
AMP and Australia Post:  
working together to  
benefit customers

AMP and Australia Post have numerous 
brand synergies. Now, as true business 
allies, the opportunities are endless.

Background

Established in 1849, AMP is Australia’s leading independent 
wealth management company. The business has more than 
five million customers, 5,820 staff, 400 institutional clients  
in Australia and New Zealand and manages $172 billion  
in assets.

Australia Post had provided AMP with traditional postal 
services for 164 years. Then, in 2011 when Australia Post CEO 
Ahmed Fahour and AMP CEO Craig Dunn met, they decided 
to create a far more mutually beneficial relationship.

The challenge

For AMP, the constant challenge is to improve service to its 
large customer base by getting to know them better, keeping 
them informed and ensuring any feedback is received and 
acted upon. 

This required stringent data management to keep track 
of customers who move or who may have corresponded 
with the organisation. It also required efficient and secure 
communications management, including giving customers 
the choice to receive AMP messages in print or digitally. 

Beyond communications management, AMP was also open 
to opportunities to collaborate with other organisations to 
develop innovative new products for its customers.

The strategy

Australia Post, an organisation culturally and historically 
very similar to AMP, is also always looking to change, evolve 
and grow its offerings. “There’s a really great rapport 
between AMP and Australia Post; we’ve had a relationship for 
over 160 years, so there should be!” says Ajit Thillainathan, 
AMP Head of Product Alliances, Banking & Wealth 
Management Products.

Consequently, AMP and Australia Post came together to 
discuss the challenges, identify business opportunities and 
explore ways to help customers. The collective vision was  
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Challenges: 

•  Improving service to AMP’s large customer base.

•  Increasing operational efficiency.

•  Developing new and innovative products  
for AMP customers.

Solutions:

•  Australia Post subsidiary Decipha provides mailroom 
management services.

•  AMP has adopted the Australia Post Digital MailBox 
for confidential customer correspondence.

Results:

•  Australia Post processes and scans the majority of 
AMP’s mail, improving delivery to staff and providing 
better service to AMP’s customer base.

•  AMP has integrated its systems with the Australia 
Post Digital MailBox.

•  “Lost” shareholders relocated by comparing data 
against the Movers Database.

•  AMP is the superannuation provider of choice for 
Australia Post’s franchise employees.

•  The two organisations are constantly testing new 
collaborations and products. 
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auspost.com.au
Case study

This case study is based on information provided by AMP and illustrates how AMP is partnering with Australia Post. 
Many factors contributed to the results and benefits described. Australia Post does not guarantee comparable 
results elsewhere.

This campaign was delivered using Australia Post’s Decipha, Digital MailBox and financial services. 
To find out how we can help you communicate more efficiently and cost effectively with your customers,  
visit auspost.com.au, call 13 13 18, or speak to your Client Sales Executive.

The strategy, continued

to develop a substantive, enterprise-wide relationship 
that supports the execution of strategic objectives and 
contributes to the profitability of both businesses.

The solution

To ensure efficient customer and internal mail 
communications, AMP outsourced its scanning and 
mailroom management contract to Australia Post 
subsidiary Decipha. This is a significant contract with  
room for growth over a five-year period.

To keep track of shareholders, AMP uses Australia Post’s 
Reconnect service to locate those who have moved,  
by comparing data against the 2.5 million-strong  
Movers Database.

The organisation has also come on board as a launch 
partner for the Australia Post Digital MailBox, which  
means it can now offer customers secure, online 
communications anytime, anywhere.

However, the collaboration doesn’t stop there. 

AMP has also been confirmed as the superannuation 
provider of choice for Australia Post’s franchise employees.

The results

AMP sends approximately 11.8 million documents each  
year with Australia Post. “Australia Post now plays a  
large part in helping serve our customers,” says 
Thillainathan. “We print and send a lot of mail, so the  
work Decipha is doing meets many objectives in terms  
of that service.”

A complete mailroom solution was implemented to manage 
the delivery of mail across multiple locations. This has 
ensured that relocated staff members continue to receive 
the correct correspondence at their new location.

The new digital joint initiatives have a number of benefits  
too, including improved customer service and engagement. 
The Australia Post Digital MailBox is a convenient, cost-
free way for AMP customers to receive confidential 
correspondence in a secure online environment 24/7, from 
any internet connected device. In turn, AMP can use the 
Digital MailBox analytics to improve both its communications 
and customer service. 

“The world has become increasingly digitised over the last 
decade. As they move online, customers want to have the 
ability to interact digitally with AMP in a secure manner, so 
Australia Post and AMP have come together to satisfy this 
customer need. The Australia Post Digital MailBox allows 
us to engage with customers in a more interactive and 
meaningful way,” says Thillainathan. 

The digital mailbox offers increased business efficiencies 
and value too. “By partnering with the Australia Post 
Digital MailBox, we reduce print costs, improve our online 
customer engagement and get closer to the customer,” says 
Thillainathan. AMP anticipates a material cost saving on its 
print bills, as more customers start to use this secure, online 
communications tool.

“It’s important that we’re also showing support for the Digital 
MailBox, as it’s a new and important offering from Australia 
Post. We can see real benefits for our customers and the 
business,” adds Thillainathan.

AMP and Australia Post have much more than a client-
supplier relationship. There’s genuine intent to work together 
to achieve mutually beneficial strategic objectives. 

“Both companies have very similar values as they have 
great histories, are well established, well trusted, safe and 
historically very successful,” says David Prestney, National 
Account Director, Insurance & Superannuation at Australia 
Post. “We come together with the people at AMP and have 
strategy days in order to identify opportunities, then look at 
ways to bring these ideas to life.” 


