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Skymesh Complaints Policy 
 

Last Updated: 30 June 2025 

 

We're here to help 

At Skymesh, we strive to deliver great internet services that keep you 
connected. While we work hard to get things right the first time, we 
understand that sometimes things don't go as planned. When that happens, 
we want to hear from you. 

Your feedback helps us improve our services and ensures we're meeting 
your expectations. This policy explains how to make a complaint and what 
you can expect from us when you do. 

 

Your right to complain 

You have the right to make a complaint about any aspect of our service, and 
we're committed to: 

• Treating you with fairness and courtesy 

• Resolving your concerns quickly and effectively 

• Keeping you informed throughout the process 

• Learning from your feedback to improve our services 

 

What is a complaint? 

A complaint is when you tell us you're not satisfied with: 

• Our products or services 

• How we've handled your enquiry 

• Our complaints process itself 

A complaint is also when you report a service outage that we determine is 
likely related to a network outage affecting your service (other than where 
the outage is caused by a natural disaster).  We'll always clarify with you 
whether you want to make a formal complaint or if you're just seeking 
information or support. 

 

How to contact us 

We've made it easy to get in touch: 

Phone: 1300 759 637 (Monday-Friday, 9am-5pm AEST) 
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• When you call, you'll hear an option to speak directly to our 
complaints team 

Email: feedback@skymesh.net.au 

• We monitor this inbox throughout the business day 

Online: Visit our complaints page 

• Submit your complaint through our online form 

Post: PO Box 255, Fortitude Valley QLD 4006 

• We'll acknowledge posted complaints within 2 working days 

 

Need assistance? 

• Hearing or speech difficulties: National Relay Service on 133 677 

• Language support: Translating & Interpreting Service on 131 450 

• Other assistance: Just let us know – we're here to help you make and 
progress your complaint 

 

What happens next? 

We'll acknowledge your complaint quickly 

• Immediately if you contact us by phone or live chat 

• Within 2 working days for emails, online forms, or letters 

You'll receive a unique reference number to track your complaint. 

 

We'll work to resolve it promptly 

Standard complaints: We'll offer a solution within 10 working days  

Urgent complaints: We'll respond within 2 working days  

Billing errors: We'll fix these by the end of the billing period immediately 
following your current billing period or within 30 days, whichever comes first 

 

We'll keep you informed 

If there are delays, we'll let you know why and provide a new timeframe. If 
your complaint isn't resolved within 30 days, we'll make sure you know about 
your external options. 

 

 

mailto:feedback@skymesh.net.au
https://www.skymesh.net.au/support/complaints
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Types of complaints 

 

General complaints 

These cover most issues like billing, service quality, customer service, or 
technical problems. We'll investigate based on the seriousness of your 
concern and work with you to find a fair solution. 

 

Network outage complaints 

If you can't connect to your service due to a network outage — whether 
that's a large-scale outage affecting services nationally, or a significant 
local outage affecting services in your region — we have a special fast-track 
process: 

• We'll quickly determine if it's related to a network outage 

• We'll keep you updated on restoration progress 

• Our priority is getting you back online as soon as possible 

• If you need urgent assistance (health/safety risks), we'll explore 
alternative options 

Note: if a network outage is caused by a natural disaster, your report will be 
handled as a general complaint 

 

Urgent complaints 

Your complaint is urgent if: 

• You're experiencing financial hardship and the issue is making it worse 

• Your service is at risk of being imminently disconnected or has been 
disconnected unfairly 

• You are experiencing a network or service outage 

• You have disclosed you are in a domestic or family violence situation 

We fast-track urgent complaints to help you as quickly as possible. 

Please note that Skymesh does not offer a Priority Assistance service. 
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Working with representatives 

Need someone to help with your complaint? You can nominate: 

• An authorised representative to act on your behalf 

• An advocate to communicate for you 

Just complete the form on our website or ask our team for details. 

 

Our commitments to you 

✓ Free process - Making a complaint won't cost you anything  

✓ No retaliation - We won't disconnect your service because you 
complained  

✓ Fair treatment - We'll pause credit management on disputed amounts  

✓ Legal protection - We won't start legal action while handling your 
complaint 

 

If you're not satisfied 

We'll do our best to resolve your complaint, but if you're not happy with the 
outcome, you have options: 

 

Telecommunications Industry Ombudsman (TIO) 

The TIO is a free, independent service that helps resolve phone and internet 
complaints. 

Contact the TIO: 

• Phone: 1800 062 058 

• Website: www.tio.com.au 

• Email: tio@tio.com.au 

 

Other options 

• Fair Trading in your state or territory 

• ACCC for consumer law matters (www.accc.gov.au) 

• ACMA for telecommunications regulations (www.acma.gov.au) 

• OAIC for privacy concerns (www.oaic.gov.au) 

 

http://www.tio.com.au/
mailto:tio@tio.com.au
http://www.accc.gov.au/
http://www.acma.gov.au/
http://www.oaic.gov.au/
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How we use your feedback 

Your complaints help us improve. We: 

• Analyse complaints to spot trends and systemic issues 

• Review our processes regularly 

• Make changes to prevent problems recurring 

• Train our team based on your feedback 

 

Privacy and records 

We respect your privacy and only share complaint information when: 

• Managing your complaint with external bodies like the TIO 

• You give us permission 

• Required by law 

We keep complaint records for at least two years as required by regulations. 

 

Need more information? 

Our full Complaints Handling Process document contains additional details 
about timeframes, procedures, and your rights. It's available on our website 
or by request. 

 

We're here to help 

Remember, we want to hear from you if something's not right. Your feedback 
helps us build a better service for everyone. Don't hesitate to reach out – 
we're committed to finding solutions that work for you. 

 

 
Skymesh Pty Ltd ABN 38 613 736 137 

This policy complies with the Telecommunications (Consumer Complaints 
Handling) Industry Standard 2018 (including 2025 amendments) and the 
Telecommunications Consumer Protections Code. In relation to network 
outages, this policy also reflects the Telecommunications (Customer 
Communications for Outages) Industry Standard 2024 as amended by the 
Telecommunications (Customer Communications for Outages) Industry 
Standard Variation 2025 (No. 1) (F2025L00527, commencing 30 June 2025) 

 


