
Challenge:
As one of America’s largest mobile 
e-commerce websites and fastest-
growing companies, RealTruck prides 
itself on customer service. However, 
with rapid growth the company’s flow 
of order-fulfillment information and its 
returns process wasn’t keeping up with 
customer expectations. Manual data 
entry, delayed updates and repeated 
email follow-up was damaging the 
customer experience.

Solution:
UPS® delivered application programming 
interfaces (APIs) to solve both challenges.  
A tracking interface provides product 
availability, tracking and shipping infor-
mation direct from suppliers, keeping  
custom ers informed and reducing service 
calls by 15 hours a week. A second inter-
face syncs with UPS Returns® to generate 
labels that are sent via one email, cutting 
returns processing from four weeks to 
four days.

 RealTruck stomps on  
the “growth accelerator”
Online trailblazer strives for superior customer service, 
including returns
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Proving skeptics wrong
When it comes to customer service, RealTruck 
aims for amazing. That’s been standard since 
day one. Having grown quickly since its begin-
nings, the company’s commitment to service  
is still winning customers.

The Jamestown, N.D.-based company was 
founded in 1998 when many people said 
consumers would not purchase accessories  
for their truck, car or SUV over the Internet. 

But RealTruck’s innovation has proven skeptics  
wrong, recently earning a spot on Inc. magazine’s 
2013 list of America’s 5,000 fastest-growing 
companies, as well as Internet Retailer’s Mobile 
500 Guide rankings of both the fastest-growing 
(number eight) and largest (number 304) mobile 
e-commerce websites.

Though this growth has been good for business, 
it’s put a strain on customer service, especially 
in handling order information and returns. 
RealTruck needed help with its cumbersome 
processes to help ensure it continued to live  
up to high customer expectations.

Connecting with suppliers
As a purely online retailer, RealTruck has 
no inventory and relies on suppliers to ship 
products directly to its customers. Getting 
information from these suppliers about prod-
uct availability and when items were shipped 
required manual data entry and monitoring  
by RealTruck staff, keeping customers waiting 
for updates and employees fielding calls  
about the orders.

But with the integration of a UPS tracking 
API, RealTruck communicates directly with its 
suppliers, customers and UPS. When a supplier 
is identified and order placed, RealTruck and 
customers are notified using UPS tracking 
technology. Now customers stay informed, 
knowing what’s in stock and when it will 
ship, receiving tracking numbers and invoices 
without delay. More efficient data flow has cut 
customer service calls by 15 hours per week.

Renovating returns
RealTruck’s returns process also had failed 
to grow along with the company, proving 
inefficient and time-consuming, and creating  
a greater chance for error. Staff first had to log 

in to the UPS website and enter the tracking 
number and return label information. Next, 
they had to copy over the customer and vendor 
information, estimate the product’s dimensions 
and weight, and select the shipping method  
for the customer.

Then, there was follow-up. “With each return  
we might hit the customer with five emails 
over four weeks, looking for information,” 
explains Debi Reberg, RealTruck’s customer 
loyalty man ager, or “director of happiness,” as 
she calls it. “We allowed seven days between 
emails, but at some points it felt like we were 
harass ing the customer to get the item back.”

RealTruck staff began working with UPS to look  
for a returns solution. The company incorporated 
UPS Returns and its API so the RealTruck and 
UPS software could communicate with each 
other. Now RealTruck, not its customers, takes 
control of returns.

When a customer wants to return an item — as 
tiny as a light bulb or as large as a snowplow — 
RealTruck’s employees create a return shipping 
label with a single click. The software pulls all 
of the required information from the original 
order automatically.

“We email the label to the customer. They print 
it, tape it to the box and drop it off [at any UPS 
pickup site],” Reberg says. Once the package 
is picked up and scanned, the tracking number 
auto-populates in RealTruck’s system, and the 
company can process the refund or exchange.

“Our customers appreciate the speed and accu-
racy of receiving their label. They are excited 
about using UPS, as there are so many places  
to drop off their package, adding to the conven-
ience and reducing the ‘hassle’ of returning  
an item,” Reberg says.

RealTruck used to offer a discount on return 
shipping. With the new, streamlined process, 
shipping is now offered free, a perk that sets 
the company apart from competitors. “While 
providing this service does impact our bottom 
line, it balances out with improved customer 
satisfaction,” Reberg says.

The company has cut the time it takes to proc ess 
a return from four weeks to four days. And with-
out having to spend time pestering customers 
about returns, the customer service team at 
RealTruck saves one to two hours each day.

Reaching out to customers
Freeing up time means the RealTruck staff can 
focus on the company’s Serendipity Project, 
which provides the extra-special customer 
service touch and has included sending per-
sonal thank you cards, T-shirts, caps and fuzzy 
dice to customers. And certain situations call 
for special deliveries. RealTruck sent chicken 
soup to a loyal customer who was sick and 
flowers to a customer whose truck was totaled, 
which left the customer amazed.

One happy customer recently wrote: “This is 
one of the best online buying experiences I have 
ever had. RealTruck has a customer for life.”

Statistics back up the anecdotes. RealTruck’s 
customer overall net loyalty and Customer 
Support Satisfaction Information from Bizrate 
went from 74 percent in 2012 to 77 percent 
in 2013, besting the industry average of 73 
percent by four points.

Reberg attributes the uptick in customer service 
satisfaction to the improved processes. “We 
feel that customers who are satisfied are good 
customers, and customers who are wowed  
are even better customers.”

RealTruck 
Value Proposition
UPS APIs keep customers in the loop 
and improve their experience:

•  Simplifies processing by syncing 
with supplier and UPS systems for 
improved data flow and immediate 
order visibility

•  Sends real-time notifications 
of shipment to customers, and 
RealTruck can send invoices faster

•  Saves time and improves accuracy 
by retrieving information from 
original orders to create return 
labels to email to customers

•  Improves the returns experience, 
allowing customers to leave pack-
ages at any convenient UPS drop-
off location

•  Expedites refunds and exchanges  
by entering the return package into 
the company system when picked 
up and scanned

To learn more about UPS Autogistics solutions for aftermarket parts retailers, visit ups.com/autoretail.


