
Lighting the way; how the right partner can make your 
mobile connectivity strategy easy

Moving to another telco can cause more headaches than it solves – but with the right partner prepared to take ownership of the hurdles, it 
doesn’t have to.

Executive summary

Whatever your business, there are probably far better uses of your time than 
wrangling all the complexity of new mobile connecivity plans and devices. 
That should make finding the right partner to source and deploy network 
access and plans your first step.

CouriersPlease, established in the early 1980s has over 750 franchisees across 

the country, each of them needing to coordinate deliveries and customer contact while 

on the move.

	 Luke Grenfell, Head of IT, says the company has always been an early adopter of 

technology (it set up a website and smart sticker system to track deliveries early on in the 

web era), but that it needs to be ‘a lot smarter in what we do’ to keep ahead of the curve.

	 Grenfell says ecommerce has been putting pressure on the company, but that revenues 

have been growing consistently year on year. CouriersPlease has grown from a single 

Australian metro area to a national company, and a pivotal part of staying in the game is the 

right telecommunication provider.

	 CouriersPlease recently went through a mobile IT refit, and Grenfell says while it’s 

tempting to look only at the bottom line, there’s a lot more to consider...

Time to change

	 It was a partnership and tender process with telecommiunication solutions provider Invia 

that convinced Grenfell Optus would help take CouriersPlease’s mobility needs into the future.

	 “Our franchisees need rugged devices with good voice and data plans so operators can 

communicate with customers by voice or the app,” he says. “We’ve got a distributed network 

all over Australia and having support both on the ground and virtually is crucial.”

	 Changing providers, he says, isn’t just about price but ‘the right solution with the right 

support at the right price’.

	 Another tricky factor is that the rugged device market is fairly locked down to a few 

providers who make it difficult to move on. It made the support even more important, and 

the Invia/Optus bid helped cement the deal by taking the right device support into account.

	 “Their agile view was really fantastic, the onboarding helped enormously,” Grenfell says. 

“We had some initial errors but they’ve really taken it on to resolve it.”
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Problem solved

	 The rugged devices carried by franchisees need on-the-ground support, and Grenfell 

admits that it hasn’t been as robust as he’s needed it to be only because there are so many 

of them. But he knew the approach wouldn’t be sustainable for long. “There’s a hidden cost 

in managing it – if I didn’t have a partner who could handle the support, I’d have to hire more 

people to do it internally,” he says.

	 Invia are also leveraging relationships by managing the procurement with Optus and the 

manufacturer that makes the rugged mobile devices such as the Zebra TC52 CouriersPlease 

franchisees use. Grenfell says having a single point of contact for all management and 

support has made life much easier.

Into the future

	 The next stage of mobility for CouriersPlease is to upgrade its own internal fleets – in one 

case moving from Windows Mobile to Android and all the challenges and opportunities new 

operating systems present.

	 Grenfell says part of the reason for the shift was around the GPS and navigation 

capabilities and for that reason, the Optus network coverage and device plans were important 

to fully enable what the business apps will need.

	 But from a whole-of-company point of view, he says the most important consideration 

was finding the right partner to bring to the table who could help CouriersPlease meet all their 

connectivity needs.

	 “It’ll be great to have a single point of contact to bring all the devices together,” he says, 

“[the right partner] makes it 100 times easier.”

Conclusion

	 With so much complexity and so many moving parts to a modern company 

telecommunications infrastructure, few of us have the time or expertise to transition  

moothly between them. The best partner will take the time to understand your needs, 

source and deploy the right plans and tools, and then remain there when it counts to 

help you through the transition. n
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