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EMPLOYEES

2,096

NUMBER OF LOCATIONS

69

REVENUE

$805m

ESTABLISHED

1970

Overview
One of Australia’s leading discount retailers, 
operating more than 69 locations Australia-wide, 
recently engaged the services of Probe Digital 
to reimagine its customer experience (CX) and 
optimise its contact centre processes for a more 
streamlined customer journey. After identifying 
a low success rate in contact centre agents 

achieving target key performance indicators (KPIs), 
the retailer engaged Probe Digital to assess its 
contact centre practices. Through a comprehensive 
review of the contact centre environment and close 
assessment of customer interactions, Probe Digital 
recommended the following improvements across 
the retailer’s contact centre operations:

Key recomendations

Process optimisation by 
reducing inter-agent variation 
through training. Systematic 
knowledge management 
projected to results in 10%  
uplift in agent productivity.

Contact elimination strategy 
using natural language 
processing (NLP) for customer 
intent, allowing intelligent 
deflecting and projected to 
drive an 11% shift to lower-cost 
digital channels.

Standardisation of the top 
two contact driver 
processes, projected to 
result in an 8% reduction in 
cost to serve.
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The challenge
Remodelling the contact centre for optimised CX

After the coronavirus pandemic forced the company 
to reduce the headcount in its contact centre 
operations, the retailer identified a need to improve 
contact centre processes. The remaining workforce 
was failing to meet its targets. and experiencing 
poor levels of CX. To optimise its workforce to 
achieve KPIs more consistently, whilst also 
improving CX, the retailer engaged Probe Digital. 
Probe Digital conducted a comprehensive review for 
and identified areas for key strategic areas for 
improvement. 

The solution
Redesigning the customer journey through 
consulting-led engagement

Probe Digital was recommended to the retailer as 
a market leader and industry expert with proven 
experience in delivering high-quality customer 
support services for large, high call-volume, 
consumer-facing organisations. Probe Digital was 
engaged for an in-depth assessment of the retailer’s 
contact centre operations. Two consultants were 
deployed to the Queensland-based contact centre to 
map the existing contact centre landscape and 
provide recommendationson areas for improvement 
and optimisation. 

Throughout the consultation process, Probe 
Digital identified system disparities in the retailer’s 
contact centre, leading to processes failing within 
existing operations, a lack of efficient workforce 
management, and a lack of rigour in managing 
customer service level agreements (SLAs). 

As a result of the assessment, the Probe Digital 
team recommended technology and process 
solutions that would lead to improved CX while 
minimising time spent and reducing costs.

“As a leading Australian discount retailer, 
good CX is critical to our business. 
Working with Probe Digital has helped 
us to significantly improve our customer 
interactions, as well as improving our 
internal processes and efficiencies, leading 
to overall improved CX. With the support 
of Probe Digital, we’ve seen increased 
engagement from our contact centre 
agents, leading to KPIs being achieved 
more consistently. We have also achieved 
a significant improvement in customer 
satisfaction overall. The company is 
excited to continue working with Probe 
Digital to further improve our customer 
journey and contact centre operations.”

- Retailer representative
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The impact
Harnessing world-class CX for a better customer journey and reduced costs

Following the consultation and assessment with Probe 
Digital, the retailer implemented a number of process 
changes across their contact centre operations, 
leading to a more streamlined customer journey, 
overall improved CX, and reduced time and costs 
spent. The process changes implemented includes:

By streamlining the retailer’s contact centre 
processes, Probe Digital has helped the 
organisation to reduce its cost to serve and 
significantly increase its rate of achieving 
SLAs annually.

In addition, Probe Digital has helped the 
retailer revise its workforce management 
and staffing processes, shifting from 
coordinating staffing three months in 
advance to a more flexible management 
process.

Probe Group has more than 40 years’ experience in contact centre management 
and specialises in designing and deploying multichannel, digital solutions for 
large organisations with complex customer experience needs.

For more information on how Probe Group can help optimise your 
business’s contact centre operations and improve CX to futureproof 
your operations, contact the Probe Group team today on 1300 177 623
or

 

at

 

www.probegroup.com.au.

Reducing inter-agent variation through training 
and systematic knowledge management

Using NLP for customer intent, allowing 
intelligent call deflecting and standardisation of 
top contact driver processes




