 0 0 0 1 0 0 0 0 1 
Doyles Creek Hunter Valley 0 0 0 0 0 0 0 0 1 0 0 1 
Edgeroi 1 0 0 0 0 0 0 0 0 0 0 1 
Enngonia 1 0 0 0 0 0 0 0 0 0 0 1 
Eurobodalla 0 0 0 0 0 0 1 0 0 0 0 1 
Euston 0 0 0 0 1 0 0 0 0 0 0 1 
Evans Plains 1 0 0 0 0 0 0 0 0 0 0 1 
Federal 0 0 0 0 0 0 0 0 1 0 0 1 
Fine flower 0 0 0 0 1 0 0 0 0 0 0 1 
Geurie 1 0 0 0 0 0 0 0 0 0 0 1 
Girilambone 0 0 0 0 0 0 0 0 1 0 0 1 
Gloucester 0 0 0 0 0 0 0 0 1 0 0 1 
Goonoo Forest 0 0 0 0 0 0 0 0 1 0 0 1 
Halls creek 0 0 0 0 1 0 0 0 0 0 0 1 
Hay 1 0 0 0 0 0 0 0 0 0 0 1 
Ivanhoe 0 0 0 0 0 0 0 0 1 0 0 1 
Jerilderie 0 0 0 0 0 0 0 0 1 0 0 1 
Jindera 0 0 0 0 0 0 0 0 1 0 0 1 
Katanning WA 0 0 0 0 1 0 0 0 0 0 0 1 
Kikoria 0 0 0 0 0 0 0 0 1 0 0 1 
Kundabung 0 0 0 0 0 0 0 0 1 0 0 1 
Laguna 1 0 0 0 0 0 0 0 0 0 0 1 
Laguna 0 0 0 0 1 0 0 0 0 0 0 1 
Lake Cargelligo 1 0 0 0 0 0 0 0 0 0 0 1 
Lambs Valley South 1 0 0 0 0 0 0 0 0 0 0 1 
Limpinwood 0 0 0 1 0 0 0 0 0 0 0 1 
Louth 0 0 0 0 0 0 1 0 0 0 0 1 
Louth area via Bourke 0 0 0 0 0 0 1 0 0 0 0 1 
Lower Boro 0 1 0 0 0 0 0 0 0 0 0 1 
Lower Bottle Creek 1 0 0 0 0 0 0 0 0 0 0 1 
Lower Pappinbarra 0 0 0 0 1 0 0 0 0 0 0 1 
Manobalai 0 0 0 0 0 0 0 0 0 0 1 1 
Menindee 0 0 0 0 0 0 0 0 1 0 0 1 
Merah North 0 0 0 0 0 0 0 0 1 0 0 1 
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Merrywinebone 0 0 0 0 1 0 0 0 0 0 0 1 
Milbrulong 0 0 0 0 0 0 0 0 1 0 0 1 
Mogriguy 0 0 0 0 0 0 0 0 1 0 0 1 
Mount Rivers 0 0 0 0 0 0 0 0 1 0 0 1 
Narromine 0 0 0 0 1 0 0 0 0 0 0 1 
Nyngan 0 0 0 0 0 0 0 0 1 0 0 1 
Pappinbarra 0 0 0 0 0 0 1 0 0 0 0 1 
Peel 1 0 0 0 0 0 0 0 0 0 0 1 
Rankins Springs 1 0 0 0 0 0 0 0 0 0 0 1 
Rocky Glen 0 0 0 0 0 1 0 0 0 0 0 1 
Roseberg 0 0 0 0 0 0 0 0 1 0 0 1 
Rowena 0 0 0 0 0 0 0 0 1 0 0 1 
Rydal 0 0 0 0 0 0 0 0 1 0 0 1 
Sandigo 0 0 0 0 0 0 0 0 1 0 0 1 
Sandy hollow 0 0 0 0 0 0 0 0 1 0 0 1 
Singleton 0 0 0 0 1 0 0 0 0 0 0 1 
Stannum 0 0 0 0 0 0 0 0 1 0 0 1 
Sussex Inlet 1 0 0 0 0 0 0 0 0 0 0 1 
Tamworth 1 0 0 0 0 0 0 0 0 0 0 1 
Tarago 0 1 0 0 0 0 0 0 0 0 0 1 
Tenterfield 0 0 0 0 0 0 0 0 1 0 0 1 
Theresa creek 1 0 0 0 0 0 0 0 0 0 0 1 
Tooraweenah 0 0 0 1 0 0 0 0 0 0 0 1 
Toothdale 0 0 1 0 0 0 0 0 0 0 0 1 
Tulloona 0 0 0 0 0 0 0 0 1 0 0 1 
Twelve Mile 1 0 0 0 0 0 0 0 0 0 0 1 
Upper Corindi 1 0 0 0 0 0 0 0 0 0 0 1 
Warialda Rail 1 0 0 0 0 0 0 0 0 0 0 1 
Warren 0 0 0 0 0 1 0 0 0 0 0 1 
Warroo Forbes 0 0 0 0 0 0 1 0 0 0 0 1 
Wayo 0 0 0 0 0 0 0 0 1 0 0 1 
Windeyer 0 0 0 0 0 0 0 0 1 0 0 1 
Yarrawa 0 0 0 0 0 0 0 0 1 0 0 1 
Yeoval 0 0 0 0 0 0 0 0 1 0 0 1 
Total Respondents 32 3 3 2 25 3 7 0 49 1 2 127 
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Appendix 2:  NT –  nbn™ Sky Muster Provider Identified by Locality 

NT Activ8me ANT Communications Bordernet Clear Broadband HarbourISP iinet IPSTAR Reachnet SkyMesh Southern Phone Westnet Total 
Alice Springs 0 0 0 0 0 0 0 0 1 0 0 1 
Douglas-Daly 0 0 0 0 0 0 0 0 1 0 0 1 
Katherine 1 0 0 0 0 0 0 0 0 0 0 1 
Via Alice Springs 0 1 0 0 0 0 0 0 0 0 0 1 
Total Respondents 1 1 0 0 0 0 0 0 2 0 0 4 

Appendix 3:  SA –  nbn™ Sky Muster Provider Identified by Locality 

SA Activ8me ANT Communications Bordernet Clear Broadband HarbourISP iinet IPSTAR Reachnet SkyMesh Southern Phone Westnet Total 
Barndioota 0 0 0 0 0 0 0 0 1 0 0 1 
Brady creek 1 0 0 0 0 0 0 0 0 0 0 1 
Clements Gap 0 0 0 0 0 0 0 0 1 0 0 1 
Hindmarsh Tiers 0 0 0 0 0 0 0 0 1 0 0 1 
Kersbrook 0 0 0 0 0 0 1 0 0 0 0 1 
Oodnadatta 1 0 0 0 0 0 0 0 0 0 0 1 
Sceale Bay 0 0 0 0 0 0 0 0 1 0 0 1 
Yudnapinna 0 0 0 0 0 0 0 0 1 0 0 1 
Total Respondents 2 0 0 0 0 0 1 0 4 0 0 7 

 

Appendix 4:  TAS –  nbn™ Sky Muster Provider Identified by Locality 

TAS Activ8me ANT Communications Bordernet Clear Broadband HarbourISP iinet IPSTAR Reachnet SkyMesh Southern Phone Westnet Total 
Colebrook 0 0 0 0 0 0 0 0 1 0 0 1 
Emita 0 0 0 0 1 0 0 0 0 0 0 1 
Gunns Plains 0 0 0 0 0 0 0 0 1 0 0 1 
Jackeys Marsh 0 0 0 0 0 0 0 0 1 0 0 1 
Lady Barron 0 0 0 0 0 0 0 0 1 0 0 1 
Lake St Clair 0 0 0 0 0 0 0 0 1 0 0 1 
Oyster Cove 0 0 0 0 0 0 0 0 1 0 0 1 
Reedy Marsh 0 0 1 0 0 0 0 0 0 0 0 1 
Total Respondents 0 0 1 0 1 0 0 0 6 0 0 8 
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Appendix 5:  QLD –  nbn™ Sky Muster Provider Identified by Locality 

QLD Activ8me ANT 
Communications Bordernet Clear 

Broadband HarbourISP iinet IPSTAR Reachnet SkyMesh Southern 
Phone Westnet Total 

Alpha/Tambo 2 0 0 0 0 0 0 0 13 0 0 15 
Aramac 0 0 0 0 0 0 1 0 0 0 0 1 
Arcadia Valley 0 0 0 0 0 0 1 0 0 0 0 1 
Bancroft 1 0 0 0 0 0 0 0 0 0 0 1 
Barcaldine 0 1 0 0 0 0 0 0 1 0 0 2 
Beaudesert 0 0 0 0 0 1 0 0 0 0 0 1 
Betoota 1 0 0 0 0 0 0 0 0 0 0 1 
Biloela 0 0 1 0 0 0 0 0 1 0 0 2 
Blackall 0 1 0 0 0 0 0 0 4 0 0 5 
Bollon 0 0 0 0 1 0 0 0 0 0 0 1 
Booroobin 0 0 0 0 0 0 0 0 1 0 0 1 
Booubyjan 0 0 0 0 1 0 0 0 0 0 0 1 
Bowen 0 0 0 0 0 0 0 0 1 0 0 1 
Boyne Valley 1 0 0 0 0 0 0 0 0 0 0 1 
Bundaberg 0 0 0 0 0 0 0 0 1 0 0 1 
Charters Towers 0 0 0 0 0 0 0 0 1 0 0 1 
Chinchilla 0 0 0 0 0 0 0 0 1 0 0 1 
Clermont Blackall 3 0 1 0 0 0 0 0 5 0 0 9 
Cracow 0 0 1 0 0 0 0 0 0 0 0 1 
Crownthorpe 0 0 1 0 0 0 0 0 0 0 0 1 
Croydon 1 0 0 0 0 0 0 0 0 0 0 1 
Dalby 0 0 0 0 0 0 0 0 1 0 0 1 
Dalby 0 0 0 0 0 0 0 0 1 0 0 1 
Dalrymple Heights 1 0 0 0 0 0 0 0 0 0 0 1 
Dalwogan 0 0 0 0 0 0 0 0 1 0 0 1 
Dimbulah 0 0 0 0 1 0 0 0 0 0 0 1 
Dirranbandi 1 0 0 0 0 0 0 0 0 0 0 1 
Dunkeld 0 1 0 0 0 0 0 0 0 0 0 1 
East nanango 1 0 0 0 0 0 0 0 0 0 0 1 
Eidsvold 0 0 0 0 0 0 0 0 2 0 0 2 
Eromanga 1 0 0 0 1 0 0 0 0 0 0 2 
Euleilah 0 0 0 0 1 0 0 0 0 0 0 1 
Four Ways 0 0 0 0 1 0 0 0 0 0 0 1 
Frankfield 0 0 0 0 0 0 1 0 0 0 0 1 
Gaeta 0 0 0 0 0 1 0 0 1 0 0 2 
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Georgetown 0 0 0 0 0 0 0 0 1 0 0 1 
Gin Gin 0 0 0 0 0 1 0 0 0 0 0 1 
Greenvale 0 0 0 0 0 0 0 0 1 0 0 1 
Harlin 0 0 0 0 1 0 0 0 0 0 0 1 
Hivesville 1 0 0 0 0 0 0 0 0 0 0 1 
Hughenden 0 0 1 0 0 0 0 1 1 0 0 3 
Ingham 2 0 0 0 0 0 0 0 0 0 0 2 
Injune/Roma/ 
Chinchilla 0 0 0 0 1 0 0 0 0 0 0 1 

Jambin 0 0 0 0 0 0 0 0 1 0 0 1 
Jericho 0 0 0 0 0 0 0 0 1 0 0 1 
Julatten 0 0 0 0 0 0 0 0 1 0 0 1 
Julia Creek 0 0 0 0 1 0 0 0 1 0 0 2 
Knapp Creek 0 0 0 0 0 0 0 0 1 0 0 1 
Leyburn 1 0 0 0 0 0 0 0 0 0 0 1 
Longreach 0 0 0 0 0 0 0 0 1 0 0 1 
Malanda 0 0 0 0 0 0 0 0 1 0 0 1 
Mantuan Downs 0 0 0 0 1 0 0 0 0 0 0 1 
Meandarra 0 0 0 0 0 0 0 0 2 0 0 2 
Monto 1 0 0 0 0 0 0 0 1 0 0 2 
Mount Fox 0 0 0 0 0 0 0 0 1 0 0 1 
Mt Coolon 0 0 0 0 0 0 0 0 1 0 0 1 
Mudgeeraba District 
(recoded) 0 0 0 0 0 0 0 0 1 0 0 1 

Mungabunda 1 0 0 0 0 0 0 0 0 0 0 1 
Muttaburra 0 0 0 0 0 0 0 0 1 0 0 1 
North Aramara 0 0 0 0 0 0 0 0 1 0 0 1 
Pentland 1 0 0 0 0 0 0 0 0 0 0 1 
Proserpine 1 0 0 0 0 0 0 0 0 0 0 1 
Proston 0 0 0 0 0 0 0 0 1 0 0 1 
Quilpie 0 0 0 0 0 0 0 0 2 0 0 2 
Richmond 1 0 0 0 0 0 0 0 1 0 0 2 
Rockyview 0 0 0 0 1 0 0 0 0 0 0 1 
Rosedale 0 0 0 0 0 0 0 1 0 0 0 1 
Sandy Camp 1 0 0 0 0 0 0 0 0 0 0 1 
Sarabah 0 0 0 0 0 0 0 0 1 0 0 1 
Sarina Range 1 0 0 0 0 0 0 0 0 0 0 1 
Scrubby Creek 2 0 0 0 0 0 0 0 0 0 0 2 
St George 0 0 0 0 1 0 0 0 0 0 0 1 
Surbiton 0 0 0 0 0 0 0 0 1 0 0 1 
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Tambo 0 0 0 0 0 0 0 0 2 0 0 2 
Tara 0 0 0 0 0 1 0 0 0 0 0 1 
Thangool 0 0 0 0 0 0 0 0 1 0 0 1 
Theodore Qld 0 0 1 0 0 0 0 0 0 0 0 1 
Tiaro 0 0 0 0 0 0 0 0 1 0 0 1 
Torrens Creek 1 0 0 0 0 0 0 0 0 0 0 1 
Upper Warrego 1 2 0 0 0 0 0 0 0 0 0 3 
Wandoan 0 0 0 0 0 0 0 0 1 0 0 1 
Winton 0 0 0 0 0 0 0 0 1 0 0 1 
Yaraka 0 1 0 0 0 0 0 0 0 0 0 1 
Total Respondents 27 3 6 0 12 4 3 2 63 0 0 120 

Appendix 6:  WA –  nbn™ Sky Muster Provider Identified by Locality 

WA Activ8me ANT Communications Bordernet Clear Broadband HarbourISP iinet IPSTAR Reachnet SkyMesh Southern Phone Westnet Total 
Allanooka,  Western Australia 0 0 1 0 0 0 0 0 0 0 0 1 
Bailup 0 0 0 0 0 0 0 0 1 0 0 1 
Binnu 0 0 0 0 1 0 0 0 0 0 0 1 
Bremer Bay 0 0 0 0 0 0 1 0 0 0 0 1 
Carnarvon North plantations 0 0 0 0 0 0 0 0 0 0 1 1 
Darkan 0 0 0 0 0 0 0 0 1 0 0 1 
Gnowangerup 0 0 0 0 0 0 1 0 0 0 0 1 
Grass Patch 0 0 0 0 0 0 0 0 0 0 1 1 
Innawanga 0 1 0 0 0 0 0 0 0 0 0 1 
Jerramungup 0 0 0 0 0 0 1 0 0 0 0 1 
KULIN 0 0 0 0 0 0 0 0 1 0 0 1 
Marradong 0 0 0 0 0 0 0 0 1 0 0 1 
Meekatharra 0 0 0 0 0 0 0 0 1 0 0 1 
Mingenew 1 0 0 0 0 0 0 0 0 0 0 1 
Mocardy 0 0 0 0 0 0 0 0 0 0 1 1 
Munglinup 0 0 0 0 0 0 0 0 2 0 0 2 
Murchison 1 0 0 0 0 0 0 0 0 0 0 1 
Needilup 1 0 0 0 0 0 0 0 0 0 0 1 
Newman 0 1 2 0 0 0 0 0 0 0 0 3 
Nunile 1 0 0 0 0 0 0 0 0 0 0 1 
Ravenswood 1 0 0 0 0 0 0 0 0 0 0 1 
Rocky Gully 0 0 0 0 0 1 0 0 0 0 0 1 
Toolibin 0 0 0 0 0 0 0 0 0 1 0 1 
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West Coolup 1 0 0 0 0 0 0 0 0 0 0 1 
Total Respondents 6 2 3 0 1 1 3 0 7 1 3 27 

Appendix 7:  VIC –  nbn™ Sky Muster Provider Identified by Locality 

VIC Activ8me ANT Communications Bordernet Clear Broadband HarbourISP iinet IPSTAR Reachnet SkyMesh Southern Phone Westnet Total 
Alexandra 0 0 0 0 1 0 1 0 0 0 0 2 
Beaufort 0 0 0 0 0 0 0 0 1 0 0 1 
Boolarong 0 0 0 0 0 0 0 0 1 0 0 1 
Boort 0 0 0 0 0 0 1 0 0 0 0 1 
Briagolong 1 0 0 0 0 0 0 0 0 0 0 1 
Bullioh 1 0 0 0 0 0 0 0 0 0 0 1 
Cabbage Tree Creek 0 0 0 0 1 0 0 0 0 0 0 1 
Caralulup District (recoded) 0 0 0 0 0 0 0 0 1 0 0 1 
Dundonnell 1 0 0 0 0 0 0 0 0 0 0 1 
Edenhope 1 0 0 0 0 0 0 0 0 0 0 1 
Gipsy Point 1 0 0 0 0 0 0 0 0 0 0 1 
Glengarry North 0 0 0 0 0 0 0 0 0 1 0 1 
Great Western 0 0 0 0 0 0 0 0 1 0 0 1 
Hesse 0 0 0 1 0 0 0 0 0 0 0 1 
Molyullah 0 0 0 0 0 1 0 0 0 0 0 1 
Muckleford 1 0 0 0 0 0 0 0 0 0 0 1 
Nutawil 1 0 0 0 0 0 0 0 0 0 0 1 
Ombersley 1 0 0 0 0 0 0 0 0 0 0 1 
Pakenham Upper 0 0 0 0 0 0 0 0 1 0 0 1 
Portland 0 0 0 0 0 0 0 0 1 0 0 1 
Reedy dam 0 0 0 0 0 0 0 0 1 0 0 1 
Shelford 1 0 0 0 0 0 0 0 0 0 0 1 
Stradbroke 0 0 0 0 0 0 0 0 1 0 0 1 
Strath creek 1 0 0 0 0 0 0 0 0 0 0 1 
Tallangatta 1 0 0 0 0 0 0 0 0 0 0 1 
Tambo Crossing 0 0 0 0 0 0 0 0 1 0 0 1 
Tatyoon 1 0 0 0 0 0 0 0 0 0 0 1 
Thowgla Valley 0 0 0 0 0 0 0 0 1 0 0 1 
Tolmie 0 0 0 0 0 0 0 0 1 0 0 1 
Toolleen 0 0 0 0 0 0 0 0 1 0 0 1 
Trawool 0 0 0 0 0 0 0 0 1 0 0 1 
Walhalla 0 0 0 0 0 0 0 0 1 0 0 1 
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Wallinduc 0 0 0 0 0 0 0 0 1 0 0 1 
Woodend 1 0 0 0 0 0 0 0 0 0 0 1 
Yarrawalla 0 0 0 0 1 0 0 0 0 0 0 1 
Total Respondents 13 0 0 1 3 1 2 0 15 1 0 36 

Appendix 8:  External Territory e.g. Coco Island, Norfolk Island, Christmas Island etc. –  nbn™ Sky Muster 
Provider Identified by Locality 

External Territory Activ8me ANT Communications Bordernet Clear Broadband HarbourISP iinet IPSTAR Reachnet SkyMesh Southern Phone Westnet Total 
Cocos Islands 0 0 0 0 0 0 0 1 0 0 0 1 
Total Respondents 0 0 0 0 0 0 0 1 0 0 0 1 

Appendix 9: Other forms of connectivity if  nbn™ Sky Muster or  nbn™ Sky Muster Plus are not available by 
State 

Who is your  nbn™ Sky 
Muster Provider? 

Landline phone only (no mobile 
service or backup internet service) 

3G - mobile 
internet ONLY 

3G - mobile internet 
+ LANDLINE PHONE 

4G - mobile 
internet ONLY 

4G - mobile internet + 
LANDLINE PHONE 

ADSL internet 
+ LANDLINE 

NONE Total 

New South Wales 
Activ8me 8 2 6 4 4 0 8 32 
ANT Communications 0 0 2 0 0 0 1 3 
Bordernet 0 0 0 1 1 0 1 3 
Clear Broadband 1 0 1 0 0 0 0 2 
HarbourISP 9 2 4 4 2 2 2 25 
iinet 1 0 0 0 1 0 1 3 
IPSTAR 1 0 2 1 1 0 2 7 
SkyMesh 13 5 9 13 6 0 3 49 
Southern Phone 0 0 1 0 0 0 0 1 
Westnet 1 0 0 0 0 0 1 2 
Total 34 9 25 23 15 2 19 127 
         
Northern Territory 
Activ8me 1 

 
0 

   
0 1 

ANT Communications 0 
 

1 
   

0 1 
SkyMesh 1 

 
0 

   
1 2 

Total 2 
 

1 
   

1 4 
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Who is your  nbn™ Sky 
Muster Provider? 

Landline phone only (no mobile 
service or backup internet service) 

3G - mobile 
internet ONLY 

3G - mobile internet 
+ LANDLINE PHONE 

4G - mobile 
internet ONLY 

4G - mobile internet + 
LANDLINE PHONE 

ADSL internet 
+ LANDLINE 

NONE Total 

         
Queensland 
Activ8me 12 0 6 4 3 0 3 28 
ANT Communications 4 0 1 0 1 0 0 6 
Bordernet 2 1 0 0 1 0 2 6 
HarbourISP 5 2 2 1 0 1 1 12 
iinet 1 0 1 2 0 0 0 4 
IPSTAR 1 0 2 0 0 0 0 3 
Reachnet 0 0 0 1 0 0 1 2 
SkyMesh 13 7 20 7 14 0 4 65 
Total 38 10 32 15 19 1 11 126 
         
South Australia 
Activ8me 1 

 
0 0 0 

 
1 2 

IPSTAR 0 
 

0 1 0 
 

0 1 
SkyMesh 0 

 
2 1 2 

 
0 5 

Total 1 
 

2 2 2 
 

1 8 
TAS         
Bordernet 1 0 0 0 

   
1 

HarbourISP 0 0 0 1 
   

1 
SkyMesh 2 1 1 2 

   
6 

Total 3 1 1 3 
   

8 
         
Victoria 
Activ8me 4 2 2 2 2 

 
1 13 

Clear Broadband 0 0 0 1 0 
 

0 1 
HarbourISP 2 1 0 0 0 

 
0 3 

iinet 0 0 0 1 0 
 

0 1 
IPSTAR 0 2 0 0 0 

 
0 2 

SkyMesh 2 3 0 5 4 
 

1 15 
Southern Phone 0 0 0 1 0 

 
0 1 

Total 8 8 2 10 6 
 

2 36 
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Who is your  nbn™ Sky 
Muster Provider? 

Landline phone only (no mobile 
service or backup internet service) 

3G - mobile 
internet ONLY 

3G - mobile internet 
+ LANDLINE PHONE 

4G - mobile 
internet ONLY 

4G - mobile internet + 
LANDLINE PHONE 

ADSL internet 
+ LANDLINE 

NONE Total 

 
Western Australia         
Activ8me 2 2 1 1 0 

 
0 6 

ANT Communications 1 0 0 0 0 
 

1 2 
Bordernet 1 0 2 0 0 

 
0 3 

HarbourISP 0 1 0 0 0 
 

0 1 
iinet 0 0 0 1 0 

 
0 1 

IPSTAR 0 0 2 0 1 
 

0 3 
SkyMesh 1 4 0 2 0 

 
0 7 

Southern Phone 0 0 0 1 0 
 

0 1 
Westnet 1 1 0 0 1 

 
0 3 

Total 6 8 5 5 2 
 

1 27 
         
External territory e.g. Coco Island, Norfolk Island, Christmas Island etc. 
Reachnet  

     
1 1 

Total 
      

1 1 

 

 

  



 
 

 
 

Appendix 10: Anecdotal comments about other forms of connectivity if  
nbn™ Sky Muster or  nbn™ Sky Muster Plus are not available  

1 bar of 3G signal in some areas like the laundry and outside on the deck. Enough to send text without 
picture or emojis 
1 bar telstra 3g unreliable 
1-2 bars of signal. 
3G & 4G Certainly not reliable and copper landline very helpful during blackouts, and time when tower 
generator runs out of fuel 
3G has become sad 
3G is only with celfi set up and landline is radio phone 
3g only possible through the purchase and installation of a very expensive Celfi and Antennas. 
3G only works through celfi. And speeds are slow most the time 
3g phone reception, but very poor 3g data performance 
3g service often goes to SOS - no service - so limited connectivity without Sky Muster.  I just purchase a 
VHF radio for my car so we can connect for help in case of fire / power outages 
3G sketchy service via self funded yaggi and Celfi. 
3g via cel-fi stationary 
3G voice and text only (if outside)..not enough bandwidth to download websites 
3G/4G can work very well, but it can also barely work other days 
Back up internet with telstra both 3G and 4g. Wifi calling. No landline. 
Have marginal 3G mobile, provided you are in the right place in the house and the moon is in the right 
phase. SMS almost always works, but phone conversations are unpredictable. 
Minimal 3G service via Yagi booster 
Occasional access to mobile service 
One bar of 3G but not always enough to a access internet 
One bar of very weak 3 g 
One to 2 bars of 3G at best usually 1 or sos 
Only have 3G because we bought ourselves a Cel-Fi and antenna. (Still sketcky service. Not completely 
reliable.) Prior to that nil mobile service. 
Only have mobile service if close to mobile booster aka in lounge room  (and there isn't a power 
failure) 
Only occasionally mobile reception in certain areas on the property 
Patrick 3g tower nominated for upgrade 3 years ago but no funds ever allocated.   Problems during 
winter when Local property  " wetland visitors congests tower effects our access worse in winter 
school holidays with travelling highway traffic which is why we connected to skymuster as ngwll via 3 g 
tower was not reliable. 
Recently upgraded from very poor 3G. 
Very crackly, barely-there landline phone. 3G internet supplied via MIMO antenna on 3m pole to boost 
signal to 1-2 bars on a good day. 
We have very spotty service around 5km from house - 3G only though, so if it gets phased out, we are 
back to no mobile service! 
We only get mobile service as we installed a Yagi antenna. 
With a celfi booster in house otherwise borderline 3G mobile connection 
Yagi antenna plus Cel Fi 
4g by cellular 
4g is better than the Skymuster plus here!! Very disappointed in  nbn™. 
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4G is only because of Yagi Antenna 
4G Mobile service is limited/weak signal. 
4G optus home broadband. I've not got around to canceling sky muster yet 
4g phone with 10gb data allowance. 
4G service only via Cel-Fi 
4G very intermittent. Mobile calls cut out. mobiles now on 3G only to make calls as good signal. Full 
yagi and smart antenna set up in place. 
Celfi booster and yagi antenna installed to receive 4G service in the house 
depends where in the house we are, we might get 1 4G bar if we lucky but mostly 2 x 3 g bars 
Intermittent mobile coverage with Yagi antenna and Cel Fi 
Limited 4g- it flicks between 3 and 4G and often drops out 
Optus 4g+ connection. It's actually less reliable than the Skymuster connection in my case. 
Sometimes our mobiles work if put in certain spots around the house 
Sometimes we get 4G depending on the weather 
We do get a tiny but of 4g but I use Celfi to get any mobile coverage so have it set in 3G as it's more 
stable and reliable 
We get occasional patchy 4G on mobile service too. If skymuster is down, it is AWFUL as the whole 
district then uses the minimal tower signal. 
Also a skymuster connection at Blackall, Qld Only landline phone, no mobile or backup internet service 
if skymuster isnt working 
Also have a Thuraya satellite phone 
As seen above our address is Katanning  in Western Australia but our  NBN™ connection is Mudgee in 
NSW.  We have tried on numerous occasions to get it sorted,  HarbourISP say it is up to  NBN™.  NBN™ 
say it is up to HarbourISP. It is still not sorted after 3 years. Harbour have been good and given us an 
extra 10 gb of data several times when we have run out before the end of the month because of this.   
It does stuff up Google etc trying to know our location. 
At the Chinchilla local - nothing 
But it is not great. Better since getting new phone. 
I have a second SkyMuster plan 
It doesn't work well - we are awaiting a booster etc as we've not long moved to Yarrawa 
Landline has been playing up since upgraded. 
Landline is using NGWL 
Landline unreliable and often affected by rain. Wait times for repairs can be lengthy. 
Needed a external Yagi antenna setup. 
NGWL landline and internet. Intermittent mobile service. All very unreliable and variable. 
Not in the houses. Only out in some paddocks. 
Only available with Cel-fi and antenna 
Only with smart antenna, when power off dependent on landline. 
Reception is only reliable on some parts of the property 
Service is very very poor. We have a mix of 4G and 3G towered spaces a considerable distance apart. 
I've changed recently from iiNet to skymuster. Only slightly better I think. Still slow. My uni student 
was home and we upgraded to skymuster plus until she went back to UNE. But dropped down as it's 
soooo expensive. 
Sky Muster suffers from rain fade, and so every storm etc & no internet. 4G is more reliable. 
Telstra landline was next to useless. We are 26k from the exchange and Telstra state 16k is the 
maximum copper will perform. Maintenance is poor and phone was out more than on. Transferred to 
Skymuster VoIP 
Very patchy. Not reliable. 
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We have a booster on our shed, doesn't really work in the middle of the day and doesn't work at the 
house but we can go to the shed in the morning and evening. 
We have a Next G wireless Link that provides our internet, landline and mobile phone through the 
Champion tower. 
With a $2000 Cel-Fi Booster 
Mobile coverage is really bad. Text message may work, internet doesnt. 
Mobile if I stand in the right spot and the stars align.  WiFi calling and messaging has been a godsend. 
Mobile internet and _some_ mobile services are provided via 3m pole with a MIMO antenna on top, 
pointed to a tower we can _just_ get LOS to 80km away.    We now have a Telstra Cel-fi attached to 
that, which gives us variably-reliable Telstra voice and data services.    Cel-fi doesn't work in an outage, 
of course. 
Mobile internet connected July 2020 
Mobile limited to shed with YAGI 
mobile only gets text messages at times 
Mobile service is not strong 
Mobile service very unreliable, uses a booster connected to a long daisy chain. 35% of the one working 
to a degree suitable for calls 
Mobile varies between 3G and 4G 
Mobile which only runs off our cel fi in the house. 
My mobile phone service is not good but I can receive text messages. 
Although I don't have a house phone anymore and I don't often use my mobile internet. 
A Telstra Radio Repeater System 
Both Optus and Telstra, with 2 Cel-Fi boosters 
Had to install a repeater with antennae for mobile coverage 
Have a Telstra small cell tower 2.5km from our location. But only good for making calls. Not powerful 
enough for any serious internet use. Also gets overloaded on holidays and weekends. 
In a bit of a quandary on this one. Mobile data back-up (Telstra long life SIM) is provided by relaying 
mobile data (WIFI) from a solar powered device atop a high hill. It's a tricky technical solution that few 
would be able to engage. There is zero mobile coverage at the homestead. It is largely used as voice 
back-up as Sky Muster Plus does not adequately support a VoIP/ voice service. The copper landline is 
reasonably reliable, but fails after heavy rain periods. 
Very dodgy Telstra mobile signal. Mobile calls drop out all the time 
We have a very high number of outages with our Telstra mobile service and also our landline is off 
more than it is on.  We also experience a high number of power outages thus we maintain two internet 
services which does not make economic sense but nothing works for us with 100% reliability - and 
we'renot even remote!! 
When we bought this property 18 years ago we had reasonably good internet and mobile phone 
service.  Then Telstra made changes & the whole district lost connectivity and became a black hole. 
Even now we have trouble getting signal in the same place twice. Finally after years of paying mobile 
phone fees for no signal here we bought prepaids for when we travelled to town and after 8 months 
without Telstra Bigpond internet service at all, we went to Skymesh. 
ADSL is also in town but ADSL 1 - woefully slow and no plans to improve it. 
After bushfires last summer, we also have phone over internet.  We lost land line for 28 days 
2 X POTS PSTN services on different exchange devices in case one is faulty the other has a higher 
chance of still functioning. No mobile coverage at all. 
cannot get mobile reception at all despite being 10minutes from town - telstra or optus 
No landline and no mobile service. 
No mobile phone with any carrier, phone lines destroyed during fires in 2019 yet to be repaired 
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Often the signal drops out if there is a lot of use on the system, even with a cel-fi system in the house.  
No internet/mobile signal at all over most of the farm. 
We live approx 190 km northeast of Newman WA 
We Tekstra Go Stationary 

Appendix 11: Anecdotal comments about who respondents think are 
most responsible for  nbn™ Sky Muster experience 

Actually  NBN™'s contract with satellite provider. 
All  of the above 
All in part but provider gives the main benefit 
All satellite customers in rural areas are disadvantaged and discriminated against. Despite the biggest 
allowance I was unable to work and continue uni studies because of data allowances via satellite. 
Absolutely disgraceful for a country such as Australia. My provider is good enough but allowances are 
not. 
Bad reception area 
Currently having lots of dropouts.  Harbour ISP tech support hard to understand I think it is overseas 
based 
Firstly it’s how you use your connection.ie what you have connected to it. After that it is the provider 
who is then responsible for the experience 
Given they provide the in home setup and router. If a change is suggested I would upgrade my 
equipment without hesitation. My provider has excessive wait times for support, then if your phone 
cuts out they try once immediately and won’t provide a call back number - so you go through the 
entire process again (I’ve been on hold cumulatively for 6hrs today!). 
Have updated routers regularly 
Honestly could be a combination of all , as it would depend on what the issue is at the time I am not 
happy with my experience. 
I am the first person who should check by speed test, plugs, connections, etc.  Even the weather! 
I pay Harbour ISP for my service however I know they are reliant on  NBN™ to deliver that service 
I rarely have occasion to contact Skymesh, and the issue is that when I do, they are usually impossible 
to get hold of because when the service is out, it is invariably out for a lot of customers, and they are 
all on the phone trying to reach them. Having a recorded message saying go to their website is not very 
helpful when I have no way to do that. My son in Yass is helpful when I ask him to check the website 
though.     From experience, when there is a problem it is very rare for Skymesh to be able to tell me 
exactly what the problem is because they rely on  NBN™ for this information, and this seems never to 
say anything except "there is a problem" and "the problem is now fixed". 
I think trying to push the signal from upstairs across the house sometimes doesn’t work too well but i 
don’t seem to get good speeds from our provider either. 
If sky muster drops out, we go to a neighbours house who are on iiNet. They must be connected to the 
other Skymuster satellite 
If the  NBN™ can’t provide a top class system, it doesn’t matter what you or your provider does. 
Its very much a combined thing.  I believe my provider is responsible for ensuring I can connect, BUT  
NBN™ is responsible for the maintenance and providing that connection to my provider. 
most problems that have occurred seem to have been satellite outages 
Not sure about this question as any outages we have had seem to come from  NBN™, but we can only 
ring our provider and some people seem to have very bad experiences with their providers 
The weather  
The whole provider is the point of call but  NBN™ provides and maintains the service is a major weak 
point. 
They access the service so therefore set the terms and conditions of the product. 



 
 

69 
 

This is who I pay for my internet service and who is responsible to  keep me informed and to ensure 
the system is functioning within the limits of their control. My main recent issues proved to be the 
third party provider link between SkyMuster and my provider even though my router was blamed for 
days and hours of my time spent troubleshooting! 
To the NTD it's my provider responsible to keepe updated of any issues that  nbn™ may be 
experiencing delivering my service.    Of they're experiencing issues in their network it's still their job 
to telle what's the issue. 
Unlike other  nbn™ service, Sky Muster is back-hauled to Sydney.     For SM+ the RSP's normal 
functions of internet connectivity are contracted to IPSTAR wholesale. Thus SkyMesh (my provider) 
has nothing to do with my service security and has almost zero visibility.    It's  nbn™ an me. :) 
Unsure really and no tech support close 
use to work in sat industry during iss, and nss (before skymuster) also worked during the beginning of 
skymuster 
We had iinet before moving over to Skymesh, and iinet was PATHETIC! Their support desk was clueless 
(three different countries, three different experiences), the custom built modem (iinet/tpg) did not 
work, and caused failures to the extend that the  NBN™ technician had to replace all the components - 
from the roof down to the black box. 
We had poor service despite numerous requests to our provider . After commenting  on this to BIRRR 
our provider sprang into action and made adjustments which changed everything for us. 
What an interesting question! Made me think. My "experience" will always and ever be limited by the 
whatever limitations there are on data being sent back and forth via a satellite connection.    Having 
said that, I do believe there are artificial constraints put on the service in the name of cost-efficiency 
by (in order)  NBN™ and then my provider. 
When anything goes wrong it is on  NBN™'s end. 
With the help of BIRRR and the skymesh staff who are easily accessible through BIRRR. It isn’t always 
as easy to get support directly with Skymesh 
without  nbn™ connection we wouldn't be able to connect via providers 
worked in industry previous to sky muster and at the beggining of skymuster 

Appendix 12: Anecdotal comments about  nbn™ Sky Muster meeting 
respondents current needs  

About to change to Sky Muster Plus.   Sky Muster has suited so far but we are careful to never give the 
wifi password to visitors! 
Although I have a lot of video issues in meeting, working from home and if the current extra data deal 
ends I will need to change to a plus plan 
As one of the first locations to have satellite rolled out in the early 2000s I feel we have lost a level of 
equality with the rollover to  NBN™. The first 10 years were affordable plans, quality connections and 
no Peak and Off Peak. 
Bad reception area 
But i am always conscious of usage and limit downloads accordingly. 
But I would like more peak data rather than off peak 
But struggles when the kids are home from Uni/school. I had to upgrade during covid lockdown. Also 
can't really stream on TV unless it's the end of the month and we have data to use. 
can be unreliable eespecially during emergencies 
considering a move to Sky Muster Plus to allow for streaming services.   So much of our data is Off-
Peak. Something like 11pm-7am? 
Constant drop outs, poor support, No! 
Could be faster 
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Data allowance is not realistic for 21st Century homes - it's frankly a joke having peak from 7am to 
1am and peak allowances are low. 
Drops out all the  time  use if data  really quick 
Even though we have the $5 extra charge the internet can be very slow at times, not due to using  too 
much data 
For a 2 person family home who mainly uses their data for streaming, it's really not enough for the 
price point and gaming is pretty much non existent with satellite. 
Has upgraded data inclusions recently, still tossing up between upgrading to Plus tho. 
Have to pay a lot for a decent amount of data 
However it is expensive. 
However latency is causing massive issues on VoIP and video buffering 
I also have a FTTN town service which provides true unlimited data at the same speed. There is no 
requirement to be conservative on Video and Streaming services. And it's priced well. 
I can't have multiple connections on the one account. 
I do get comments for city friends to say my internet is slow, but those people live with cable internet, 
so I could only guess what that must like 
I have to use mobile data as the satellite is often too slow and unreliable. I work entirely from home so 
need fast internet. 
I love Skymuster Plus 
I receive sufficient data but at a dearer cost and lower speed than my city counterparts. We learn to be 
grateful for what we have and set our sights lower in this regard in rural areas. Just glad BIRRR got 
SkyMuster plus over the line!!!! 

I still have to be careful with how much internet the family uses. 
I think so, haven't had it long enough yet 
I would like more data if possible 
I'm a single person living alone 90% of the time so don't need anymore data then i already have access 
to. 
Increased data limits over time at a affordable price will be key. 
Issues with VPN 
It certainly meets our most pressing needs - of course, if more was available (for same price) we would 
probably up our usage accordingly! 
It does what I need but the cost is high and the data allowance low compared to non satellite plans. 
It doesn't work 
It goes offline and the  NBN™ router needs a reboot which is hard on a remote property I don't live at 
It was fantastic when it was unmetered when Covid lockdown was on. Now it's slowed & hav issues 
during webinars etc 
It would be great if they could have more options for billing, rather than direct debit on inconsistent 
dates. 
It's just a bit slow extended over my house and office 
It's OK.  I'm not game to change though in case the supply and support is worse. 
It's slow. 
It's to slow to use for proper online gaming 
Just 
Keep running out of reliable data. I do need to upgrade to Plus, when I have the energy to deal with 
the paperwork and upgrading the existing costs. My data being mostly "off-peak" is useless to me, 
being between 1am and 6am, which makes the surface generosity of my data suddenly very mingy. I 
have to sleep _sometimes_. 
Lack of downloads at reasonable price 
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Lag  / Ping issues prevail. Mobile internet used instead. 
Latency an issue and large files often are slow to download or upload. 
Latency increasingly makes the service unacceptable for cloud activities and VPN traffic.    It fails if the 
user or home satellite station suffer weather events.    SM+ does not support TC-1, an essential 
'ingredient' for reliable voice traffic. 

Latency is unworkable 
Like everyone could do with more data. The extra data atm is awesome. Esp seeing it's added daily - so 
if we go over for the month we've still got some everyday to use. 
Limited data is a huge problem for us. We are both working from home in zoom meetings for several 
hours per day. Our provider offered some data bonuses during COVID however they are now dropping 
off. Even with the extra data we would barely make it through each month even though we are not big 
internet users generally. We have Netflix but barely use it due to the data limits. Its a MAJOR problem 
and a severe inequality for people in regional areas that we don't have unlimited data on Skymuster. 
We have no mobile reception either so I need to use wifi calling to get calls. SkyMuster plus is a joke if 
it doesnt include vpn or video streaming as these are the biggest data consumers 
limits us for Netfix 
loe peak data limits 
May change as my children are watching more videos and Netflix now days 
May even be able to drop down a level on Plus. 
May not in the not too distant future as kids grow up 
More data allowance needed , better speeds . 
Most months 
Most of the time it does. But every school holidays I have grandchildren here. Between three laptops, 
three mobile phones seeking wifi, and two Switches that automatically update, and a family 
subscription to Netflix the kids have a demonstrated ability to use a month's data allowance in two 
days without raising a sweat.   Asking them to do heavy data use during bonus data hours has worked - 
except that I then have to contend with kids that have spent much of 0100-0700 awake. 
Most of the time the connection is very slow. When I do a speed test eg fast.com the initial part of the 
test reveals a slow performance- under 5mb / Sec.  In the last couple of seconds something seems to 
work out that this is a speed test and the speed jumps to 40plus mb / second! 
Mostly unless extra people in house 
My main issue is not enough data for cost  Provision of off peak data is a farce 
Need faster speed and more data 
Need more data, get rid of off peak data as have it as a whole, like seriously who is up doing Buisness 
between 1am to 7 am 
Need more data. Still priced too high compared to city. 
No TV service, minimal YouTube, no netflix etc. 
No where near enough dat allowance 
Not enough bandwidth at a reasonable price 
Not enough data  Terrible speeds in bad weather   Cant watch catch up TV due to connection 
Not enough data even with covid extra data, due to 2x home schooling etc.  Larger plans are 
unafordable. 
Not enough data to allow kids to use freely 
Not enough data when the whole family is home during holidays or online learning 
Not fair that we can't have unlimited like city areas.     Also wasn't given opportunity to pay extra have 
tower installed for fixed wireless 
not reliable, daily drop outs are common. Not reliable in an emergency 
Not sure just changed to plus as was useless old plan always over. 
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On highest data plan and with a toddler who watched educational programs and us running a 
business, we go over the data allowance often. 
On highest plan but outages, can't do replicable Skype type calls. Lots of latency 
On line database analyst using vpn and remote desktop.  Latency is a killer, but not much can be done 
about it. Everything else is fine. 
Only because no one currently studying & only  have one yiung adult normally using the connection  
who lives within data availability.  Also  because we are very lucky to have  also have 3g mobile data 
access so visitors can use there own data.  If only had Skymuster would have to consider a higher data 
plan. 
Only just at least we can stream some programs 
Only just. Constantly drops out and minimal data allowances 
only when working .  Otherwise I relicare to town & use mobile data if it is available . 
Only works sometimes. Very slow. 
Our service struggles to be able to stream content consistently. 
Overall yes, have a year 11, uni student (28 hours of lectures a week) and another child doing Cert III 
Ag once a month. They haven't had any issues with speed.  They also watch Netflix even though they 
aren't supposed to 
Really should have more data available at a reasonable cost. 
Recently swapped from SM to SM+ .  So far SM+ experience is very poor. So disappointing. 
Relatively expensive though compared to city dwellers 
Satellite allowance. Need I say more. A few kms up the road and there is unlimited data at about 1 
third of the cost. 
Saying yes but as most people would say day peak really needs to be a lot more than the plans offer, 
I'm on a 90GB day peak and without the Covid bonus struggle a lot with day peak data monthly. 
Sky Muster ping creates issues for VPN. Currently reaching 3MBPS up and download while connectign 
to VPN with Sky Muster. 
sky muster plus and education plan 
Small bandwidth, expensive 
sometimes slow internet 
Somewhat. The lack of consistancy in speed can be very frustrating. 
sort of. I do a lot of remote control of computers for my business. For this, it works, but performance 
ranges from tolerable to borderline unusable. But still impressive for satellite. 
The amount of data allowed is too low, off peak is not usable Sky Muster is kept as a 'fall back' if my 
4G fails.  Have an Optus 4G 500GB plan 
The extra covid data is PERFECT for us! 
Too slow especially after 3pm when the kids get home... 
Very expensive 
Very poor data allowances 
Was meant to have FTTP with proper broadband speeds and proper data allowances under Labors 
plan. Instead we have to deal with very slow, expensive and prone to all sorts of 
issues/outages/service disruptions SM satellite and barely working 3G under the LNP's plan. 
Watching 7plus, ABC iview, etc buffers a lot. My son can't do his gaming due to lag times. Hard to 
make calls on messenger due to connection 
We are used to faster service and unlimited wifi. I think the data package breakdown is stupid. Too 
much off peak data allowance and not enough peak allowance. 
We can't get enough download with three children at home, and running a farming business plus 
another online retail business. 
We need more data but am worried about skymuster olus because we are a family if 5 who streams a 
lot of movies /Netflix etc 
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We run a business and need reliable internet and phone service! 
We run out of data, especially in lockdown. 
When doing a speed test of Skymuster Plus the computer says the speed is generally close to the 
advertised speed but we have not noticed any difference in the speed between Skymuster and 
Skymuster Plus when loading pages. 
When it's working! 
With 4G backup. Because SkyMuster will sometimes go offline during a video-conference and I need to 
switch to 4G - and vice versa 
with current working from home restrictions the lack of unlimited plans and speed issues make me feel 
like we are provided with a third class service 
Working at home as a teacher, chewing through the data, slow speeds by about 2pm and very slow 
upload speed. Video calling a bit hit and miss, usually do not use camera, just sound. 
Would be good to have more download capacity.  With just two of us here it's ok, but when the family 
comes up, they can't understand why we have such limited data. 
Would like to get a larger data plan, but they are cost prohibitive for us. 
Would love to be able to stream netflix 
Yes - although speed is usually a bit slow, although 99% reliable. 
Yes but only because the bonus covid daily data they have Been giving us 
Yes however I have had reliability issues with the  NBN™ service and I am smashing data limits lately 
with guests staying at my AirBnB using Netflix, etc.. 
Yes, but only because I don't  bother trying to use the internet for things that require a faster speed 
without dropping out. 
yes/no...I would greatly appreciate if ABC's platforms were un-metered...to fit within my monthly 
limit, I limit my access    and since I can't see box to add this comment..I am disappointed in ANT's data 
accounting meter thru my acc portal..it's just a blunt figure with the 4 main breakdowns as 
accumulated totals..nothing granular to know when you chewed data..so it's hard to tell what activity 
high data use was related to 

Appendix 13: Anecdotal comments about respondents awareness of  
nbn™ Sky Muster Plus 

After hours on the phone to them saying I would pay anything for this to work properly, they never 
mentioned this. 
Am unsure 
Apart from extra cost of SM+ , im worried about less off peak 
Aware of plus but haven’t checked but think I might be on it but do Not know how to check, 
Can you buy additional capacity on a month to month Basis? 
cost does not justify the small increase of unmetered data 
Cost is the worry 
Hard to know until you use it so costs similar so I leave it the same    Too reliant on data at the 
moment. Would look to change later. 
Has improved our connection however the price difference is disappointing 
Have investigated extensively and still run out with 240 gb peak data (200 peak plus extra 10gb every 
Monday. We don’t even watch Netflix very often just YouTube and tiktok 
Higher expense for less metered data.     It's a difficult equation to "overall justify" one over the other 
I am on a PLUS plan and it has been a great move for us - only did it due to covid.  Still a lot more 
expensive than if i was in town. 
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I have heard of this but don’t really understand it and haven’t really looked into it. 
I have not found this service any better than skymuster, except Ive used less data each month. The 
speed and my ability to stream without disruption (buffering?) has not visably improved. 
I just haven’t investigated it yet. I did get an email. 
I need to look into it a bit more and see if I am better on plus 
I proposed to Skymesh that I try Skymuster PLUS, but they convinced me that it was not indicated for 
my usage, even after I discussed the holiday usage. 
I rang Activ8 at the start of the first lockdown and was advised plus wouldn’t suit our needs 
I use a vpn for work and most of the other usage is video streaming 
I use a VPN for work and on cost skymuster Plus was more than our current plan. Might look into PLUS 
if we start using more data 
I was aware of this but SkyMuster plus is a waste of money if it doesnt include vpn or video streaming 
as these are the biggest data consumers 
Increased data for streaming in the future is a must, this is the growth area of Internet usage. 
It’s very expensive! 
Latency would still be the same I guess. 
Love SM Plus - a completely different experience! 
Most business applications refuse to work over SM, thus we use 3G for business needs. 
On westnet 
Plus is much better with unlimited data. Still restrictive though with video content. 
Plus plans are still too expensive, they need to reduce by around $20 per month to make them more 
attractive. 
See Q19 answer 
Sky Muster ping creates issues for VPN. Currently reaching 3MBPS up and download while connectign 
to VPN with Sky Muster. 
SM Plus well suits business use with the caveats of latency discussed above 
Still researching. ANT has added a lot of data to our plan and I'm always nervous of switching when 
something is currently working perfectly well. 
Swapped from SM for a trial.  Not going well.  Old SM plan had better speed.  Provider saying may be 
infrastructure issue, but it was better with SM so how does that work? 
The cheapest plan is more than I currently pay and I'm not sure the day time data would cover our 
needs. 
too expensive anyway 
Very expensive bandwidth, frustrated that during Covid they could double our allowance and then cut 
it off, obviously have spare capacity 
we have two skymuster plus services and two skymuster for a property with lower usage. 
We should be able to access cheaper plans for metered data to watch video streaming instead of 
hotspot phones when you run out of data.   I have never noticed speed bursts.   We have used Playon 
but found it was a service you need to be organised in what you want to watch. 

We stream and watch online a lot, so plus would not suit us 
Will consider changing to a plus plan when distance Ed is finished in this household at the end of the 
year.  Currently have an education port for this. 
Would be great if we could removed the peak and off peak as we use little off peak and all our peak 
up. 
Would not need my family and our business needs 
Yes however the PLUS plan just allows email, web browsing, zoom, etc. to be unlimited. I don't believe 
they use much data compared to the streaming services. 
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Yes, but I simply haven't got around to switching yet. (And the cost factor isn't insignificant)    Wait, it 
doesn't do VPNs??  OK, then it's:     Yes, but I haven't researched it properly yet to find out whether it 
completely suits my needs. 

Yes, however I need an extra few hours in my day to do all I need. When time permits it is on my to do 
list. As it’s not priority it keeps being bumped by other items which need my attention. ðŸ™‚ 

Appendix 14: Anecdotal comments about one thing respondents could 
change 

10pm - 7am would be good 
get rid of peak and off peak, 
No peak/off peak hours would be WONDERFUL. 
Our offpeak is 11pm to 5am or 10pm to 4am daylight saving time. Our address must've been put down 
as Mudgee NSW.   I found one morning when I watched a video between 2am and 3am and then was 
not used until 7am that on checking our usage at 7 am we had already 163 mb of usage, on ringing 
Harbour they informed me that  NBN™ had sent through some data but was added to peak instead of 
the offpeak. This is not fair when you try to use your offpeak. We watch all our video's at 360 to save 
download. 
pushing out the times 11pm-9am..9am optimal.....if not change to off-peak hrs, more un-metered or 
larger peak data amounts may have the same outcome ( give the same increased access through more 
data available) 
Soo hard to pick between larger peak allowances and changing peak/off peak times. Changing off peak 
times would effectively increase peak allowances 
Start time at 11.00pm would be ideal 
The peak / off peak hours are a joke.  More reasonable would be to start off-peak at 9.30pm finishing 
at 8am. 
For fairness remote service should be equal in data and price plan to metropolitan (available about 
3km away from me) 
As more and more internet activities move to the cloud, latency becomes a major factor.    However if 
TC-1 is available and deployed, VoIP (voice) is surprisingly good and the latency impact is negligible. 
I am unable to access some software programs due to latency 
I would also change the latency so i could use live programms, eh Phoenix Live. I can’t use it due to 
Latency. 
Latency hinders our ability to utilise the full benefit of online meeting. Once again because of our 
location we are at a disadvantage. In meetings and classrooms our latency prevents us being fully 
engaged in what is now the preferred method of engaging in business and education. 

The latency causes issues with lots of real-time things e.g. video conferencing, SCADA system through 
work 
Then reliability, speed, cost. 
unreliable sadly 
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I could tick all of the above, but my answer is a balance of what I would like and what is possible - for 
example, latency change is a dream with the current system (Starlink sometime in the future????)    On 
reliability I would comment that this has changed over the years. I was one of the first regular 
customers on Skymuster, having been on the two previous satellite systems. Early on, the system 
tended to be pretty unreliable, but once it settled down it was rock solid. However, in the last couple 
of years, three things have changed - widespread outages have become much more common after 
several years when these just did not happen, weather outages are now happening with every 
thunderstorm to the north, where I went years without a single weather interruption, and slow to very 
slow performance seems to be becoming more and more common, especially in predictable periods of 
high demand, such as in the evening peak. This shows up primarily as failure of web pages to load, but 
also buffering if watching a video, although I see this rarely as I don't often watch video via Skymuster. 
I'd pay for higher speeds if I could get them. I don't know if there's a lot that can be done about 
latency.    VPN is important at variable times. I tend to switch to the 3G connection for that at the 
moment. 
Also larger peak data and network reliability 
And lower cost plans! In rural areas SkyMuster has monopoly. Our choice is limited to which provider 
to choose for same service 
I wish they would get updated with BPAY instead of direct debit. 
If I could get the data allowance and speed I need I would use skymuster more 
Larger data number 1 but lower cost a close second. Hoping StarLink will bring much needed 
competition and relief. 
Lower cost, being it's a limited resource we will see congestion if people continue to crap on about 
data limits. 
Lower costs and changes to off peak times. 
More data. Lower costs 
Need some more streaming plans at affordable price 
need unlimited for country people at 80 a month and not 75 a month for 50 gb what a rippoff 
Needs to be same price and same amount of data as fixed wireless. It’s unfair 
So much Off Peak data is wasted. It would be great if some of that was added to the PEAK data. 
Speed plus cost plus size of data plans.   No point selecting just one. Eg speed is pointless on small data 
plans, and both are pointless if it’s cost prohibitive. We need cost effective, fit for purpose fast  
internet with big enough data limits to run a business. 
We absolutely need unlimited data for skymuster. Its not fair that this is so readily available 
everywhere else in the country and we have to ration our data and internet usage every month 
We are currently getting the 10gb extra data for covid and using all our peak data every month. I 
download netflix etc overnight but then chromecast to the tv through the day. 
We only use a very small percentage of our off peak data 
Business VPN is next to useless on SM. 
Especially with VPN. 
And an app to track data usage 
And changes to off peak hours. I’m a night owl and they are still too late for me most nights 
Prioritize VoIP Traffic on Sky Muster for residential customers. 
Would love to use web calling but find it just doesnt suit my needs as calls fade in and out 
unexpectedly and the delay is annoying.   I mainly do calls for work so ends up being very 
unprofessional. (any yes my phone is turned to airplane mode).   Webex meeting are very delayed 
using internet connection especially if on a VPN and I end up not using the video as it cuts in and out 
Have to often (at least once a week) reboot my  nbn™ satellite system 
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The survey requires that I choose an option above but being honest and fair to them, I wouldn't 
change anything given our current usage of the service (we don't use video streaming or VPNs with 
PLUS so all is good - currently). 
There is issues with my Skymaster plus  NBN™ service, it has been identified by sky mesh and also  
NBN™, it is extremely slow there is problems with the upload and the download and nobody is 
interested in coming and fixing it, every time I call they tell me that I need to run more speed test to 
have more evidence. Would not recommend this to anyone 
All of the above please! 
Despite Googling I'm unsure of difference between latency and connection speed. 
I only get one?? *sulk* 
Not to do with the plans but I wanted to say what a great job you do at BIRRR.  You saved my sanity 
when initially setting up Skymuster and again during covid lockdown when I had to change plans.  You 
are my go-to for information and I've told a lot of people about you.  Thanks. 
This was a hard choice! 
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