
O V E R V I E W

Transport for New South Wales (Transport for NSW) manages one 
of the largest volumes of public correspondence in state government, 
including more than 20,000 items of ministerial correspondence and 
around 300,000 items of customer feedback each year. 

Ministerial correspondence includes letters or emails from the public, 
community groups or local councils to a State Minister or local MP, 
raising issues that require a formal response. These range from everyday 
concerns such as bus timetables, tolling and road maintenance through 
to more complex matters like compulsory land acquisitions or serious 
road incidents. 

Given their sensitivity, these communications require careful drafting, 
alignment with each Minister’s style and a structured approval process, 
making efficiency and consistency essential at scale. 

T H E  C H A L L E N G E

With tens of thousands of items of correspondence 
each year, Transport for NSW needed a more efficient 
and reliable way to manage the process of preparing 
and issuing responses on behalf of Ministers. 

The existing approach involved multiple manual steps 
and was resource-intensive for staff. Drafting, formatting 
and approvals often created delays, which slowed 
down the overall response times to the public. 

C U S TO M E R  C A S E  S T U DY

Transport for NSW: 
Modernising Ministerial 
Correspondence and Customer 
Feedback Management 

For a government agency tasked with serving the 
community, timely communication was a key priority. 

Transport for NSW set out to modernise its 
correspondence processes with a clear goal: to provide 
faster, more consistent and accurate responses to 
constituents, while ensuring each Minister’s office could 
maintain its own style and preferences. 
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The new system has delivered several 
important improvements: 
 
Citizen experience: By streamlining 
workflows and approvals, 
correspondence progresses smoothly 
from case creation to delivery. This 
helps ensure citizens receive clear, 
timely, and personalised responses, 
reinforcing trust in the way Transport for 
NSW addresses public concerns.  
 
Efficiency: Automated steps such as 
changing a signatory now take minutes 
instead of requiring manual rework. 
Tagged, pre-approved content blocks 
also save staff time searching past 
responses, allowing correspondence to 
be drafted more quickly.  
 
Consistency: Shared snippets and 
content libraries ensure multiple team 
members handling similar cases use 
the same approved language, while 
still retaining each minister’s individual 
style and preferences. This balance 
maintains a consistent voice across 
correspondence without losing the 
distinct tone required by different 
signatories.  
 
Usability: For the first time, Ministerial 
offices can edit drafts directly within 
the system. This reduces back-and-
forth with departmental staff, speeds 
up approvals, and allows Ministers to 
personalise correspondence in line with 
their own style – helping responses 
reach citizens more quickly.  

T H E  S O LU T I O N
O U TC O M E

T H E  I M P L E M E N TAT I O N 

The project team had long relied on Salesforce as the 
central platform for case management. To strengthen this 
foundation, SmartCOMM™ was chosen to provide document 
generation capabilities. Because the two platforms are 
designed to work hand-in-hand, Transport for NSW was able 
to connect case management and correspondence creation 
without complex customisation. This alignment allowed staff 
to move seamlessly and efficiently from case handling to 
producing ministerial responses.

Key Highlights of the Solution:

Supporting multiple Ministers and signatories with 
different styles and preferences. 

Providing shared content libraries of pre-approved 
content blocks that are tagged and easily retrievable, 
allowing staff to quicky compose customised 
responses.  

Automatically routing drafts to Ministers for review and 
approval, with the ability to edit directly in the draft. 
This ensures responses move quickly through the 
process and reach citizens without delay.

Enabling automation for common tasks such as 
changing signatories or applying standard greetings 
and closings. 

Delivering outputs that retain the look and feel of a 
traditional signed letter, while enabling digital delivery.

The SmartCOMM implementation was completed over a three-
month period. Sauce Consulting, a Smart Communications and 
Salesforce Partner, played a key role throughout the project, providing 
technical guidance and implementation support.  

Because SmartCOMM integrates directly with Salesforce, staff could 
generate correspondence from a case record with just a few clicks. 
Automated flows simplified complex processes such as updating a 
signatory, which had previously required significant manual effort.  

The integration between SmartCOMM and Salesforce worked 
smoothly throughout, enabling case management and correspondence 
generation to function as a single, connected process. 



About Smart Communications
Smart Communications™ is a leading technology company focused on helping businesses engage in more meaningful 
customer conversations. Its Conversation Cloud™ platform uniquely delivers personalised, omnichannel conversations 
across the entire customer experience, empowering insurance companies to succeed in today’s digital-focused, customer 
driven world while also simplifying processes and operating more efficiently. Smart Communications is headquartered in 
the UK and serves more than 700 customers from offices located across North America, Europe, and  sia Pacific.

Conclusion
Looking Ahead

Transport for NSW continues to refine its approach, 
including strategies for archiving and cold storage to 
maintain long-term system performance. The modernised 
approach is an important step in the agency’s broader 
digital transformation journey, enabling it to better serve 
the community with efficient, consistent, and reliable 
correspondence management. 

Feedback from both 
departmental staff and 
Ministerial offices has been 
positive, with particular 
appreciation for the draft 
editor and the flexibility to 
personalise correspondence 
while maintaining consistency. 

Feedback


