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Current e-Commerce Context 
Growth slowing down but strength still evident in some categories 
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Source: NAB Online Retail Sales Index: Indepth & Special report – January 2014 
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Current Context 
Australian eCommerce as a proportion of Total Retail sales lags 
behind that experienced in other countries (e.g. USA & UK) 

eCommerce Proportion of Total Retail Sales (%) 
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Source:   Morgan Stanley, eCommerce Disruption , 6th January 2013 

• The expectation is that the Australian eCommerce proportion of Total Retail Sales will 
reach 10% in 2016 

– According to NAB the current proportion is ~6.4% (up from ~5.3% one year ago) 

• Whilst Australia does  lag other countries with similar economic profiles, retail trading 
conditions and consumer buying habits are different in Australia and these factors 
impact the way consumers conduct their shopping 

– Australia has extended retail shopping hours, and good vehicle access to 
shopping malls making it easier to buy in-store 

– Australia has never had a catalogue buying culture and hence it is likely to take 
longer for Australians to become completely comfortable with online purchasing 
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Current Postal Context 
Posts have to navigate international regulatory constraints and 
traditional postal products’ characteristics 

Product  
 

• A significant proportion of mail is un-solicited, 
such as Christmas gifts 

• Senders are unknown to the receiving post, and 
from 190+ different origin posts 

• Item description may be “gift”, or in a foreign 
language 

• The posts do not control the end to end supply 
chain 

• A receiving post often has little or no notice of 
inbound arrivals, or contents of inbound mail 

• Mandatory bar-coding is applied only to a 
small subset of products 
 

Regulations 
 

• Australia is signatory to the Universal Postal 
Union treaty. Post is responsible for meeting 
Australia’s obligations under that treaty: 
o Articles cannot be refused (except 

prohibitions) 
o Service performance targets need to be met 
o Undeliverable articles are returned to the 

country of origin at our expense 
 

• Postal delivery rates are constrained by treaty 
obligations and associated remuneration 
arrangements 
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We have limited ability to pre-emptively control inbound mail or mandate improved presentation 
by senders in other countries. 
 
As a result, the level of border agencies intervention required at the Offices of Exchange is high. 
 
We need, and want, to work with the border agencies and partner posts to improve the flow of 
mail and facilitate border clearance, for better e-Commerce outcomes 
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Facilitating E-Commerce 
in the postal channel 
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Strengthening the relationship with Customs 
Consultation is the key 

At a national agency level 
 

 Senior management of Customs and Posts need to understand each other’s drivers and 
constraints 
 

 Formal agreements between agencies, such as a Memorandum of Understanding (MOU), 
define the framework for cooperation and drive best practice 
 

 The existing Australian MOU has recently been made available as an Annex to the UPU Postal 
Customs Guide 
 
 
 
 

At the local Office of Exchange level 
 

 Facility Level Agreements (FLAs) defining operational requirements, such as operating hours, 
breaks, staffing requirements, etc., help set the scene for successful local collaboration 
 

 Regular local management meetings to resolve issues and plan ahead (such as for peak period) 
 

 Daily production meetings to manage the day’s flows, due to the uncertain nature of mail 
arrivals 
 

 Each party needs to understand the KPIs of the other at a local level: operational policies, 
performance requirements, safety and OH&S requirements, etc. 
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Facilitating border clearance 
Implementation of data exchange 

Use item-level data to facilitate border clearance of mail items 
 

 Various Customs organisations are requiring item-level pre-advice, for example the European 
Union (EU) aims to implement the EU’s Union Customs Code (UCC) in May 2016, incorporating 
requirements for item-level electronic pre-advice prior to departure from origin 
 

 The WCO has endorsed UPU messaging standards for the exchange of item-level information 
between Posts and Customs 
 

 The information exchanged is an electronic representation of what is provided on the postal 
Customs declaration (CN23 form)  
 

 Australia Post and various other posts have been very active in promoting this paradigm shift, 
working under the oversight of the UPU Customs group and the UPU-WCO Contact Committee, 
as well as with local Customs authorities, to define a global framework and modalities of 
implementation 
 

 Various posts are conducting proof of concept trials (Australia for example), pilot testing (such 
as in the US), and implementation programs (see Canada’s presentation in tomorrow’s panel), 
under the auspices of the UPU, and in close consultation with the WCO and local Customs 
authorities 
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Facilitating border clearance 
Implementation of data exchange 

Use item-level data to facilitate border clearance of mail items 
 

Moving to win-win situations for Posts and Customs: 
Refine risk assessment parameters and increase detections 

Facilitate collection of tax and duty and increase compliance levels 

Gain a better understanding of mail flows 

Utilise electronic information rather than manual data collection 

Optimise operational procedures at the Offices of Exchange to expedite border clearance 
(“green lane”), and focus resources where really needed 

 
 Facilitation of other downstream functions for e-Commerce such as: 

Landed-cost calculation and duty pre-payment 

Duty draw-back for Returns 

 Improved address validation and sorting for faster delivery 

Redirections and delivery choice  

 Improved tracking and Customer Service 
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Facilitating border clearance 
Implementation of data exchange 

Agreements required between Posts and Customs 
 

 Data protection, in compliance with local legislation governing the handling of personal 
identifying information 
 

 Data security, to ensure Customs’ assessments can only be accessed by authorised parties 
 

 Service Level Agreements around: 
At which step of the handling of an item the data is provided to Customs 

At which step the assessment is returned by Customs 

Turn-around time for the assessment of risk, tax and duty by Customs 

Volume and processing capacity of communication links and back-end systems 

Messaging procedures, data exchange and security protocols 

 
 Define operational procedures at the Office of Exchange to handle items flagged as “risk” or 

“duty” 
 

Quality assurance and audit processes 
 

 Define a way forward to progressively replace manual inspection by automated risk and fiscal 
assessment based on item-level electronic data 
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Facilitating Postal e-Commerce 
Implementation of data exchange 

Collaboration between Posts 
 

 Implementation of data audit and feedback loops between posts to improve the quality of the 
data 
 

 Education of the public and e-Sellers to explain why complete and accurate data needs to be 
provided to facilitate border clearance and delivery 
 

More focus on end-to-end performance and reliability to bring more predictability to 
departures and arrivals 
 

Data privacy: both bilateral and multilateral agreements for Customs data exchange have 
recently been endorsed by the Postal Operations Council, on the recommendation of the UPU 
Customs Group 

 
Collaboration with airlines 
 
 “Future of Mail by Air” program to drive airline scanning compliance and provide better 

options to monitor mail movements 
 

Definition of security protocols when items are assessed as “Do Not Load” 
 

 Alarm resolution procedures to be followed when issues are identified in transit are being 
defined under the leadership of the UPU Transport Group 
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Facilitating Postal e-Commerce 
Improved outcomes 

Customs benefits 
 
Operational efficiencies 

 
 Improved detections 

 
 Improved risk assessment knowledge 

base 
 

 Improved tax and duty collection 
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Postal benefits 
 
 Expedited border clearance process at the 

Offices of Exchange 
 

 Stability and reliability of procedures 
 

 Good working relationship with border agencies 
 

Opportunities for increasing e-Commerce traffic 
 
 
 

 
 
 

Customer satisfaction 
 

 Reliable and expedited border clearance 
 

 Reliable end-to-end performance 
 

 Detailed tracking 
 

 Facilitated online payments and digital interactions with Customs and Posts 
 

 Better customer experience 
 
 



For further information, please contact: 

Thank you 
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Maxime Burzlaff, International Networks Manager 
Maxime.Burzlaff@auspost.com.au 
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