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Purpose

We understand how important it is to keep your service connected and how frustrating it can be
when your service isn't working properly. If you've experienced a network outage and are not
satisfied with the way it's been handled or the time it took to be resolved, we want to hear from
you.

Your feedback, good or bad, helps us improve and do better for you and all our customers. You
have every right to make a complaint and it's completely free. We will take your concerns
seriously and won't treat you any differently for raising feedback.

What is a Network Outage Complaint

A Network Outage Complaint is when you report a service disruption to us (such as calls, texts or
data not working), and we determine this is likely caused by a network outage defined under the
Telecommunications (Consumer Complaints Handling) Standard 2018. Network Outage
Complaints are dealt with in accordance with this Network Outage Complaints process, free of
charge.

We may ask you to troubleshoot or provide further information (e.g. details of the symptoms you
are experiencing) to help us determine if your complaint is a Network Outage Complaint. If we
find that you are impacted or likely to be impacted by a network outage that was not caused by a
natural disaster (like a bushfire or a storm), we'll treat your report as a Network Outage
Compilaint. If possible, we'll do this at the time you contact us via phone or live online chat, or
within 2 business days of receiving your complaint via email.

We will treat your Network Outage Complaint as urgent if you let us know that the outage poses
a serious risk to your health or personal safety (or that of the user of the Spacetalk service).

You can check the status of the Telstra network here [https://www.telstra.com.au/outages] to see
if you are impacted by any known network outages. Spacetalk also makes information available
to customers about its network outage handling processes here

How to make a Network Outage Complaint
Contacting us

You can contact us about a network outage via the methods listed below. Should you need
another individual to speak to us on your behalf regarding your complaint (authorised
representative), please let us know. We're happy to assist you in any way we can but will need
approval from you to do so.

For help on how to appoint an authorised representative, please contact us via one of the
methods below.

Contact Details
Method
Phone 1300 028 478
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Live online chat spacetalk.co

Email support@spacetalk.co

Post Level 2, 104 Frome Street, Adelaide SA 5000

Non-English You can contact the Translating and Interpreting Service (TIS
speaking National) on 131450 or https://www.tisnational.gov.au/

If you are deaf, You can contact us through the National Relay Service Monday to
have a hearing Friday 9am — 5pm (around Australia) on 13 36 77 or by using the
or speech helping you connect options here https://www.accesshub.gov.au/
impairment or

need extra

support

Digital and phone-based support hours: Our team'’s hours of operation are Monday — Friday,
9am to 5pm AEST.

If you need extra support

We are dedicated to recognising and supporting our customers in vulnerable circumstances and
ensuring you can stay connected. All our staff are trained and will help you to formulate, make
and progress a complaint. This includes customers with accessibility requirements, disabilities
and consumers from non-English speaking backgrounds.

If you are affected by domestic, family or sexual violence you can request tailored support as
well as assistance in making or tracking your complaint. To find out more, access our support
services https://support.spacetalk.co/en/

If you may also be experiencing financial hardship, whether it be long or short term, we may also
be able to provide you with payment assistance. To find out more, access our Payment
Assistance Policy here.

Network Outage Complaints Handling Process
Managing Network Outage Complaints

A Network Outage Complaint will follow a different process from other complaint types. Our
focus will be on restoring your service as quickly as possible and keeping you updated along the
way. You can find out more about our network outage communication procedures here .

Once your complaint has been identified as a Network Outage Complaint, here is what you can
expect:
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We'll acknowledge that your report is being treated as a Network Outage Compilaint, provide you
with your unique reference number, instructions on how to monitor the complaint, an overview of
the next steps, and details of the web page where you can access details of the outage and our
written procedures.

If possible, we'll do this at the time you first contact us via phone or live online chat, or within 2
business days of receiving a service outage report via email. If, during your network outage, you
are unable to access the links to webpages provided, we will provide verbal or written
instructions on how else you can access this process.

Our top priority will be to restore your service as soon as practicable (default resolution). How
long this typically is varies depending on the cause and severity of the outage. We'll keep you
informed with updates at least every 6 hours on the first day of the outage, If the service is not
restored within one day of the outage occurring, we'll provide daily updates (at least once every
24 hours) until it is. Each update will include any progress, including where possible:

(a) the scale and cause (or likely cause) of the outage;

(b)  the geographic areas impacted (or likely to be impacted) by the outage;
(c) thetype of outage (mobile, SMS, internet, data);

(d)  the estimated timeframes for updates in relation to the outage; and

(e) the estimated timeframe for restoration.

Resolving your Network Outage Complaint

Your complaint will be considered resolved when:
(a) once the outage is fixed and your services affected have been restored
(b)  you have received notification confirming services have been restored; and

(c) we've notified you in writing about the relevant information you need to know, including
how to contact us if you're not satisfied with our default resolution, require further support
if your service still isn't working as well as details of any bulk resolution offers and how long
you have to accept them. We will send this notification as soon as practicable after we've
let you know that the services have been restored.

Before we close the Network Outage Complaint, we'll also give you 3 business days to let us
know if you are not satisfied with the resolution and provide you with the next steps available.

If your Network Outage Complaint is classified as urgent, we'll attempt to contact you within 2
calendar days after the outage is resolved to confirm that your issue has been addressed before
we close the complaint.

If you are not satisfied with our resolution or believe the issue is still unresolved, you have the
right to make a complaint using our standard complaints process available here or escalate to
the Telecommunications Industry Ombudsman (TIO) using the details below.
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5 External complaints

If you are not satisfied with how we have handled your complaint, you have a right to take it to the
Telecommunications Industry Ombudsman, which is a free and independent service. It is
important that you attempt to resolve your concerns directly with Spacetalk prior to reaching out
to the TIO.

To lodge a complaint with the TIO you can call 1800 062 058) or contact them via their website
www.tio.com.au. Please note: It is helpful to provide the TIO with your Spacetalk unique
complaint reference number to show you've attempted to resolve your issue with us prior to
using their service.
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