Case R/E/N/149
Reference
Title SingNet's Service Difficulty Incident on 24 March 2025

(“Incident”)

Case Opened

24 March 2025

Case Closed

25 February 2026

Complainant

IMDA initiated this proceeding pursuant to the Telecom Service
Resiliency Code 2016 and Broadcast Service Resilience Code
2020.

Respondent

SingNet Pte Ltd (referred herein as “SingNet”)

Case Summary

The Incident affected approximately 2,500 SingNet’s broadband
subscribers, of which 1,260 are also Pay TV subscribers, for more
than three hours.

IMDA’s investigation found that the incident occurred when a
SingNet staff carried out an incorrect troubleshooting procedure
while addressing a communication link issue between two
network routers. This incident could have been prevented if
SingNet had ensured strict adherence by its staff to the
company’s Standard Operating Procedure (SOP) for such
network activities.

SingNet has since put in place measures to prevent a re-
occurrence of the incident.

IMDA'’s
Determination

IMDA has imposed a financial penalty of S$46,000 on SingNet for
the incident.




