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To: secretariat@rtirc.gov.au
Cc: ryanwilliams@nbnco.com.au; edsec@townsvillebulletin.com.au
Subject: Rural Telecommunications Review 2018
Date: Monday, 16 July 2018 5:31:39 PM
Attachments: NBN-Leaptel-Simon Wells Complaint.pdf

Speed rersults.pdf

Hello,
My name is Simon Wells, I have been an IT Manager for the last 15 odd years so I have extensive
experience in network design and use. I recently attended a review panel in Townsville
discussing Telecommunications in Rural areas. At this meeting I spoke about my frustrations with
the delivery of Fixed Wireless NBN and the simple fact that the service is simply not as advertised
and is incapable of delivering the speeds I was paying extra for. At the review, NBN had a
representative present and he promised to look into the issues that I raised. I finally heard back
from Ryan Williams with the attached email trail.
In summary, this email proves my exact point, the delivery system ( fixed Wireless ) is simply NOT
FIT FOR PURPOSE as it cannot even deliver what we in my community need NOW let alone for
the next few years. This system should be scraped and Fibre rolled out instead. Will this cost
more, of course it will, but we are not second class citizens and deserve access to the internet
that is matched with what people can access in the cities ( less than 30Klms away ) . We pay just
as much tax as others, in fact it could be argued that we actually pay more, as we pay more for
fuel etc.. This very simple fact is evident no matter where you access Fixed Wireless, not just my
community, but throughout the country. We rely on the NBN as many of us would be completely
isolated if we did not have this service, unfortunately, the service being delivered is not reliable
or as advertised.
The internet has now become a basic service to Australians, in this regard it is no different from
electricity, it is akin to a basic human need/right in any first world country. We require reliable
access just to function in a modern world, how can we be expected to take part in any online
census survey if we do not have internet access that is fit for purpose or reliable? A good
descriptor of the failure of NBN to actually deliver service is akin to instead of receiving 240Volts
from a power socket, you only receive 120 Volts ( roughly 50 Percent of advertised as an
average, with peak usage times dropping to 10 percent or 24 Volts ).
I have complained to everyone, used every avenue available to me except one, and that is one
that I simply cannot afford. Legal action. What is happening is criminal, I have been sold a
service, that simply cannot be delivered to me, in NBN’s own admission they cannot provide me
what I am paying for, I assert that the current technology is so flawed, that a reliable service
cannot be delivered to anyone using Fixed Wireless. Therefore, it is not as described and it is not
fit for service, these 2 points alone show a clear breach of the Australian Consumer Guarantee.
It seems that it is ok for NBN to over advertise ( superfast, reliable internet access ) and yet
under deliver, it also seems that this trait is acceptable by our own government. Access to the
internet in today’s world has become increasingly essential and the simple fact that a
Government run organisation cannot deliver what they have advertised is beyond unacceptable.
As the base infrastructure cannot deliver service, it does not matter which RSP is commissioned
to re-sell access. Every RSP, due to no fault of their own, is also in breach of the Australian
Consumer Guarantee because the base infrastructure cannot deliver what is promised. RSP’s,
Like Telstra or Optus for example, are coping the blame in many instances and yet there is
absolutely nothing they can do to resolve the issue as they do not own the network. NBN are of
the habit to tell everyone the issue is not “ not enough CVC bandwidth has been purchased by
the RSP… “. Unfortunately in some cases, this is simply not true and is a cop out to try an blame

mailto:ryanwilliams@nbnco.com.au
mailto:edsec@townsvillebulletin.com.au



1


wellss@gmail.com


From: Ryan Williams <RyanWilliams@nbnco.com.au>
Sent: Friday, 13 July 2018 3:10 PM
To: Simon Wells
Subject: RE: [LeapTel #41089] Simon Wells - NBN Wireless issue [nbn-


Confidential:Commercial]


nbn-Confidential: Commercial 


Hi Simon 
 
Was good to meet you on Tuesday in Townsville.  
 
Since we met, I have had our fixed wireless technical team do a whole lot of analysis and diagnostics on the network 
from end to end. This included everything from your NTD to microwave backhaul capacity. 
 
The result is that we have been unable to find a fault in any component of our network, or anything that wasn’t 
within specifications - I know this won’t surprise you. I can confirm we did recently undertake an upgrade of the 
Bluewater East tower that services you.  
 
Further, the data we analysed essentially confirmed what you have described in terms of the average busy hour 
performance you are experiencing. There are obviously a number of other people utilising the fixed wireless cell, 
and as a contended network can be expected to have reduced speeds. 
 
Unfortunately there is nothing we are able to do to at this stage as the network is performing as expected. 
 
I acknowledge your ongoing dissatisfaction with the nbn, and recognise this response is not what you were hoping 
for.  
 
Regards, 
Ryan 
 
 
From: Simon Wells [mailto:wellss@gmail.com]  
Sent: Tuesday, 10 July 2018 2:28 PM 
To: Ryan Williams 
Subject: Re: [LeapTel #41089] Simon Wells - NBN Wireless issue 
 
Simon Wells 14 darley road bluewater qld 4818 
 
On Tue, 10 Jul. 2018, 11:55 am Christopher E via RT, <leaptel-support@rt.xi.com.au> wrote: 


Hi Simon, 
 
Thank you for your email and please accept my sincere apologies for the 
situation that you're enduring on NBN Fixed Wireless. 
 
Unfortunately as you're aware Leaptel has no visibility over what speeds NBN 
delivers off of the tower. We are entirely reliant upon your data to advise us 
of what speed you are capable of receiving, as NBN does not provide any 
information about tower speeds to us. Nor do they provide any public 
information on which towers are congested. As a result we candidly acknowledge 
in our speed guarantee (https://leaptel.com.au/leaptel-speed-network-guarantee/) 
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that we are unable to guarantee speeds when NBN has tower congestion. It is 
also why when a customer advises that they're not receiving their speed we 
offer to move them to the appropriate plan and credit the difference. We are 
also presently reconsidering what plans (if any) we are willing to provide on 
fixed wireless and may withdraw from the product entirely due to the problems 
with the product. 
 
Additionally NBN at present does not institute upgrades of the towers unless 
the speed falls below 6Mbps during peak periods. This is a point they have been 
challenged on by many groups, not just retail service providers such as 
ourselves but also consumer groups and it has been raised directly with the NBN 
CEO in Senate Estimates (https://www.smh.com.au/business/companies/nbn-boss-warns-plan-for-top-
speed-on-fixed-wireless-has-been-killed-20180527-p4zhsy.html). 
At present however, NBN considers fixed wireless to be a "best effort service" 
which means they will not guarantee any speeds and this is the response we 
received when raising your fault previously. This is an atrocious situation 
that should not occur and no one at Leaptel would design a layer 1 network that 
worked this way, but unfortunately we don't have control over how NBN builds 
its network. If we had some method of getting NBN to upgrade it's towers we 
would do so, because we have customers who struggle to receive even the 6Mbps 
that NBN promises in peak periods. 
 
In this circumstance our responsibility to you as our customer is to 
acknowledge the limitations and ensure you're aware that we are unable to get 
your speeds fixed. Additionally, as Rodney has already suggested, we can 
downgrade your plan with us to correspond to the speed that is deliverable off 
of the tower. We would of course include a credit on your next bill between the 
plan you should be on and what you signed up on. 
 
We would love to keep you as a customer, but if you are this dissatisfied you 
should exercise your option to cancel the service without penalty as it is a 
month-to-month service. I do apologise that this is the situation you're in, 
having to put up with speed slow downs in peak periods, as I said it should not 
be what's happening, but the ability to fix it lies only with NBNCo and our 
attempts to press them on this issue have been fruitless. You may get somewhere 
raising the matter with them directly, given you've tried multiple RSPs and the 
issue is clearly not CVC congestion. Additionally it may be worthwhile 
registering your dissastifaction with your local federal member, as ultimately 
NBNCo is responsible to government. This is an option that may result in 
longer-term benefits if NBN is forced to address the fundamental flaws in the 
NBN fixed wireless product that it provides. 
 
Kind Regards, 
Christopher Enger 
Leaptel Operations Manager 
 
On Tue Jul 10 09:34:30 2018, wellss@gmail.com wrote: 
 
  Thanks Rodney, 
 
  My first question about the below response is simply, If I am paying for a 
  50/20 service and I cannot even sync at 50 Mbit, why has NBN allowed this 
  connection in the first place, if it cannot meet the minimum expectation of 
  syncing at 50Mbit? My Second question is simply how can you actually sell a 
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  product that cannot meet what is claimed? This is a very clear breach of 
  the Australian Consumer Guarantee… 
 
  I quote the Australian Consumer guarantee... 
 
    * be fit for the purpose or give the results that you and the business 
      had agreed to 
 
  I completely understand that you are simply reselling a service that is 
  provided by NBN, however, due to the above it is only you I or any 
  Australian can take action against. I implore you to speak to NBN again, as 
  Leaptel is opening themselves up to legal action due to false advertising 
  as it simply cannot deliver what has been promised….. I cannot deal with 
  NBN as the wholesaler, but Leaptel CAN and I need you to do everything in 
  your power to fix this issue…. 
 
  Please pass this on to whomever is in charge as Australians are getting 
  sick and tired of being lied to. 
 
  Simon Wells 
 
  -----Original Message----- 
  From: Rodney T via RT <leaptel-support@rt.xi.com.au> 
  Sent: Tuesday, 10 July 2018 9:15 AM 
  To: wellss@gmail.com 
  Subject: [LeapTel #41089] Simon Wells - NBN Wireless issue 
 
  Hi Simon, 
 
  Original response below. 
 
  Regards 
 
  Rodney 
 
  On Wed Jun 27 14:24:30 2018, rtudball wrote: 
 
  Hi Simon, 
 
  We have had a response back from our carrier/NBNCo and unfortunately it is 
 
  not good news in this case. Remote diagnostics on your service show that 
 
  within the last few days your service has been syncing at between 20mbps to 
 
  40mbps and the speed tests conducted are within this range so they say your 
 
  service is running within specifications. 
 
  They further stated that with wireless there is no minimum expectation for 
 
  speeds as it is a "best effort product" - Due to this they are not willing 
 
  to investigate the issue further despite the large amount of test data we 
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  have provided. NBN only deem a tower to be in need of upgrades if speeds 
 
  are dropping to 6mbps in peak periods, and for urgent upgrades if speeds 
 
  drop to 3mbps. 
 
  Unfortunately as NBN are not willing to follow up on this further our hands 
 
  are tied at this stage, due to the fact that you are only generally seeing 
 
  in the 20mbps range for speeds on your service we would be willing to 
 
  downgrade your service to a 25/5 plan free of charge which would be a $10 
 
  saving per month on the service. 
 
  Please let us know if you would like to downgrade the speed of the service 
 
  or if you have any further questions in relation to this. 
 
  Kind Regards, 
 
  Rodney 
 
  Leaptel 
























































shift and spin the fact that their network design and implementation is inherently flawed.
I have attached speed test graphs for pretty much the last month ( the date range is in US
format.. so 5/8/2018 is actually 08/05/2018, it’s just how the website published it ).
You can see the start of the graph, these are speeds BEFORE our tower upgrade, then you can
see speeds AFTER the tower upgrade. You can clearly see that the average speeds have dropped
considerably.
In Summary, advice from NBN is that my speeds will not be fixed… EVER….. As a result, I am
expected to pay extra for a service ( More than people on Fixed line connections ) that cannot
even stream Netflix at night… So much for an 80 Billion dollar network…. NBN has also confirmed
that there is NO speed guarantee for a fixed wireless service as the network design cannot
deliver consistent speeds as the technology is flawed and not fit for purpose. I remember back to
when we were a country that gave everyone a “fair go” but this type of business model seems to
only support infrastructure being delivered that they can make money out of, and not to deliver
basic servicers to Australians.
I have all the evidence that the service is clearly not as advertised and is simply not being
delivered, but no-one seems to care… I implore you, send any technician out here to experience
what the quality of the service being actually provided is. We in Rural settings in Australia are at
crisis state with the lack of a delivery of a reliable internet service.
If you are reading this and cannot understand why Rural Australians are so annoyed by this
service? Please remember we pay the same taxes as everyone else, BUT, we are not being
delivered anywhere near the same services as those in the City. Is it more expensive to run the
services to us, yes, and as Rural Australians we understand this and are prepared to pay more for
the fact we live in the most beautiful parts of Australia. However, when we pay more and do not
get what is promised, it is time we all stand up… Enough is Enough NBN…
https://www.nbnco.com.au/blog/the-nbn-project/shrinking-the-digital-divide.html Describes
how NBN is reducing the digital divide between city and rural users of the NBN network. As you
have read above, this is simply not true… Not only can they NOT deliver what they claim, they
are falsely advertising on their own website that they are delivering. Since we have to pay MORE
to get the service, and the service cannot be delivered as sold, how is that not actually
INCREASING this digital divide and exacerbating the problem even further?
Simon Wells

Bluewater
Qld 4818
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