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$37.4 billion

1914
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REVENUE

ESTABLISHED

This chain of supermarkets is one of Australia’s 
leading full-service supermarket retailers, operating 
more than 800 stores nationwide. Its in-store 
operations are supported by its online retail site, 
which manages 1.5m customer interactions on 
an annual basis. To improve customer support, 

including the overall customer experience (CX) 
and individual customer interactions, the company 
engaged Probe Digital. Probe Digital assessed 
the online customer journey and implemented 
processes to improve the online platform and it's 
customer support. 

Overview

Key outcomes

in effort to service customer 
interactions handled by contact 
centre agents

from conventional voice 
channel to digital

41% decrease 28% shift
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Through their existing relationship, the company 
engaged Probe Digital’s consulting services to 
assess it's customer journey, identify gaps in terms 
of digital CX, and to identify and implement new 
processes to improve its overall CX. Primarily, the 
team identified a disconnect in how customers 
could contact the support team in its contact centre 
and shift between channels. Despite the availability 
of voice and email channels for customer support 
enquiries, customers couldn’t transition between 
channels. Similarly, the online platform had no 
existing chat capabilities on the website.

Probe Digital has partnered with this retailer for 10 
years and is its partner of choice for contact centre 
services. Probe Digital’s extensive experience in 
directly engaging with their customers gave the team 
incomparable insight into the customer journey and 
digital CX pain points. Probe Digital conducted an 
in-depth review and assessment of the customer 
journey. 

Specifically, Probe Digital conducted a rigorous two-
week review of the online shopping process. The team 
deployed two full-time consultants into the contact 
centre to work directly with customers and contact 
centre agents to identify customer pain points, and 
gaps in the customer journey and contact centre 
processes. Through this comprehensive review, 
Probe Digital recommended immediate and ongoing 
process improvements. In addition, Probe Digital 
provided recommendations for digital interventions 
and solutions to integrate into the customer journey 
through the company's digital partnerships. 

The challenge The solution
Probing the gaps in the customer journey Consulting-led engagement drove strategic CX 

improvements

Working with Probe Digital to 
improve our contact centre 

CX has led to significant improvements 
across the customer journey for our 
valued customers. We have not only 
seen an improvement in effort to service 
customers overall, we have also seen 
increased engagement from our contact 
centre agents. Our partnership with 
Probe Digital is in its tenth year, and we 
are looking forward to continuing to work 
with Probe Digital into the future.

CUSTOMER EXPERIENCE MANAGER
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Following the two-week consultation and 
assessment with Probe Digital, the supermarket’s 
contact centre implemented a number of process 
changes, leading to a more streamlined customer 
journey and overall improved CX. The process 
changes implemented included diversifying the 
customer experience for customer support enquiries 
through interactive voice response (IVR) changing to 
SMS and Voicemail services; and further supporting 
customers through their Online shopping journey 
by deploying web chat within the website checkout 

area to allow customers to remain in their channel of 
choice should they have an enquiry. 

By streamlining the online platforms  contact centre 
processes, Probe Digital has helped the company 
to achieve a 41 per cent decrease in effort to 
service customer interactions handled by contact 
centre agents as well as a 28 per cent shift from 
conventional voice channel to digital channels such 
as SMS and Voicemail resulting in a 4.7% reduction 
in cost over 12 months.

The impact
Delivering world-class CX with streamlined 
customer journey

PARTNERING WITH 
PROBE DIGITAL

We are nimble. We are curious. We will listen and respond.

We don’t just design solutions, we are global experts in managing real customer conversations. We call this 

process design informed by doing. We think that’s unique.

If you’re looking to optimise, enhance or extend your contact centre capabilities, Probe Digital is your ideal 

customer management partner. We will do it better.

For more information on how Probe Digital can help your business,  

contact the team on 1300 177 623 or at probegroup.com.au.
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