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Who are our Customers?

Overall Profile Of Our Monthly Visitors
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What do Customers Want ?

2008 IPSOS Study

Figure 1: All respondents - key drivers of satisfaction & dissatisfaction

December 2008
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Its about Time, Effort, Trust to get the job done, Convenience
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Australia Post
Digital MailBox

Barriers to switch to paperless

Source: Q18 Why do you still receive paper versions of your bills and statements

| want a hardcopy for my records
It is my reminder to pay my bills

It is a security precaution

| havent gotten around to asking them to stop...

My providers dont offer the option to stop...

Some are hard to review online

| dont know if my providers allow this option

| dont trust that my provider will retain an online...

My providers dont make it easy enough to stop...

Other
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Effectiveness = Cycles of Value

Invent

Renew

© Conversant 2012



Multi-channels to close the loop from awareness to action

An integrated muitichannel community engagement channei with reach at iower cost point which
combines in-store, online, smart phone, call centre, DM /UMS to capture qualified audience,
make them aware and enable to act and engage sooner and more effectively.

Get your free
Send Me™
brochure.
SMS “SENDME
019 11 00

or click an the
order button below

Ask at Counter
Target qualified audience
Aware and Act in-Store

r!‘ r}‘ = ! .
Use reach & foot traffic of Post Stores

Digital Screens raise awareness by +60%
Localise & Target Messaging

Engagement Channels
In-Store to enrol, online,
SMS, Phone Call Centre

Delivered to Door or PO Box

Nestle~ |
Start Well »

Stay Well « a

Reinforce Campaign Message

Broadcast for Awareness with +71% Open Rate
Direct back delivery channels and at low cost
Measurable effectiveness Include Call to Action AUSTRALIA
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Australia Post Digital MailBox
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Our conversations




Our conversations
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Service for Digital Citizens
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Social Conversations

Australia Post B About @auspost
@ausposTc MelhounTe ‘ 9089 3676 3,649 123
Here to provide you with assistance gam-5pm AEDT Twests Following Followers Listed

AUSTRALIA Monday-Friday. For further c:ssasxr:ncepl’ecsefzsu us at
PosT auspost.com.au, 13POST or your local post office.

http-/fauspost.com.au/about-us/social-madia_html Yaou and
You follow
> Australia Post # bt pge

‘e =1 AR e

3 o -
Tweets Favorites  Following~  Followsrs » Lists » Similar mﬁ- res a

Di wall funtiaks ont - Bueryane (Host recent]) =
it Share: 0] Status ) Photo €] Link 'S4 video B Question

auspost Ausiralia Post o a
) hyparstrike That depends on the service used to post the article.
Ll Most international numbers begin & end in 2 letters. (LV xo xx AU)

auspost Australia Post v
steveSFTF Hi Steve, I'm sorry to hear that. If you call AAE on 13
Lol 12 13 they will be able to investigate for you.

h Alice Catblack

Followir

auspost “ustralia Fos Q ﬁ 2\ h :o:

Pos

GeoRhi How long does ardinary mail take? It also depends on
Australia Post
15 318 352

Australia Post .
ausgosts Charrel BRGNS Uploads
I

Date Added ¥ | Most Viewe | Top Reted

Following

~
Introducii 2
AusPost is pleased to join the Instagram s Vu: ng Zing

. 2,086 views - 3 wesks ago
community. You'll also find us in places like

FourSquare, Facebook, Twitter & of course at A
www.auspost.com.au AUSTRALIA Q- ZING| £

WWW.AUSPOSE.com.au ') PosT 0 13 PDST

Zing Bo
18,532 visws - 3 weeks ago

ZING Yoga
1,078 vigws - 3 wesks ago

ZING Fashion
855 visws - 3 weeks a0

Profile

Info Favorite Share Flag Australia Post
Australian Legends
4 . 120 visws - 6 months a0
Introducing Zing B Like | B
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Screen Conversations - recent past

2011

2010

0O DOST  © »eores © comaceus searnsee: [ CETZD)

@ Home 'J General Services 2 Billing & Financial Services 'J Business Solutions @ About Us

= | All products & services - About us

Useful Tools
A A

Working with us =

Enss it

2 Find a postcode
L e || i it
[ calculate postage rates —
Select an option ... u ‘Se\ect an option ... u | want to: :
O, Find a postal outlet Shop online .
i, Find a street posting box » Stam » Postal services Gk Our new online store gives 11 "
A dedicated area for collectors Sending letters & parcels .
Pay bills onli ou better access to our
S Pay bills online » Personalised stamps » Mail Management Saloct option: Y :
£) International Courier tracking |, poving bills » How and why direct mail products and services.
& International Postage Details Our billing & financial services » Reaching new customers Letters
- . » Moving home ; 5 - in i m = 4
A Express Post Platinum tracking ey e s } Stationery & office supplies E‘ Within Australla 3
a _ » eCommerce solutions ) International ‘
) Post Guides » More personal options - busi luti
» More business solutions
Retail Catalogue O rareais Did you know Australia Post offers... Helping your business
O Within Australia
Latest News . -t
¥22Jznuary 2008 - 5
Academy vinners stampad =5 -
----------------------- i =3
} 16 January 2009 i I il* n Post Visa Prepaid Gift Card Posthillpay
:z:ii‘::f;:i;'i:‘iﬁw & Ordered on-line, delivered by mail Allowirg that specisl someons to purchase what they Pay your bills quickdty, aasily snd sacurely through
ex:lgngyro_g_ram for 2009 » N GLITRNS CAtARGLS really ward, with the Pexibility to shop whers they Australis Post. Wit Postislipar you can pay your bills
= » cheose - in parsan or anling, anling at anytims,
4 -
5 m'm"“ww‘m Moving Services Buy stationery supplies anline
Eay. 2 bill anline now &
S : n fi h I Moving house? Need mail held or redirected? Moving Australls Post in confunction with OfficeMax desvers
ome messages are too important for a phone ca Services wil help s0ive the puzzie of moving home. Bur exciting new SEALONETY FANgE PrOVICNG Dver
10,000 hioma and office salutions.
Latest News Australia Post in my pocket Personalised Stamps
N5W fMoods mail delivery updats hecess popular tools and services vin m & wenderful way to ciiebrate special
b Orivacy b Terms & Conditions 07-12-2010 Guir seartahors appications ar mabile OccasENs Such s weddings,
S50, 000 chibiesiy Spacted T wiite 4 webste. engagements and the binth of a baty.
Santa % Find cut more b 3 Creste your stamp
01-12-2010
YOUR STUHP

Don't guess this Christmas, remember
to correctly address!

174112040

» Mora naws




Screen Conversations

Locations & opening hours | Aboutus | Contactus

AUSTRALIA
() POST Personal Business Search site. @

= Shop online

E Calculate postage ; ‘

Send a parcel -

Track an item

Convert currency

7
Q
M Find a postcode
$
=]

Pay a bill

Working with us
Travel Insurance
International postage guidelines

Personal Business Shop online Kegstion shsnorts

Travel insurance " o gm!| | Business Lounge :‘I‘_E‘ Valentine's Day A b | =
g . Greatvalue travel Delivering - Create your own Btter Wa\,’ |
L e insurance that you N’ valuable insights hm personalised +m ohan AnlinAa | ——




Screen Conversations

AUSTRALIA

Calculate
postage

Planning a trip
®  overseas?_ 4

Passports, foreign

(8] currency & travel
products — all at
Australia Post

| australia

trac
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FourSquare

—_

il Telstra 7

Q, Australia Post { Gancel

Australia Post
8/80 Collins St, Melbourne VIC...
0.2 km

Australia Post
17/35 Collins Street
0.3 km

Australia Post
QV, Shop 49 Level 1, 210 Lonsda...
0.4 km

Australia Post
246 Flinders Lane
0.5 km

Australia Post
Melbourne GPO (The Strand), 25...
0.6 km

Australia Post
410 Elizabeth St (at A'Beckett St)
0.8 km

Q] (@ @ (@) (@] @

Geographic and Picture Conversations

Instagram

will Telstra &

auspostfail

dannyphillips You should see the OTHER
bottle #AusPostFail

Profile

mitchs23 Thanks postie #no filter
#auspost
7charlie85 Oh no!!!

sarahjstevens Ugh! Is this another
incident? | really hope you are making a
fuss about with AusPost..

mitchs23 This is the one from a few weeks
ago, they started following me on here so |
thought they might like to see what
happened.

Profile



The “new” conversation




Australia Post - the results

+2M unique visitors per month in audience - up 86%
 +3M self service transactions per month — up 88%
 +800K online subscribers in 14 months - from zero
 Average EDM open rates of 36% - from zero

e 60K “Likes” -from 300 in Dec 11

 5.2K followers

 +205% growth in online revenue

« Demographic shift





