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Overview

The Australia Post Business Support Portal (BSP) has been
designed with ease-of-use in mind and gives you access to
a self-serve 24 /7 support portal.

Access and manage your enquiries in the one place, including
checking the status of an enquiry, and providing Australia
Post with any additional information needed.

Anyone with a Business Credit Account can use the Business
Support Portal.

* Our recall or redirect services are only available for parcels in transit that have been lodged using the Australia Post parcel
shipping platforms, and have been addressed to a street address. If your parcel is addressed to a 24/7 Parcel Locker, PO Box or
Parcel Collect please log a case by selecting RTS from the drop down box. The return to sender charge outlined in your contract
will apply to any redirection or recall services that we provide to you. If you choose to redirect your parcel this will add at least one
extra business day to the delivery. While we will make all reasonable efforts to recall or redirect your parcel, it may not be possible in
certain circumstances. Australia Post does not accept any responsibility for failing to redirect or recall the parcel.# Proof of Delivery
and Safe Drop images are only available for articles lodged through Australia Post parcel shipping platforms and for selected
articles.t Excludes National Public Holidays.
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Through the Business Support Portal you can:

%0

Q.

Manage your deliveries
and get the most recent
tracking information and
expected delivery date

Download a Proof of
Delivery document or
Safe Drop image*

Raise enquiries to have
deliveries investigated or
submit general enquiries

Recall or Redirect a parcel
that’s been lodged”

Access live chat during
business hours 8am-6pm
(AEST), Monday - Friday'

View a summary of your
enquiries and be notified
when more information
is needed to progress
your query.



Accessing BSP via Merchant Portal

To access Business Support Portal, you will need to log in via
Merchant Portal:

1.  Onthe Australia Post website click on log in and choose
Merchant Portal; or go directly to the Merchant Portal.

2. You’ll see the Business Support Portal tile along
with the other applications you have access to
(e.g. Access Management, Parcel Send).

3. To launch the Business Support Portal
Application, click the Launch app button.

4. Log in using your current Merchant Portal email
address and password.

If you don’t have access to Merchant Portal, please contact
your Account Manager who can set this up for you.
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Accounts

MyPost
MyPost Business
..... Merchant Portal
Parcel Send

cParcel

Hi Steve, welcome to Merchant Portal

@ e

Accoss Management Parcel Send Business Support Portal

BT [ s | (3)m

Log in to Australia Post
Enter your details to log in to your account.

Email address

@ | |

Password

Forgot password?



http://auspost.com.au/
http://merchant-portal.auspost.com.au/

Navigating the Homepage

—t
o

Track an item

=

Create a new enquiry

View your current enquiries
Access live chat

Update your details & password

oo p W

Access commonly used links, such as FAQs

Click Home at any time to return to the homepage.
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Hi Steve, how can we help today?

Sample Inc

Manage your delivery

} Create a new enquiry

What is your anquiry about?

L'_'é, Late or missing parcel Create snquiry

The parcel has no delivered scan and you're not sure why it hasn't amived yet.
Wirll follow it up, using the tracking number

=5  Delivery issue Crente enguiry

The parcel has been marked as delivered but there's a problem with how or
whaerg the delivery accured. Tell uws mare and we'll investigate,

2 starTrack deliveries Create enquiry

For all enquiries regarding articles that have been shipped but nat yet delivered.

ceeceeeeeec ) Your enquiries

Steve Sample

New to the site?
» Download the user's guide

rt with a
Track Ty
Recall or redirect parc

Download o g

[E]  Return to sender Create enquiry

Return a parcel that is awadting collection or has been addressed to a Parcel
Locker, P.0. box or Parcel Collect

@ General enquiry Create enquiry

For all other Australia Post business questions. select this option,

[fg StarTrack pickup bookings Create enguiry

For all questions regarding pickup baakings

Search by keyword, enquiry of tracki Tibe -
1 w il 1 b 1 = w
UMBER  DATEC THACKENG HUMEER RECEWER ETATUS w UPDATED
0348584592302 10/10/2020 SHTO2N42026101000840907 Missing item Mrs Sample Action Required 1A0,/2020 537 AM
0349584502302 29/09/2020 89702142026101000840807 Delivery issue Mrs Sample Closad 29/09/2020 11:22 PM
0349584592302 04,10/2020 Sa70214 40907 P ] Mrs Sample In progress O5/10/2020 2:42 PM
Pravious Showing 1- 15.of 316 et
—— RO ..........o.
...........}chk links
Sitemap ‘ 4 )' oo -} E] Live chat onUNE @
' Abaut gur site
» FAQs - StarTrack 3 Login to My Business Account Terms & Conditions
Privacy Poliey




Manage your delivery

Through Manage your delivery, it’s simple to track your items

and get delivery information.

Enter a Tracking Number;
and then

| | Click ‘Go’ or press enter.

=1

You can then:

1. View the most recent tracking event, latest scan update

and expected delivery date
2. Recall orredirect an item
3. View tracking activity
4. Access Proof of Delivery

5. Ifrequired, create an enquiry
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Home » Your delivery

Manage your delivery

Steve Samale

Your delivery

Maost recent event
Processed at sortation facility.
Melbourne Parcel Facility.

Tracking Number:
3300097000060 305

Sendar Company: Racelver Company:
Sample Inc Sampls Org

Sender Namae: Receiver Nama:
Stoves Sample Sally Sampls

Sender sddress: Receiver Address:

Parcel Lodgement Date: Delivery instructions:
Leave on front porch

Sub-product:

Article events for JAJZ10023044RM00302

DATE LAST TRACKING BVENT
0E/10/2020 4:54 PM Processed at sortation facility
05/10/2020 3:12 PM Logued by sender

Create a new enquiry

What is your enquiry about?

2 Late or missing parcel Create enquiry

Tha parcel has ne delivered sean and you're not sure why it hasn't arrived yet.
We'll follow it up. using the tracking numbe.

2 Delivery issue Craate anquiry

The parcel has been marked as delivered but there's a problem with hew or
wiherne the dolivery ecoured. Tell us more and wa'll investigate

Last update Expectod delivery date
06/10/2020 07/10/2020
4:54PM Oate varesdope —

(2) """ } Recall or redirect e e

Hove parcels that are in-transit returned to you, Your contracted
return o sender charge applies.

Recoll

Update ot comrect The sddress an this parcel. This will add st

least | day to the delivery time. Your contracted return to sender
charge applies

LOCATION PROOF OF DELIVERY

MELBOURNE PARCEL FACILITY

SAMPLETOWN POST OFFICE

[ Return to sender Craate enquiry

Ruturn a parcal that ks swaiting collection or has boen addressed o a Parcel
Lechkar, P.0. box or Parced Collect.

(@ General enquiry Graate enguiry

For all other Australia Post business quastions, select this option.



Recall or Redirect

If an article has been addressed incorrectly or you need to recall an item, you can
create a Recall or Redirect’ enquiry in a few simple steps.

To recall a parcel:

1. Enterthe tracking number into the Manage your delivery section.

2. Ifthe tracking event indicates the item isn’t ‘Onboard for delivery’, you’ll be able
to select Recall.

‘) Australia Post 'J STARTRACK S
¢ If Recall is available,

a notification will be

sent to the facility prior ~ Manage your delivery
to delivery and the G_)’

item will be returned

Home » Your delivery

Enter tracking urber here

to the address that’s
9 9 Your delive
associated with your i
Parcel billing account. — Laatupata P — i B
Processed at sortation facility, 20/07/2020 22/07/2020 We've inves
Melbourne Parcel Facility, B:46 AM o ot gepe $1billion to help

| Aussie businesses

Tracking Numibor:

POBOOSTANDOIE0305 .
SRMOSOITTANADOINE030 Recall or redirect Lo

Sender Company: Fecehvar Company:
meln Org Fiave parcels that aem insEransit setumed 10 you_ Yoo contracted
arge applies

Saemelis ing Sampla €

Berder Hame Rl

Gtave Gamgin

Sender addreus. Rocshur Addnei:

Sub-product:

* Our recall or redirect services are only available for parcels in transit that have been lodged using the Australia Post parcel shipping platforms, and
have been addressed to a street address. If your parcel is addressed to a 24 /7 Parcel Locker, PO Box or Parcel Collect please log a case by selecting RTS
from the drop down box. The return to sender charge outlined in your contract will apply to any redirection or recall services that we provide to you. If you
choose to redirect your parcel this will add at least one extra business day to the delivery. While we will make all reasonable efforts to recall or redirect
your parcel, it may not be possible in certain circumstances. Australia Post does not accept any responsibility for failing to redirect or recall the parcel.
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Recall or Redirect (continued)

To redirect’ a parcel:

1. Enter the tracking number into the Manage your delivery section.

2. Ifthe tracking event indicates the item isn’t ‘Onboard for delivery’, you’ll have
the option to Redirect the item to an alternative address.

3. When prompted, type in the new address and Australia Post will deliver the
item to the new address. This feature is available for all valid street addresses.

¢ Recall/Redirect is only
available to use if the
buttons are red.

e The Recall/Redirect
feature will only be
available on manifested
articles that match
with your associated
Australia Post billing
account number.

¢ Your billing account
number can be
found in the logged
in user profile under
‘Update details’.

{J rustratiopost () sTARTRACK

Home » Your delivery

=l Manage your delivery
) Enter tracking urber here

Your delivery

Mot recent event
Processed ot sortetion facility,
Melbourne Parcel Facility,

Tracking Numibar:
IRVESOIHNION0MAZIE
Sender Company: RAecetver Company:
Suevels Inc Sampln Org

Sarder Hame
Stave Samgin

Sender sddreus:

dune 30, 3000 Laave on trent ponch

®

Loat upcste ected iy e
20/07/2020 22/07/2020
8:46 AM ot s e

Recall or redirect Tatres and congitony

Have paecels that s i bransit retumed 1o you Yo contracted
FEtum 1o seadar chargs applies

Uipeate or correct the adekss on this paecol This wil bad ot
1.1 lay 10 tha delivery time. Teur contracted retun 1o seeder

pobes

* Our recall or redirect services are only available for parcels in transit that have been lodged using the Australia Post parcel shipping platforms, and
have been addressed to a street address. If your parcel is addressed to a 24 /7 Parcel Locker, PO Box or Parcel Collect please log a case by selecting RTS
from the drop down box. The return to sender charge outlined in your contract will apply to any redirection or recall services that we provide to you. If you
choose to redirect your parcel this will add at least one extra business day to the delivery. While we will make all reasonable efforts to recall or redirect
your parcel, it may not be possible in certain circumstances. Australia Post does not accept any responsibility for failing to redirect or recall the parcel.
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Proof of Delivery (POD)

To access a Proof of Delivery:

‘ ) Australia Post ‘) STARTRACK Steve Sample
1. Go to Manage your delivery and enter your tracking Home > Your delivery

number, then click ‘Go’.

Manage your delivery

Enter tracking number hete

2. Under ‘Article events’ you can access a Proof of Delivery
by selecting ‘Click to view’. The Proof of Delivery could
be an image of an item that has been left in a safe place,

Your delivery
or a signature on delivery.
Most recent event Last update Expected delivery date
Delivered with signature from S Sample at 7/10/2020 07/10/2020
SAMPLETOWN DF 047 2:23PM
If an item with an open enquiry is delivered, the POD will
automatically be added and the case will be closed. gl e RS : T
Recall or redirect Tetrng angf Conditions
Sender Company: Receiver Compary:
Sample Inc Sample Org

Recall Redizect is already in progress
Receiver Name:
Sally Sarmple

Receiver Address:

awn WIC 3333

Parcel Lodgement Date: Delivary instructions: Recall /Reditect is already in progress

05,10/ 2020 Leave on front porch
Sub-product:

Article events for JAJZ10023044RM0O0302

DATE LAST TAACKING EVENT LOCATION FRO

O7/10,/2020 2:23 PM Delivered with signature from J ASHTOWN DF 047 Cligk to vigw
Williamsan

O7/10/ 2020 12:32 PM Onboard with driver ASHTOWN DF 047

06/10/2020 4:54 PM Pracessed at sortation facility MELBOURNE PARCEL FACILITY

05/40/2020 3:12 PM Logged by sender VALHALLA POST OFFICE
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Create a new enquiry

If you can’t find the information you’re looking for, you can get in €D Austetia ot
touch with the Australia Post team by creating a new enquiry.

() smamrrack

HMome > Craate s Dellvery lssus enguiry

Create a Delivery lssue enquiry

* Tracking Number

Go to Manage your delivery and enter your tracking | srcmosmorerse0ns a s
number, then click ‘Go> i ey s Oobarsd i sgrmtre ——
E Under ‘Create a new enquiry’ select your enquiry type, 0 it
and click ‘create enquiry’. If you need help choosing the S——
right enquiry type, see page 10 of this guide. Shoes Delvery s
tem Details

* Pareal Logdamant Date

05,1042020 =
The form will pre-fill with as much detail about * e Type
r___} the item as known. You’ll then need to complete all pascel v N
LA mandatory fields marked with an asterisk (*) in as ——
much detail as possible. e

Pusntralin Post w . | Py

* What s your snquéry about?

* Last Name

Parcel was delivared damaged

When you submit your enquiry, you’ll be provided with _
| E:@l a case number. This number together with a summary s e

of your enquiry will also be emailed to you. i

Attach a document or image (e.g. Froof of delivery or wholesale
Invvbes)

Upload filas

Files attachod:

Attached file-Oljog
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Enquiry types

Late or missing parcel

Tracking your parcel is simple with the ‘Manage
your delivery’ feature.

If you still have questions about an article and it
doesn’t have a ‘Delivered’ scan, you can submit
a late or missing item enquiry.

General enquiry

For all other Australia Post business delivery
queries or questions, please submit a General
enquiry or get in touch using the live chat

Delivery issue

If you need to raise a service concern enquiry on
behalf of a customer for an item with a ‘Delivered’
scan, please submit a Delivery issue query.

E.g. A collection card was not left, or a contractor
did not attempt delivery.

StarTrack deliveries$

For all enquiries regarding articles that have been
shipped but are not yet delivered with StarTrack,
submit a StarTrack deliveries enquiry.

feature'. For all enquiries relating to invoicing,
please refer to the My Business Account’ link
available in the Quick links on the

BSP homepage.

*Our recall or redirect services are only available for parcels in transit that have been lodged using the Australia Post parcel shipping platforms, and have
been addressed to a street address. If your parcel is addressed to a 24/7 Parcel Locker, PO Box or Parcel Collect please log a case by selecting RTS from
the drop down box. The return to sender charge outlined in your contract will apply to any redirection or recall services that we provide to you. If you choose
to redirect your parcel this will add at least one extra business day to the delivery While we will make all reasonable efforts to recall or redirect your parcel,
it may not be possible in certain circumstances. Australia Post does not accept any responsibility for failing to redirect or recall the parcel.

t Live chat is available during business hours 8am-6pm (AEST), Monday - Friday. Excludes National Public Holidays.

* For more information on a My Business Account and to sign up for a Business Credit Account, read more here.

§ StarTrack deliveries and StarTrack pick up booking enquiries will only be visible for Australia Post BSP users with a StarTrack account.
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Return to sender

You can raise a Return to sender enquiry if the
parcel is currently awaiting collection or has been
addressed to a Parcel Locker, Post Office Box or
Parcel Collect location.

This enquiry type can be used if the recall option
isn’t available in the “Your delivery’ section. For
more information on Recall or Redirect an item”
see pages 6 and 7 of this guide.

StarTrack pickup bookings®

For all questions regarding existing StarTrack
bookings, submit a StarTrack pickup
bookings enquiry.



https://auspost.com.au/business/business-admin/business-credit-accounts-postage-meters/business-credit-account

Your enquiries

The ‘Your enquiries’ section of the homepage shows a list of all the
enquiries that you’ve submitted to Australia Post and StarTrack.

You can search for enquiries using:

20

A case number Tracking number

Afilter function can be used
to show enquiries by date
or status.

Q Keyword

A\
020
The case status displayed indicates how your enquiry is progressing:

A

Action Required
Australia Post requires
further information from
you to proceed

Open
A new case has been raised
and is awaiting investigation

Bl
©

Existing enquiry

In Progress
Australia Post is currently
investigating your enquiry

Closed / Resolved”
The case has
been resolved

Vv

6. Resolve enquiry

7. Communicate with Australia Post and
StarTrack customer service. You can
attach a document, image, or send a
message relating to the case to our
customer service teams

1. Trackitem

2. Enquiry status

3. Enquiry number and date/time created
4. Item details

5. Print enquiry

Cases that are logged over the phone will show as ‘Closed’. If a case was logged in the BSP it will show as ‘Resolved’.
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Home > Yourenquiry

Manage your delivery

Missing or late parcel 9/06/2020 3:33 PM 9/06/2020 6:42 PM

Communication history

= Update 17,/06,/2020 6:32 AM

disne 30, 2020

Item type:
MSFH
Billing account name:

Service used:
Australia Post
Sender namao:
Fteve Sample

Description:

pesntitor pulvinar,
commude runc quam et ligula W nec psum sa

You can resolve this enquiry I no further investigation is nesded

Print screen Resolve enquiry ‘
Add comments
attach a document or image
Upload files
Files Attached:
Abtached fle-0ting
Quick links

] Live chat




Live chat

Live chat provides real time support during business hours
(8am — 6pm, Mon - Fri, AEST)"

The chat indicator will let you know if live chat is online.

1. To chat with a consultant, click the ONLINE button.
2. Type your question into the text box at the bottom and click Send.
3. You’ll be placed in a queue and your position will update as you progress.

4. When you’re finished, click ‘X’ in the top right corner to end the
live chat session.

ORN = ~- EEEEEE - ©
..... IE} Live chat ONLINE @

Sam

Hi Steve, how can | help you today?

Steve

2

Hi Sam. Can you please help me to recall a parcel?

Sam

Sure thing. To track your parcel, I'll need your
tracking number. Please enter your tracking
number

C2> ..... } Start typing here... q
Send

t Excludes National Public Holidays.
13| ©2022 Australia Post
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Reporting

You can have your DIFOT reports automatically sent
directly to you on the BSP.

Once enabled, to access DIFOT reports via the BSP:
1. Go to the Account reports tab on the landing page.
2. Select the report you’d like to view.

From here you can display, sort and download your DIFOT
reports as you require them.

To arrange DIFOT reports via the BSP, please contact
your Account Manager.

14 | ©2022 Australia Post
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() Australia Post ‘) STARTRACK

Hi Steve, how can we help you today? Need help?

» Download the wser guide

Sample Inc 3 How to use tha BSP (wieo)

Agcount repors

Manage your gg“very Start with a Tracking number to

o

@

Track &
7 Recall or redirect pa

[# Downloadap

Create a new enquiry

What is. your enquiry about?
‘) Australia Post

E§ Late or missing parcel Eq Return to sender

Creats enquiry Creats snquiry
The parced has no delivered scan from Austraka Post and you're nod sure Return a parcel that is awasting collechon from an A
why it hasn'l armved yet We'll follow il up, wsing the trackng number been addressed o a Parcel Locker, PO box or Par

G-

() AustraliaPost () STARTRACK

Home » Account Reporting

Download report

Report type Document type Document interval
Raport - DIFOT - ANl -
From date To date Page size
i date [ To date & 5 Files -
DIFCT AP DIFOT Sample inc DIFQT DE06/2022 Mondhiy 1 0G/06/2022 07 35 pm

BEGTET0_AP _MONTHLY SUMMARY TRUE 2022. RUE_2022.
6:09-14-22.51

Showing 1- 1 of 1




Additional BSP features

Expanding the view

Want to see a longer list of cases on a homepage?

Click the ‘previous’ and ‘next’ buttons below
the enquiry box to show more enquiries, or use
the search function to refine what enquiries
are displayed.

Cases no longer required

If you no longer need a case investigated, or
if the issue is resolved, you can close the case
by clicking the ‘Resolve enquiry’ button.

Resolve enquiry
Oops! Did you click on that by mistake?
Not to worry.

You can click this option in the same location
to re-open the case. You can also do this if the
outcome has changed for any reason.

15 | ©2022 Australia Post

Urgent cases

Australia Post treats all cases with a high priority
and understand that sometimes you may be
dealing with a sensitive matter, or require
urgent assistance.

If your issue is urgent please create a case, then
start a live chat session to let us know the case
number and that urgent assistance is required.

Quick links

Log in to eParcel/Parcel Send

The external system where your parcel manifest
information is stored.

Log in to eMerchant tracking
Easily check your parcel tracking events here.
You may not even need to raise a case if delivery

information is already available.

Log in to My Business Account

My Business Account is an online website to
enable your business to view, download and
pay Australia Post credit account invoices.

Searching for cases

You don’t need to rely on case numbers to find
the case you’re looking for. The search field can
understand keywords from information you’ve
entered. Simply type in what you’re looking for
i.e. John Smith and click the magnifying glass
to search.

Feedback

Your comments, suggestions and feedback
are always welcome.

If you require any assistance or support,
please contact the business support team:

Live Chat
All parcel enquiries
(Mon — Fri 8am-6pm AEST)"

Lodgement Tech Support
Technical enquiries on Merchant Portal
and lodgement applications online form

Account Manager / Service Partner
All Business Support Portal access enquiries

t Excludes National Public Holidays.



http://auspost.com.au/lodgement-techsupport/

