
SUCCESS STORY: AUSTRALIA POST

On-Time Delivery 
of an Excellent Customer Experience
A Flexible Solution That Empowers Agents to Provide Great Service

With a history stretching back over 205 years, 
Australia Post and its transport and logistics 
company, StarTrack, comprise Australia’s largest 
retail network and deliver 12.6 million items 
to 11.3 million addresses every day. Recent 
strategic acquisitions have also positioned the 
company as a leading eCommerce organisation, 
supporting marketplace platforms, supply chain 
management, and payment services.

Fragmented Systems  
Reduce Efficiency
As the company modernised and diversified 
in recent years, it accrued multiple voice 
platforms, CRM applications, and other business 
tools—none of which were integrated. Resolving 
customer issues required the use of multiple, 
separate systems for parcels, letters, lockers, 
digital applications, support teams, and more. 
It became increasingly difficult to navigate 
these disjointed systems, and customer service 
suffered as a result.

“Our numerous solutions across the organisation 
didn’t provide us with a complete understanding 
of how customers were engaging with us,” said 
Patrick Nesbitt, Head of Channel Optimisation. 

“We wanted to give our agents the data they 
needed to deliver excellent service.”

Australia Post realised they needed a solution 
that could be tightly integrated with their existing 
technologies, including their CRM system. It also 
had to be flexible and scalable enough to be used 
in large offices with hundreds of phone-based 
agents, as well as in small offices with a total of 
two handsets.

“We needed a solution that was going to bend 
and flex with our seasonal trends and allow us 
to accommodate variations in our real-estate 
footprint. For us, that meant opening and 
closing call centres and being able to relocate 
seamlessly,” said Nesbitt. 

To help them build that solution, Australia Post 
turned to their long-term partner, Genesys.

Customer: Australia Post
Industry: Postal Services
 Location: Australia

Challenges: 
• Obtain a clear view of customers  

through platform integration
• Scale solution to match peak season 

customer volume
• Improve the customer experience 

Solutions:
• Genesys Multimedia Communication 

Manager, delivered through the 
Engage Cloud

• Genesys Self-Service IVR, built and  
hosted by SmartSpeak Solutions

• Genesys Workspace with  
Salesforce integration

• Genesys Customer Experience Platform
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Integrated 
solution 
delivered in less than four months

10% Reduction 
in average 
calls handled

4% improvement 
in Net 
Promoter Score

10% 
improvement
in first 
call resolution

Bringing Customers into 
Sharp Focus
When Australia Post designed their solution 
they placed the Genesys Customer Experience 
Platform at the core. They then worked with 
Genesys partners (Telstra and Engage) to 
integrate other point solutions hosted by multiple 
suppliers, including Genesys Self-Service IVR 
built and hosted by SmartSpeak. When combined 
with a new customer relationship management 
(CRM) solution (SalesForce) Australia Post 
simplified and transformed the way they operate. 
Now, customers, parcels, and repeat interactions 
are immediately identified so agents have full 
context before an interaction even begins. They’re 
able to solve problems more quickly than before, 
reducing customer frustration.

“The key change we saw by implementing this 
solution was the ability to pass customer data 
from our speech applications directly through 
to the agent desktop—eliminating the need for 
customers to repeat long tracking IDs,” said Brady 
Jacobsen, General Manager of Customer Sales 
and Service.

Delivering Results
Australia Post has already realised significant 
cost-savings from their Genesys solutions. In 
one instance, they successfully reduced the 
average number of clicks for the most common 
agent transactions from 160 to 20. This, in 
turn, produced a 10% improvement in both first 
contact resolution and average call handling time. 
Customers are very pleased with the changes 
Australia Post has made, as evidenced by the 4% 
boost their Net Promoter Score.

“We’ve gone from an environment where—even 
if you called us every day, we wouldn’t have 
known who you were— to today, we know who 
you are, the parcel you’re calling about, the status 
of that parcel, and when it will be delivered—in 
nearly real-time. It’s a real market differentiator,” 
said Nesbitt.

They’ve also discovered that the Genesys 
platform provides the flexibility needed to adapt 
to seasonal fluctuations and demand. 

“We add almost 30% to our seat footprint in our 
peak season from November to December,” said 
Brady. “Our old telephony solution could never 
allow that kind of scaling. We now have a highly 
tuned, high-capacity engine that we don’t have 
to think about. Even when we put it under huge 
strain, it just works.”

“Our relationship with Genesys has always been extremely 
close. We’ve always felt highly supported by the Genesys  
team, not just during buying cycles. It is unlike any  
other relationship we have.”
Brady Jacobsen, General Manager of Customer Sales and Service


