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I  live in South Eastern NSW in a rural area located some 65 km to the nearest town that 
has a population approx 1200.  My main reason for making this submission is to have the 
opportunity of  hi ghlighting the  c urrent s tate of f ailing/intermittent c ommunications 
systems in rural and remote areas.  I am concerned that country people & visitors are at 
risk every day that they do not  have phone service and that country areas cannot grow 
either financially or in population size without working telecommunications in place.   
 
I also have a social conscious and I sincerely believe that it is only a matter of time before 
there is a very real life-threatening situation in the area where I live and no quick form of 
telecommunications w ill be  ava ilable t o contact em ergency s ervices f or he lp.  With a  
minimum turn-around time of at least two hours drive to the nearest (small) hospital, time 
is of  t he es sence and at l east I w ill know that, through this submission, I have t ried t o 
make people aware of this situation. 
 
Thank you t o t he o rganizers of  t his r eview f or of fering t he general popul ation a n 
opportunity to make comment. 

Question 1 . H ow i s th e u se o f te lecommunications s ervices; a nd i nformation a nd 
communication te chnology (I CT) e volving i n d ifferent i ndustry s ectors a nd w hat i s th e 
impact of these changes in regional Australia?  
 
I believe that improvements in telecommunications services  have probably been greatly 
beneficial for the larger regional centres in Australia, however technological advances are 
slow t o f low through t o r emote r ural a reas w here r esidents s truggle t o ha ve c onsistent 
phone service, either mobile or landline.  The technology usually comes at a high price 
for rural consumers. 

Question 2 . W hat i s n eeded to  e xtend a nd a ccelerate th e r ole o f te lecommunications 
services and ICT in delivering benefits to regional economies? 
 

• A realistic and suitable plan for rural Australia that delivers to all residents in a 
timely fashion. 

 
• Money, vision, and organisations/people who have a real understanding of and are 

passionately committed to i mproving t he l ives o f r ural A ustralians.  T here i s a  
need for someone who is not afraid to authorize expenditure in rural and remote 



areas thus allowing all Australians to have equality in  access to quality landline 
and m obile phone  s ervice.  Someone ne eds t o s top s hifting t he bl ame f or poor  
service and step up and take some responsibility to make improvements. 

 
• Current telecommunication infrastructure ha s t o be i mproved for every

 

 smaller 
rural community to improve general safety and so greater economic benefits can 
flow to both rural and larger regional centres.  U ntil this is achieved any talk of 
new technology in the bush is merely ‘spin’ or ‘hype’ and could be decades away. 

• Greater af fordability – The cos t of  i nternet s ervices, repairs/maintenance and  
keeping up-to-date with latest t echnology needs t o be more affordable for those 
who live in rural and remote areas.  

 
• Efficiency – any t elecommunications ne eds t o be abl e t o operate w ith genuine 

efficiency in rural and remote areas.  Near enough is not good enough. 
 

Question 3 . The committee would l ike to  hear from businesses and organisations about 
their p articipation i n, experiences o f, a nd e xpectations a bout, th e d igital e conomy. 
Examples could r elate to  specific sectors such as agriculture, m ining, m anufacturing o r 
retail; business-to-business activities; p roductivity; te leworking; and the development o f 
new knowledge-based Industries. 
 
My families’ business is largely self employment in agriculture. 
 
Connection to satellite internet & email s ervice several years a go dur ing a  government 
subsidized campaign has seen significant savings in time and money with the availability 
of on-line services such as banking etc.  O nly a few years ago this was unavailable and 
was an all-day p rocess t o g o t o t he ba nk in a l arger regional c entre and i nvolved 
travelling hundreds of kilometers.  T his is even more relevant in rural areas now where 
most m ajor ba nks h ave ‘left t own’.  It h as a llowed f or qui cker bus iness i nvoicing and 
payment times. 
 
 It has also greatly improved decision making processes with the ability to easily compare 
purchase pr ices of  e quipment/parts et c and access t o current m arkets and weather 
conditions, both of which are major deciding factors in the families’ business. 
 
It should be mentioned that the Bureau of Meteorology site has been a terrific tool for our 
rural contracting business, with the Captains Flat Radar not far away the predictions are 
usually accurate for this area.  Prior to internet connection there was no way of knowing 
long term weather predictions. 
 
On a more personal level the  residents of  the  local community that I live  in have been 
better a ble t o c ommunicate w ith one  a nother i n t he pa st f ew years w ith m ost of  t he 
population ha ving access t o email s ervices.  This is  pa rticularly relevant to this 
community which is socially isolated by distance, gravel roads that are not always in the 
condition we would like them to be in and occasional flooding of the Shoalhaven River 



and i ts’ t ributaries c utting o ff access t o t he ne arest t owns w hich a re l ocated an hour s 
drive either to the north or south.  There is no village, no local Community Notice Board 
and no l ocal newspaper or newsletter.  Organisers of events at the local hall, Rural Fire 
Brigade and Church are able to better communicate via email which has had the effect of 
making more people feeling included in the community and better knowledge of events 
in the district as well as being able to make contact with people that may not be otherwise 
easily contactable. 

Question 4 . T he N BN w ill h elp th e r ange o f o nline g overnment s ervices to  c ontinue t o 
expand. The committee is interested in views and experiences about engaging with 
government services online, whether local, state or federal.  
 

• Government agencies usually have quite ‘large’ internet sites that take forever to 
download f or t hose us ing s lower i nternet c onnections or s ervice ‘drops out ’ 
temporarily – it can be far quicker and less frustrating to use the phone. 

 
• Some government agencies, such as local government, do not  always keep their 

on-line sites up-to-date with information.  Often information is missing or months 
out of date. 

 
• Larger government a gencies of ten ha ve i nformation t hat i s r elevant t o l arger 

metropolitan areas or  la rger r egional c entres.  Information pertaining to smaller 
districts is sometimes overlooked. 

 

Question 5 . W hat a re some e xamples o f w hat you w ant to  s ee h appen to  e ncourage 
greater p articipation i n the d igital economy b y people l iving and w orking i n r egional 
Australia? 
 

• Landline t elephone s ervices m ust be  upda ted to a r eliable s tandard where al l 
Australians have the opportunity to have phone service 24 hours a day and 7 days 
a week. 

 
• Mobile phone services to be improved in rural and remote areas. 

 
• Greater s ponsorship/grants f or s chools i n r egional A ustralia for t he pur chase of  

new technology.  So that children being educated in regional and rural Australia 
have t he s ame e ducation a nd employment oppo rtunities a s t heir ‘ city cousins’.  
The purchase of these technologies in many small schools (even those located just 
an hour s dr ive f rom t he N ational C apital) can only t ake pl ace a fter s ubstantial 
fundraising v entures.  It i s ve ry i mportant t hat country children h ave access t o 
new technology at school s ince it is s imply not  affordable for many families.  I 
believe statistics would reveal that rural families have far less income to spend on 
such items than those families living in metropolitan areas.  An example of this is 
from the Council area that I live in, Palerang.  Census statistics from 2006 reveal 
that people living in communities on the western side of the Council area, close to 
Canberra and Queanbeyan, have an average family weekly income $600  greater 



than t hose w ho l ive j ust 1 hour s dr ive t o t he e ast i n Braidwood a nd s urrounds. 
(this data is available on Palerang Council’s website) 

 
• More e ducation a nd e ncouragement of  ol der A ustralians a s t o t he be nefits of 

internet. 
 

Question 6 . W hat a re th e m ain b arriers to  r egional c ommunities increasing th eir u se o f 
information a nd c ommunications te chnologies and d o y ou h ave a ny i deas fo r w ays i n 
which regional communities could progressively overcome these barriers? 
 
The main barriers to the use of information and communications technologies in my local 
area are: 
 

• Current l andline i nfrastructure c onstantly r equires r epairing w ith s ervice be ing 
intermittent and i s therefore inefficient, unreliable and c ostly t o bus iness.  An 
example of this from my own families’ experience is where work contracts have 
been l ost due  t o pot ential c lients be ing un able t o m ake c ontact be cause of  no 
phone

 

 service.  T his has resulted in loss of income  i n a district where there are 
very few employment opportunities 

• Mobile service is not available. 
 

• Satellite internet s ervice w orks m ost of  t he t ime but  can become t emporarily 
unavailable – which w reaks ha voc w hen m aking f inancial t ransactions t hrough 
the internet at the exact time of the ‘drop out’.  It is also an added cost and can be 
slow and time consuming. 

Question 7 . Do you h ave ideas for w ays in w hich h igh-speed b roadband could enhance 
the delivery of education and healthcare outcomes in regional communities?  
NO COMMENT 

Question 8.  T he co mmittee w ould l ike to  h ear fr om i ndividuals a nd o rganizations a bout 
their participation in, experiences of, and expectations about, online health and education 
service delivery. 
NO COMMENT 

Question 9 : Are there examples o f the Internet b eing used b y Indigenous Australians in 
ways that take advantage of economic, social or cultural opportunities?  
I do not live in an indigenous community and therefore offer NO COMMENT 

Question 10. What further initiatives should the committee consider to improve awareness 
within I ndigenous c ommunities o f th e o pportunities p rovided b y i mproved b roadband 
services?  
NO COMMENT 

Question 1 1: W hat recommendations d o you have fo r r emote c ommunities to  ta ke 
advantage of the progressive increase in availability of high-speed broadband?  
 



• Any s ervice in remote communities must be  ef ficient, able t o cope w ith local 
weather el ements, affordable f or r ural f amilies and tailored specifically f or t he 
needs of remote communities.  Greater clarification is needed for this question in 
regards to what actually constitutes a ‘remote community’.  

 

Question 1 2: W hat more c ould b e d one to  i mprove d igital l iteracy amongst I ndigenous 
Australians and within Indigenous communities? 
NO COMMENT 

Question 1 3. H ave you b een a ble to  r eadily o btain i nformation t o i mprove y our m obile 
phone coverage, such as using an external antenna or choosing particular phones that are 
better suited to rural or remote coverage?  
 

• I have be en a ble t o ob tain i nformation t o i mprove m obile phone  c overage – 
unfortunately m obile ph one coverage i s s till no n-existent i n m y l ocal a rea and 
therefore t he pur chase o f ant ennas, different ph ones ha s b een a w aste of t ime, 
effort and m oney.  There i s l ittle hope  of  be ing a ble t o r eceive m obile phone  
coverage in this area any time in the near future. 

Question 14. Are you aware of emerging technologies or initiatives that could be used to 
improve mobile phone coverage in regional Australia? 
 

• Other than antennas and different phones, no. 
 

Question 15. What have been your experiences with satellite mobile phones? 
 
I have not used satellite mobile phones & am put off by potential costs and voice delays 
involved.  I have used a fixed satellite phone provided by Telstra at my home for a period 
of several months.  There was significant time delay in conversation and a constant echo 
of ones own voice which created confusion and frustration.  I would hope these i ssues 
have been addressed in current satellite mobile phones, I would be extremely reluctant to 
use any satellite phone until these problems are addressed. 

Question 1 6. Are th ere any s ignificant c onsumer i ssues s pecific to  r ural a nd r emote 
communities that you consider are not being addressed?  
 

• Landline faults are repaired only to reoccur within days/weeks.  There appears to 
be no l ine upda tes or  p reventative m easures t aking pl ace to a ddress t his i ssue.  
One wonders what the government’s ‘Grand Plan’ might be for people l iving in 
the bush with these problems as much infrastructure i s coming to the end of  i ts 
life expectancy. 

 
•  No mobile phone coverage. 

 



• Price of  i nternet service and c ost of  ‘keeping up -to-date’ w ith computer 
technology and a lso t he l ack of  & c ost o f c omputer s pecialists a nd repairs t o 
equipment. 

 
• Landline and equipment being prone to lightning strike. 

 
• In r egards to  S atellite te levision t here i s no l ocal c ontent or  a dvertisements for 

South-Eastern NSW, leaving  already is olated viewers out  of  t ouch w ith l ocal 
news and events. 

Question 1 7. D o p eople i n r egional a reas, particularly th ose i n vulnerable o r 
disadvantaged groups, have appropriate access to information about their consumer 
rights and the service options available to them?  

• From my own experience this information is usually conveyed over the phone by 
foreign telemarketers t rying t o convince m e I w ill be a ble t o g et m obile phone  
service or  better/cheaper/faster internet service if I take out a contract with their 
organization, a nd/or T elstra r epresentatives w ho ha ve di fficulty s peaking or  
understanding English.  I have seen first hand how confusing and frustrating this 
is for the elderly and hard of hearing. 

Question 18. I f not, what additional strategies could be put in p lace to  assist individuals 
and groups to better understand their consumer rights and responsibilities? 
NO COMMENT 

Question 19:  Are t here specific cyber saf ety challenges th at a rise fr om th e w ay th at 
communications technologies are being used by regional, rural or remote communities?  

• I would imagine there are specific cyber safety issues – one of the first being that 
people in r egional, r ural or r emote c ommunities are m ostly honest, t oo trusting 
and not aware of potential scams and identity thefts and how to avoid them. 

Question 20: How can education and awareness of the risks of using mobile devices, such 
as smartphones, be improved for consumers in regional areas?  
 

• I would s uggest b etter a dvertising i n country newspapers, bi ll boa rds a nd l ocal 
radio networks using examples of situations relevant to regional areas. 

 
• Targeting schools through education or information pamphlets for parents.  Often 

children know more than some adults in regards to modern technology.  This is  
especially s o in rural ar eas w here pa rents &  ad ults ha ve not  ha d access t o new 
telecommunications technology. 

Question 21. Are there any other issues relating to telecommunications services in 
regional Australia that you would like to bring to the committee’s attention? 
 
I would like to bring to the committee’s attention the current state of poor infrastructure 
that exists in  some pa rts of  rural NSW, and for t his s ection, more specifically t he ar ea 
where I reside in South East NSW. 



 
My experiences with the Telstra Technicians is that they are usually pleasant, able to fix 
most  faults within a few days and I have seen them committed to the job no matter heat, 
rain, or  s now bl izzards.  H owever w ithin days or  w eeks t he s ame f ault of  t he l ine 
‘dropping out ’ a nd ha ving no di al t one r eappears.  T his f ault is  ma de worse by w et 
weather.  I am related to a num ber of locals and therefore know they experience similar 
situations.  S ince thi s is sue has be en occurring for ove r 10 years i t w ould a ppear t hat 
there is  de finitely a  p roblem w ith the loc al Area ( Gundillion) Exchange and/or t he 
underground c able, bot h of  w hich I have b een told ne ed c onsiderable u pdates but ar e 
unlikely to happen due to the large expense involved.  Reporting these faults is difficult 
as t here i s no phone  s ervice when t he f ault oc curs and no m obile phon e c overage f or 
approximately 45 km from home.  The majority of faults are never reported as they have 
a tendency to ‘come g ood’ af ter a f ew d ays.  It is  a lso inc reasingly f rustrating to be 
reporting phone  f aults t o pe ople w ho a re b ased ove rseas a nd s truggle w ith c ommon 
English a nd c oncepts s uch a s ‘ there i s no m obile phone  s ervice’ or  ‘ I can not  us e m y 
home phone because there is no dial tone’. 
 
In regards to reporting faults there is a genuine issue of not being able to get phone calls 
diverted to another number unless the owner of the phone speaks directly to Telstra.  This 
is di fficult w hen the o wner has asked a  ne ighbour or  f riend t o r eport the f ault.  I  
understand t here a re l egal i ssues at pl ay he re but  c ould T elstra not  have a  l ist of  
‘authorised representatives’ nom inated b y the ow ner f or t hese cases w here f aults 
continually re-occur?  This is time consuming, frustrating and if phone numbers can’t be 
diverted it ultimately results in loss of employment for people who are self-employed. 
 
I w ould l ike to see i nfrastructure in r ural a nd r emote a reas upda ted s ooner r ather t han 
later.  I, along with other district residents are concerned that our local Telstra Technician 
is ne aring r etirement a ge and w e w onder w hat our  c ommunications system will 
degenerate to when he is no longer available. 
 
Improved communications would be more encouraging for younger families to move to 
or continue residing in rural areas.  I am aware of one young family in this district who 
made plans to move to the area but ultimately were not able to because they did not have 
mobile phone service and therefore could not run their business satisfactorarily from this 
area. Services in rural areas are currently ‘numbers based’ and it is increasingly difficult 
to retain services, such as school bus runs, mail service etc when the general population is 
put off by the lack of communication services. 
 
It i s s imply not  good e nough t hat young f amilies a nd ol der r esidents ( some w ho a re 
unable t o dr ive) a re p utting up w ith intermittent phone s ervice.  Basic telephone 
communications in rural areas should be a right and are absolutely vi tal in emergencies 
and particularly for those: 
 

• people suffering illness  
• isolated residents living alone who do not see another person from week to week 
• working in isolated areas 



• elderly residents with no physical support 
• with young children who are educated a long distance away from their home, or 

with partners who have to travel long distances to work. 
• trying to conduct business without having to leave home 

 
At a recent First Aid training course undertaken at the local (Gundillion) Hall participants 
were so concerned about t he l ack of  adequate l ocal com munication services that the y 
discussed strategies for communication i n t he e vent of  a n e mergency.  Unfortunately 
these strategies rely heavily on someone answering an emergency call on a UHF radio.  
We are thankful for UHF radio.  There was much discussion about past emergency events 
in the ar ea w here help has ultimately been delayed be cause of  t he l ack of  a vailable 
communication services. 
 
It would appear that there is an attitude of  - if you l ive in the bush you can’t expect to 
have the same service as everyone else – but you can pay the same amount or more for a 
service that’s not guaranteed to work. 
 
Thank you for your time 
Chauntelle Hindmarsh 




