
The quicker medical mail is delivered, the sooner doctors 
and medical professionals can act. So an efficient mail 
delivery operation at Auckland Hospital is an essential 
service on which the lives and well-being of thousands of 
people depend every day. If new technology can speed up 
mail delivery then its impact can make a real difference.

Converga (a division of Datamail Ltd, owned by New 
Zealand Post) contract to New Zealand’s largest hospital to 
receive, sort and deliver external (postal) mail along with 
internal mail being sent between departments.

Operations Manager Chris Boyce was hoping for a 
noticeable  benefit when Converga introduced a Segway 
PT to their outdoors round in November 2008. What he 
wasn’t expecting was such a spectacular improvement in 
the quality of service they provide to Auckland Hospital.

Three times faster mail delivery
“The old mail run took about an hour on foot. Using our 
Segway PT it takes 20 minutes, tops. That’s a 300% 
increase in efficiency, and that is only part of the story - it 
gets even better...” he says.

“We used to do three rounds per day - morning, midday 
and afternoon, taking 3 hours in total. Now we do six or 
even seven rounds per day, taking only 90 minutes in total. 
Let me explain why that’s a really significant improvement. 
Firstly, on each round hospital staff are getting their mail 
up to 40 minutes sooner than before, so they can act on 
results faster.”

Double the mail runs in half the time
“Secondly, we’ve at least doubled the number of internal 
times mail is getting picked up and delivered every day, so 
in some cases mail gets to where its going 2 or 3 hours 
quicker than before.”

“Thirdly, one of our staff has saved 90 minutes of time per 
day. This is time he can spend in the mail room helping 
with sorting, taking the pressure off our other staff. And 
that makes everyone on the team happier.”

“And fourthly, doing the outside mail run has gone from 
being the most disliked job to being the favourite job. The 
outside run was 2km of walking to 7 different buildings, 
located all around the perimeter of the site, up and down 
some pretty steep hills carrying mail in a shoulder bag. It 
wasn’t much fun, and no one liked doing it. On the Segway 
PT the mail is carried in waterproof, lockable side cases, 
and the PT has no trouble gliding up even the steepest hills.”

Auckland Hospital delivers 
internal mail 300% faster
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Urgent mail response times slashed
In addition to scheduled mail runs, Converga is responsible 
for collecting and delivering urgent mail on demand, 
anywhere on site. Using the Segway PT, response and 
completion times have been slashed from 10-to-15 minutes 
down to just a few minutes.

“The Segway PT has been so successful on the outside run 
that now we’re looking at using more PTs on the inside 
routes. Because the outside route already includes some 
internal riding through buildings and up and down inside 
lifts (elevators), we already know how easily the PT navigates 
corridors filled with people, gurneys and other equipment.”

How it happened
Building on two years of mail delivery success using Segway 
PTs at the University of Canterbury, Segway New Zealand 
approached Converga’s General Manager Grant McKenzie. 
Auckland Hospital was identified as the first site for a 
practical demonstration, not only to Converga staff but also 
to Auckland District Health Board hospital management. 
They wanted to be sure that the Segway PT was going to be 
a safe and appropriate solution to operate on the grounds of 
New Zealand’s busiest hospital. As soon as they saw the 
Segway PT in operation, observed its active safety features 
and small footprint, they were convinced it was well-suited. 
Segway New Zealand provided all of the independent safety 
studies that had been completed by agencies and 
governments worldwide that concluded the Segway PT is 
safe for use in busy pedestrian spaces. Also provided was a 
Health & Safety Program (rules of operation) template that 
Converga could easily adapt for use at this specific site.

Operations Support Manager Mike Dunshea selected a 
white Segway i2 complete with a Front Bag and a pair of 
side Cargo Cases fitted over the fenders. The PT has built-in 
reflectivity on the front, sides and rear, and Segway NZ 
suggested adding additional SEGWAY reflectivity to the 
LeanSteer Frame and  on the rear battery to maximise 
visibility (and to also answer questioning looks from any 
passer-bys who’ve never seen a Segway PT before).

Introducing the PT to the workplace
To introduce this new technology to the workplace, Segway 
New Zealand offered a PT for a trial period of several days. 
On the first day staff were trained to ride, then supervised 
while riding the delivery route so they could be shown how 
best to complete it efficiently.

Concludes Boyce: “The Chief Executive of the hospital is 
really impressed with what we’ve achieved simply by 
introducing a single Segway PT into our operation. We 
operate here under a contract, and it 
comes up for tender regularly. The PT 
has improved the quality of the service 
we’re delivering, and reduced our costs 
too. So it’s helped strengthen and 
secure our business for the future. 
Based on our success here I’m sure 
Converga will introduce PTs at many of 
our other sites too.”

The Challenge: 
• Deliver mail faster
• Increase number of 

mail runs per day
• Speed up special call-

outs for urgent mail

The Solution:
• Segway PT i2 CargoMail Delivery

Auckland Hospital 
is New Zealand’s 
largest and busiest.



When Chris Hawker saw security guards in action on 
Segway Personal Transporters (PTs) at Atlanta Airport he 
knew he’d found the solution to at least two pressing 
problems back home.  As newly appointed Manager of 
Services at the University of Canterbury, New Zealand, he 
had already identified the University’s internal mail 
delivery and on-campus security as areas that required 
urgent improvements.

Segway New Zealand provided PTs for a trial in July 2006, 
and right from the start the units exceeded expectations. 
In September two units were purchased and implemented 
as a key improvement to the way mail was being delivered 
to the many buildings on campus.

Out with the old
The traditional method of delivering mail used heavy trays 
of pre-sorted mail that were carried into buildings by hand 
from two mail vans parked nearby. Also in use were deep, 
high-sided trolleys that were pushed from the mail room to 
buildings. These no longer met Occupational and Health 
Safety standards. They were hard to push and very heavy 
(40kg plus 30kg of mail), and it was especially difficult for 
shorter staff to reach down into them to retrieve mail.

The day the Segway PTs arrived was the day the trolleys 
and the largest of the two vans were retired from service.

Faster delivery
The Mail Room has four employees, and three mail runs 
are performed daily - morning, midday and afternoon. The 
morning run was reduced from 50 minutes to 30 minutes, 
so staff at the University get their mail delivered earlier. 
Similar improvements were achieved on the other two 
runs. These are significant improvements in both 
productivity and the quality of the internal mail service.

Big savings
“We’re saving a lot of money. Just one year of running 
costs alone for that petrol van we got rid of paid for the 
purchase cost of the two PTs. The running costs of the 
zero-emission PTs is insignificant by comparison. On this 
basis alone I can’t think of a stronger or more compelling 
business case” says Hawker. 

Happier staff
He recognised the importance of ensuring that staff were 
involved with the introduction of this new technology. 
“Right from the start I got the staff excited about looking 
at new ideas. This was really important, because at that 
time Segway PTs were still considered very futuristic.”

PTs reduce costs and speed mail 
delivery at University of Canterbury
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PT use expanding on campus - 
Security, Custodians & more
From the outset, Chris Hawker envisaged “a wider 
picture, with Segway PTs being used in many roles, not 
just mail.” His University was already taking a leadership 
position in sustainability, and when the Segway PT was 
assessed it met key criteria including emissions 
reduction and minimum total-cost-of-ownership.

In November 2006 two Segway x2 models entered 
service to improve security on campus. When the 
University tendered a new security contract it required 
the private security company to provide and maintain 
two x2’s in service at all times.

In their first year these PTs had each travelled more 
than 10,000km - or the distance from New Zealand to 
UK. That’s an average of more than 25km per day - 
three times the distance a security guard typically walks 
on foot patrol. Segway PTs have contributed a very 
visible increase in security presence and delivered 
improved student safety on campus.

In mid-2008 a fifth PT entered service for use by 
Custodians. Fitted with tool-boxes, the cargo carrying 
capabilities of this PT enables staff to carry a full 
selection of tools and commonly required replacement 
parts at all times.

Additional Segway PTs are expected to be added to the 
Universities fleet in the future.

The general trend in mail is a decrease in letter volumes and 
an increase in parcels and packages - and thus an increase 
in the total weight and bulk of mail that needs to be carried. 
Increasingly heavier trays were leading to workplace 
accidents, exhaustion and dissatisfaction.

The introduction of Segway PTs fitted with custom designed 
mail bags has resolved all of these issues. Further, not only 
has there been a big improvement in staff morale, reports of 
pain from lifting have stopped. “Two years later, I still see my 
staff really enjoying using the PTs” observes Hawker.

New routes
The retirement of the large van enabled new routing options 
to maximise productivity. Because the Segway PT is easy to 
control, can turn on the spot (zero turning radius), pass 
through standard width doorways and use lifts (elevators), 
there is no impediment to delivering mail anywhere on 
campus by the most direct route. Also, the entire campus is 
wheelchair accessible, and PTs make use of these facilities. 
The PTs are fitted with standard non-marking tyres and are 
used in all weather conditions, including frost.

Concludes Hawker: “Without a doubt, the Segway PTs have 
improved our operational process, the timeliness and 
quality of the services we provide, and the health and safety 
of our staff. They’re also helping us meet our sustainability 
goals.”

The Challenge: 
• Deliver mail faster
• Reduce operational 

costs, heavy lifting 
and emissions.

The Solution:
• Segway PTs fitted with 

custom mail bagsMail Delivery


