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Driving customer enablement

O Redesugn & Slmphfy

Easydo undefstand. ™
Ecisy 1o do business ith \
JEasy o implement, ~

5

Ny

/  @Innovate & Create

8 Know cur customers
Make smart decisiors

«Improve customer eperience

® Motivate & Inspire
Respect the history
Create the futre
Leave a proud legacy

LEGEND
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Problem solving that can change the customer experience

wine breakage resolution

6.6 days - 1.5 days

user friendly guides

e
| 4 e e

complaint and compensation

14 days - 3 days

then click on
L \Vew Conmgnments - X

e parcel on-boarding

37 days - 2-3 days
8 forms - 1 form
142 fields - 67 fields




Better customer experience, Better productivity

Objective

To reduce the complexity faced by small business customers setting up an eParcel account, by removing multiple
sign up points and reducing the end to end on-boarding time. Designed to address the current dissatisfaction, and
attrition during the sign up process, while freeing up our sellers time by reducing administration and follow up.

Onboarding Cycle Time

Before and After Cumtomner Soectoston  —

Baseline . O Current c————p

Aversge Sme taren 3% says H Average wne taken 2.8 doys
Fasiestto onbosd 11 days ' Fastest o onboard S heans
SRCrw et 10 O 163 aaye ' S eet to Cabose 10

cays

vt of oyt Tohen

Poirrtie cf Accdicaticns

Reduction in end to end on-boarding time by introducing a new virtual on-
boarding team. This is supported by re-engineering the sign up process to
one touch point through the usage of a new consolidated application form.

Benefit

new solution

Multiple forms and sign up points reduced to one consolidated form
and sign up point with ability to apply online

L
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Creation of quick reference cards based on frequently asked
customer questions, backed up with video tutorials

« Customer experience: Customers now fill in 1 form instead of 3-4, and are on-boarded within 3 days on average

compared to a prior 37 days on average

« Staff experience: Sales administration and follow up activities have dropped from several hours and days, to less than

THR




Easy to understand

R Easy to use
The new way to 1 y

send your parcels.

Choose your speed
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Add your features
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Simply send it.
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Design the Digital Experience

—ceco bl — — , cocow F _ . e cecotliis
Visitors 75,322 75,461 75,534
Revenue per visitor $1.20 $1.48 $1.34
Revenue uplift - 23.71% 11.87%

99.17% confidence 89.03% confidence

Actual sales during test S90K S$112K $101K
Calculated annualised $S12.3M $15.3mM S13.8M
revenue
CTA click throughs 844 3,717 967

Same level of bounce rate, exit rate and tool usage across each experience



Integrating the experience

E] ) access one

N Welcome John! * = L= = = o D L - o

Business W Home APDM Invoices Shipping Send orders Shopping Support Contacts More

5 = — = 24/04/13 Your AGH gas bill is due today @ Pay Sill Dismiss
s & 7 8 <o 10 a1 8:3cam 24/04/13 Tom Smith has initiated a parcel delivery enquiry... Dismiss
iz 13 18 is ie ir is N
=3 8:25am 24/04/13 You have 20 new orders to process for shipping Dismiss
a9 2.0 21 22 23 n 25
26 27 28 29 30 31 | 8:00am 24/04/13 You may be low om 500g Express Post bags Dismiss
See Al
<4« Today » Shipping Overview —
- Process orders nbound Outhour T Wi e Search
Date Sender Tracking No. Description Status ETA Action Notifications
- Pauy gas bill
22/04/13 Flex Co. 8374950 Plastic she... Shipped 25/04/12 Deliveryoptions~ @
= Send J.S pack =
22/04/13 Metal Co. 8759342 Copper wir... Pending 25/04/13 Delivery options v @llN-=7
= 2pm - Courier pick up 22/04/13 Clean Biz 3907492 Cleaning p.. Shipped 25/04/13 Delivery options~ @70

= Buy enveiopes
See Al

We missed you on Tuesday John!

Did you know 24/7 Parcel Lockers are now available near you?




The results AUSTRALIA
(PRl

* +7M visits per month in audience —up 57% YOY

*  +4M self service transactions per month —up 59% YOY
*  +800K online subscribers in 14 months — from zero

* Average EDM open rates of 30% - from zero

e 160K “Likes” -from 300 in Dec 11

5K followers - S

* +75% growth in online revenue YOY U

Demographic shift



Australia Post
Digital MailBox

Welcome

Electricity B8ill -
October 2012

" 301 1219.00

Gas November 2012

2 Sep 2013 *317.22

Water Usage Oct-Nov
2012

*681.34

Superannuation

Contribution Decembe...

22 Sap 2003 *317.22

Your digital
life secured

Latest uptoad

Berts Cortifhcsts
original cooy

~ Other mail [} Wiew wt s

ATO: Tax time & naarty hers. Ot
Optus: Groat deals on mobde pM
XYZ Energy: Were not & real com
Wentpac: VISA Ktatement Seev 2013
AGL: Wine ofVer

- Recent activity Veaw testivy
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For more information on
events or training Vvisit:
www.wa.lpaa.org.au
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