
Changes from April 2019
Previously, some of our email notifi cations were only sent if 
you ticked a box in eParcel or Parcel Send, or set a fl ag in 
our APIs or SFTP fi le transfer.

To provide a more consistent approach for your customers, 
from April 14th 2019 we will send all relevant notifi cations 
whenever you give us their mobile number and/or email 
address. If, for some reason, you do not want your customers 
to receive our notifi cations, simply don’t send us the mobile 
number or email address.

The numbers add up 

Australia Post’s Net Promoter Score (NPS) – used to measure 
customer satisfaction – is typically around 14 points higher 
when your customers are receiving tracking notifi cations. And 
92% of parcel receivers expect those tracking updates to come 
from Australia Post, rather than the sender4

Tracking notifi cations for Parcel 
Post and Express Post 

March 2019

Your customers’ experience doesn’t end at the checkout. We know that being kept in the 
loop is important to them. But while 96% of parcel receivers expect to be able to easily 
track their deliveries online, only 64% of retailers make it possible for them to do so1.

Our tracking notifi cations make it easier to track and choose delivery options 
Your customers will be given their tracking number and the date their parcel is expected to be delivered 
– as well as the chance to choose how and where they’d like to receive it2. We send notifi cations when the parcel is:

SMS or email? 
We aim to maximise the eff ectiveness of our 
notifi cations and only send your customers 
notifi cations that are really meaningful to them. 

80% of parcel receivers want SMS notifi cations at 
key points in the shipping process1

That is why we’ll send an SMS at points in 
the parcel’s journey where we’re inviting them 
to respond quickly to a delivery choice we’re 
off ering. And we send an email where the 
urgency to respond is less (for example, when we 
fi rst scan the parcel).

But, not to worry, if you only have your 
customer’s email address, we’ll keep them in 
touch via email throughout.And, best of all,
it doesn’t cost a cent.

Full details of the main notifi cations we send, 
and when we send an SMS or an email, are 
shown on pages 2 to 5 of this fact sheet.
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Keeping your 
customers 
informed about 
their delivery

  First scanned in our 
network 

  Due for delivery 
the following day3

  On board for delivery 
later that day 

  Awaiting collection 
at a Post Off ice 

 Delivered



What do the tracking notifi cations look like?

Your delivery is coming

Sent when the parcel is fi rst scanned in our network

Estimated delivery date lets your customer know when to expect it

Provides the opportunity for customers to request 
Leave it in a safe place or Redirect to a diff erent address2 if the 
service selected and destination address allows it

email

When we fi rst 
scan the parcel 

The day before 
the parcel is 

expected to arrive 

The morning 
of delivery

If the parcel gets 
‘carded’ to the local 

Post Off ice

Once the parcel has 
been delivered to  

your customer

When you 
send us 
mobile 
number 
and email

When you 
send us 
mobile 
number 

Your delivery 
is coming 

tomorrow SMS3

Your delivery 
is coming 

today SMS5

When you 
send us 
email ONLY

Your delivery 
is coming email

Delivered 
email

Your delivery 
is coming 

tomorrow email3

Your delivery 
is coming 

today email5

Your delivery 
is coming email

Delivered 
email

Your delivery 
is coming 

tomorrow SMS3

Your delivery 
is coming 

today SMS5

Ready to collect  
SMS

Awaiting Collection   
email 

What tracking notifi cations will my customers receive?

Ready to collect 
 SMS

Ready to collect  
email 
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Your delivery is coming tomorrow

Sent the day before the parcel is expected to arrive*

Provides the opportunity for customers to request Leave it in a safe 
place or Redirect to a diff erent address2 if the service selected and 
destination address allows it it

SMS sent instead if a mobile number is present
* Not sent for deliveries in certain postcodes where delivery outcomes are less predictable

email

Your delivery is coming tomorrow 

Sent the day before the parcel is expected to arrive*

Provides the opportunity for customers to request Leave it in a safe 
place or Redirect to a diff erent address2 if the service selected and 
destination address allows it
* Not sent for deliveries in certain postcodes where delivery outcomes are less predictable

SMS
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Your delivery is coming today 

Sent on the morning of delivery for street addressed parcels which 
have a  “Signature Required or “Signature with Authority To Leave” 
service, if the customer has not already requested we Leave it in 
a safe place.

Provides the opportunity for customers to request 
Leave it in a safe place if the service selected allows it
(Option 1 won’t appear where a signature is required)

Your delivery is coming today 

Sent on the morning of delivery for street addressed parcels, if the 
customer has not already requested we Leave it in a safe place.

Provides the opportunity for customers to request 
Leave it in a safe place if the service selected allows it

SMS sent instead if a mobile number is present

email

SMS
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Your delivery is ready to collect 

Sent once the parcel is ready to pick up from the local Post Off ice. 
The link provides details of the location of the Post Off ice and opening hours.

If delivery is not collected within 5 business days a reminder is sent.

Delivered

Sent once the parcel has been delivered to the address or collected   
by your customer

Your delivery is ready to collect 

Sent once the parcel is ready to pick up from the local Post Off ice. The link 
provides details of the location of the Post Off ice and opening hours.

If the parcel is not collected within 5 business days, a reminder is sent.

SMS

email

email
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How do I make sure my customers receive tracking notifications? 

 
  

If you use the eParcel Online portal:

All you need to do is to include your customer’s 
email address and/or mobile number in the Create 
Consignment screen. You no longer need to opt into 
email notifications by ticking a checkbox.

If you import your consignment information via CSV file, all 
you need to do is populate the following fields with your 
customer’s details: 

•  Mobile number in the (CNSGNEE_PHONE_NBR) column

•  Email address in the (CONSIGNEE_EMAIL) column

For more details, see the “eParcel Consignment Import 
Guide” available on application to  
Customer_Connectivity@auspost.com.au

You can edit the sender name that appears on the 
notifications your customer receives in the Edit Location 
– Return Address screen. Just enter the name exactly as 
you’d like it to appear in the Business or Contact Name 
field. Because this will be your default name, it’ll show up  
in the return address on your parcel label too.

Source 
1 http://temando.com.au/en/research-2016 
2  Customers can change their delivery address at no cost. Service only available for parcels in transit, when the sender has included the customer’s registered email address,  

mobile phone number or MyPost customer number in the shipping information. Depending on the location, this may result in a delay in delivery. 
3  Day Before Notification is not available for all destinations. Availability also depends on our assessment of the confidence of next day delivery being achieved. 
4 Australia Post customer research.
Only sent as an SMS where the service is Signature Required or Signature with Receiver Requested Safe Drop. For “No Signature” or “Signature with Authority To Leave” parcels an email 
is sent instead

 

If you use the Parcel Send portal

All you need to do is to include your customer’s email address and/or mobile number in the Create Order screen.

 

If you directly integrate to eParcel using SFTP or SOAP:

To make sure that your customers receive tracking updates, 
you’ll need to populate the relevant fields  
in your XML manifest:

   Add the optional element DeliveryEmailAddress with 
the value of your customer’s email address, and the 
optional element DeliveryPhoneNumber with the value 
of your customer’s mobile phone number

   Make sure that the mandatory element ReturnName 
includes your trading name – this will be included in the 
tracking notification as the sender of the delivery. 

If you’d like to update your XML schema and eParcel 
Integration, you can find more details in the eParcel 
Integration via SFTP and SOAP guide – which you can get 
by emailing Customer_Connectivity@auspost.com.au
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If you use our Shipping APIs:

Making it possible for your customers to receive tracking notifications is as easy as providing their email address and/or 
mobile number when you’re creating your manifest. For email addresses, just populate their email address in the optional 
email field (under the to element). Enabling SMS notifications is a similar approach – all you need to do is populate the 
phone field with their mobile number in the to element.

 

Support with technical integration is available from Customer_Connectivity@auspost.com.au
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