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Telstra Enterprise – Telstra Order Exchange (TOX) 
Customer Portal 

TOX Failed Delivery Process 

Business unit 
Telstra Enterprise 

Issue date 
9/08/2026 

Document ID 
CP26 

   

 

Audience 

Enterprise Customers using Telstra Order Exchange (TOX) Customer Portal.  

Summary 

The purpose of this document is to provide detailed step by step instructions with screen views on what 
the customer should do when there is a failed delivery. Scenarios covered are as follows: 

 

• Customer not available during delivery of the order at Business and/or Residential Address, the 
package will be left at the nearest LPO (Local Post Office). 

• Customer missed the courier pickup of package for devices/items to be returned as Change of 
Mind or Faulty Return. 

• The courier / delivery driver was not able to find the nominated delivery address on the 1st and 
2nd attempt. 

• If the package is not picked up by the customer at the LPO (Local Post Office) within 14 days 
period, it will be returned back to Telstra warehouse (sender). 
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Step Description Detailed Actions 

1 Customer not available during delivery of the order at Business Address. 

In the event you are not available during the order delivery at a Business Address, the courier will try to re-deliver 
the package/order twice. After this, the package will be returned back to Telstra warehouse and TOX will cancel 

the order with reason as ‘Delivery Failed’. 

2 Customer not available during 
delivery of the order at the 
Residential Address. 
 
In the event you are not 
available during the order 
delivery, the courier will leave a 
note in the mailbox on where to 
pick-up the package.  
 
Please take note of the trading 
hours as this depends on the 
post office or business hub 
location. 
 
Notes:  

- You need to collect your 
package in the designated 
pickup location within 14 
days from the date 
specified in the note/card  
 

- If you missed the pickup 
lead-time, the package will 
be sent back to the Telstra 
warehouse and TOX will 
cancel the order with 
reason as ‘Delivery Failed’. 

 

 

3 Another sample/type of 
note/card which courier will 
leave in this instance. 
 
Note: Picking up a package 
from your LPO (Local Post 
Office) may require drivers 
licence for identification, or other 
form of identification. 
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Step Description Detailed Actions 

4 Customer (sender of the 
package) might also receive an 
email to collect the package. 
 
 
Notes:  

- You need to collect your 
package before the date 
specified in the email.  
 

- If you miss collecting in the 
pickup lead-time, the 
package will be sent back 
to Telstra warehouse and 
TOX will cancel the order 
with reason as ‘Delivery 
Failed’. 

 

 

 

 

***end of process***  
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