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15 April 2026
Change Notice: WBA - April 2026 
We are notifying you of the following changes to your WBA:
1. UPDATE TO WBA OPERATIONS MANUAL FOR FIXED WIRELESS HIGH SPEED TIERS 
	DESCRIPTION
	RMID
	EFFECTIVE DATE
	Affected Documents
	PAGE #

	Following the WBA consultation on 11 February 2026, nbn is proceeding with changes to the WBA Operations Manual to clarify how Trouble Tickets for Fixed Wireless Home Fast and Superfast services will be treated once optimisation activities have been exhausted.
	N/A
	1 June 2026	· WBA Operations Manual v5.14
	2




Please refer to the pages below or as appended with this notice for a rider of the relevant contract changes in mark-up. 
Further information
If you have any queries, please contact Customer_Contracting@nbnco.com.au.

Yours sincerely,
[image: A close-up of a pair of letters

AI-generated content may be incorrect.]
Peter Ward
General Manager
Commercial and Customer ContractingThis communication constitutes a notice under clause H1.1 of the WBA Head Terms.

1. [bookmark: _Toc38465600][bookmark: _Ref38966581][bookmark: _Ref38966586]Update for Fixed Wireless High Speed Tiers 
WBA Operations Manual v5.#
[bookmark: _Ref44328589][bookmark: _Toc178339960][bookmark: _Toc189750272][bookmark: _Toc189751076]Module 5:	Assurance
[…]
5.2 RSP-Reported Fault Rectification 

[…] 
[bookmark: _Ref451507214][bookmark: _Toc451785049][bookmark: _Toc207719232]5.2.2 Trouble Tickets
[…] 

	Status 
	Description

	[…]
	[…]

	Resolved
	One of the following circumstances has arisen:
· The Service Fault indicated in the Trouble Ticket has been resolved;
· nbn is awaiting your organisation’s acknowledgement of the Resolved Notification;
· The Monitored Enhanced Fault or Performance Incident indicated in the Trouble Ticket has been rectified or the works associated with a Network Activity or Interference Mitigation have been finished (as applicable) and any applicable Monitoring Period has ended. nbn may be awaiting your organisation’s acknowledgement of the Resolved Notification (though this will not apply in some cases, such as where a Monitoring Period has occurred for a Performance Incident or Network Activity (COAT) works have finished);
	[image: P5283C22T279#yIS1]
	Important: The processes applicable to Monitored Enhanced Faults will only apply on and from the date nbn notifies your organisation that such functionality has been introduced in accordance with the nbn® Ethernet Product Description.



· nbn has sent your organisation a More Information Required Notification or request for assistance and the timeframe for your organisation to provide any requested information or assistance has passed without response or action from your organisation; or
· nbn has updated the Trouble Ticket Status of the Trouble Ticket to Resolved in accordance with section 4.5.2.2 Product Component Orders: Additional Information or section 5.2.3.1 Interactions: Raising a Trouble Ticket with nbn; or.
· nbn has undertaken all reasonable rectification activities to attempt to resolve a Trouble Ticket in respect of an nbn® Ethernet (Wireless) Ordered Product with a bandwidth profile of Fixed Wireless Home Fast or Fixed Wireless Superfast and determines to recommend that the Ordered Product should be modified to a lower bandwidth profile.


	Closed
	One of the following circumstances has arisen:
· Either nbn has received acknowledgement of a Resolved Trouble Ticket from your organisation, or any applicable timeframe for acknowledgement has passed without response from your organisation;
· nbn has updated the Trouble Ticket Status of the Trouble Ticket to Resolved and then immediately to Closed in accordance with section 5.2.3.1 Interactions: Raising a Trouble Ticket with nbn, including:
· in circumstances where:
· nbn has rectified a Performance Incident and the Monitoring Period has passed without a Service Fault or Performance Incident being detected;
· nbn has finished Network Activity (Rehabilitation) works triggered by a Trouble Ticket and the Monitoring Period has passed without a Service Fault or Performance Incident being detected; or
· where specified under sections 5.2.8 Network Activity or 5.2.9 Interference Mitigation or any other express provision in this WBA Operations Manual.



[bookmark: _Ref451521801][bookmark: _Ref451521807][bookmark: _Toc451785050][bookmark: _Toc207719233]5.2.3 Raising, Validating and Resolving a Trouble Ticket
[bookmark: _Ref451777126][bookmark: _Ref454545372]5.2.3.1 Interactions: Raising a Trouble Ticket with nbn
[…] 

	Who
	Activities

	[…]
	[…]

	nbn...
	Performs the relevant rectification activities to resolve the Service Fault or Performance Incident, and depending on the outcome of those activities, does one of the following:
· (If the Service Fault or Performance Incident cannot be resolved at this stage) Updates the Trouble Ticket Status to In Progress and continues to investigate the Service Fault or Performance Incident until it is resolved, including determining if a Trouble Ticket Appointment is required.
· (If nbn designates that a Network Activity or Interference Mitigation is required in accordance with section 5.2.8 Network Activity or section 5.2.9.1 Commencing Interference Mitigation (respectively)) Updates the Trouble Ticket Status to In Progress – Held.
· (If the Service Fault is not a Monitored Enhanced Fault and can be resolved and then is resolved) Resolves and closes the Trouble Ticket in accordance with section 5.2.13.2 Interactions: Closure of a Resolved Trouble Ticket.
· (If nbn has undertaken all reasonable rectification activities to attempt to resolve a Trouble Ticket in respect of an nbn® Ethernet (Wireless) Ordered Product with a bandwidth profile of Fixed Wireless Home Fast or Fixed Wireless Superfast and determines to recommend that the Ordered Product be modified to a lower bandwidth profile) Resolves and closes the Trouble Ticket in accordance with section 5.2.13.2  Interactions: Closure of a Resolved Trouble Ticket.  
	[image: P5460C26T280#yIS1] 
	Important: Your organisation must not submit a Trouble Ticket in relation to the Information Rate of the nbn® Ethernet (Wireless) Ordered Product until the modification is completed. nbn may reject or cancel any such Trouble Ticket, or update the Trouble Ticket Status to Resolved, until the completion of the modification.


· (If the Monitored Enhanced Fault or Performance Incident can be resolved and then is resolved) Updates the Trouble Ticket status to In Progress – Monitoring and reviews the performance of the Ordered Product in accordance with section 5.2.13.1 Interactions: The Monitoring Period.

	[image: P5460C26T280#yIS1]
	Important: The processes applicable to Monitored Enhanced Faults will only apply on and from the date nbn notifies your organisation that such functionality has been introduced in accordance with the nbn® Ethernet Product Description.




	nbn…
(Only PI Product Element is affected)
	(If a Performance Incident Trouble Ticket has been raised in respect of an Ordered Product, and nbn has subsequently accepted a Service Fault Trouble Ticket in respect of that Ordered Product):
· Updates the Trouble Ticket Status of the Performance Incident Trouble Ticket to In Progress - Held.
· Manages the Service Fault Trouble Ticket in accordance with the Service Fault rectification processes set out in this Module.
· (If the Service Fault can be resolved and then is resolved):
· Resolves and closes the Service Fault Trouble Ticket in accordance with section 5.2.13.2 Interactions: Closure of a Resolved Trouble Ticket.
· (If the Trouble Ticket Status of the Performance Incident Trouble Ticket was In Progress - Monitoring immediately prior to nbn accepting the Service Fault Trouble Ticket) Changes the Trouble Ticket Status of the Performance Incident Trouble Ticket to In Progress – Monitoring and reviews the performance of the Ordered Product in accordance with section 5.2.13.1 Interactions: The Monitoring Period.
· (If the Trouble Ticket Status of the Performance Incident Trouble Ticket was In Progress immediately prior to nbn accepting the Service Fault Trouble Ticket) Changes the Trouble Ticket Status of the Performance Incident Trouble Ticket to In Progress and manages the Performance Incident Trouble Ticket in accordance with the Performance Incident rectification processes set out in this Module



[…] 
[bookmark: _Ref451521986]5.2.13.2 Interactions: Closure of a Resolved Trouble Ticket
[…]
	Who
	Activities

	nbn …
	Sends a Resolved Notification to your organisation.

	Your organisation...
	Investigates and verifies whether the Service Fault associated with the Trouble Ticket has been resolved by doing all of the following:
· Testing the affected Ordered Product
· Testing and/or conducting an investigation to confirm that the Service Fault has been rectified, and no longer impacts your organisation and/or affected Downstream Service Provider(s) or Contracted End User(s).
Depending on the results of the testing/investigation, does either of the following within 2 Business Days of receiving the Resolved Notification:
· (If your organisation accepts the Resolved Notification) Submits a “Yes – Trouble Ticket is Resolved Notification” via the nbn® Service Portal or B2B Access. nbn will then change the Trouble Ticket Status to Closed and send a Closed Notification to your organisation.
· (If your organisation disagrees with the Resolved Notification) Submits a “No – Trouble Ticket is Not Resolved Notification” (together with a reason for the disagreement) via the nbn® Service Portal or B2B Access.

	[image: P6030C6T322#yIS1]
	Important: Your organisation must not submit a “No – Trouble Ticket is Not Resolved Notification” if the issue relates to the Line Rate or Information Rate (PIR or CIR) at the UNI used to service a Premises and nbn is performing a Network Activity in respect of that Ordered Product



	[image: P6030C6T322#yIS1]
	Important: Your organisation must not submit a “No – Trouble Ticket is Not Resolved Notification” if nbn Resolved a Trouble Ticket on the basis that nbn has undertaken all reasonable rectification activities to attempt to resolve the Trouble Ticket in respect of an nbn® Ethernet (Wireless) Ordered Product with a bandwidth profile of Fixed Wireless Home Fast or Fixed Wireless Superfast and determines to recommend that the Ordered Product be modified to a lower bandwidth profile. 




	nbn…
	(After receiving a “No – Trouble Ticket is Not Resolved Notification”) Performs further testing and investigation in relation to the Service Fault (during which time the Trouble Ticket Status will remain Resolved) and:
· (If, within 2 Business Days of nbn sending the Resolved Notification, nbn assesses that the Service Fault has not been resolved and requires further action) Returns the Trouble Ticket Status to In Progress and continues to investigate the Service Fault.
· (If, after 2 Business Days of nbn sending the Resolved Notification, nbn has not changed the Trouble Ticket Status to In Progress) Changes the Trouble Ticket Status to Closed and sends a Closed Notification to your organisation.

	[image: P6040C8T322#yIS1]
	Important: nbn may request additional information from your organisation within 2 Business Days of nbn sending the Resolved Notification to assess whether or not the Service Fault has been resolved.






{...[…] 
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