
Better packaging improves 
the customer experience 
from the wheels up.

Case Study:  
CARiD.com 
CARiD.com is a full-service, parts and 
accessories website that caters to automotive 
enthusiasts worldwide. They carry more than 
700 brands and two million products to outfit 
virtually any vehicle, and they maintain one 
of the largest selections of aftermarket wheels 
and tires.

Challenge
CARiD.com was averaging 200 returns 
annually because high-value, chrome wheels 
were arriving scraped and scratched. Not only 
were customers upset about these cosmetic 
damages, but CARiD’s hard-earned reputation 
was getting scuffed, too.

Solution 
The UPS Package Design and Test Lab 
thoroughly analyzed CARiD’s existing 
packaging procedures and developed a new, 
state-of-the-art protective packaging process. 

Results
Today, very few wheels are returned  
because of damage that occurs in shipping. 
And CARiD’s reputation among car aficionados 
has been fully restored.



The UPS Package and Design Lab: 
Engineering packaging as sophisticated 
as the wheels it protects.
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When car enthusiasts trick out their 
rides, they expect each part to be 
pristine. The slightest imperfection  
is simply unacceptable. 

“For true car people, custom wheels and 
tires are a very emotional purchase,” said 
Mark Atwater, Director of Vendor Relations 
at CARiD. “If they arrive less than perfect, 
it’s a really bad day for everybody.” With 
aftermarket wheels running anywhere from 
$500-$5,000 each, the excitement and 
anticipation levels of the customer can get 
pretty revved up. 

On average, CARiD handled 200 returns 
annually of custom wheel and tire orders 
that had been damaged during packing 
and shipping. Even though this was a small 
percentage of all shipments, the company 
understood it was more than just a hassle 
for customers. It was a problem for CARiD’s 
business operations, too. “We’re dedicated 
to customer loyalty and the best shopping 
experience in the business,” said Mark.  
“So this was doing damage to our brand.”

Handling returns, for aftermarket wheels 
in particular, is a labor-intensive process, 
requiring additional warehouse and 
customer service resources. Even if three out 
of four wheels in an order are undamaged, 
temporary storage space is required while 
a replacement wheel is ordered. This can 
take up to six weeks for some custom-built 
wheels. Time, money and resources are 
wasted, and customers’ patience is tested.

Mark suspected that CARiD’s packaging 
process or packing materials might be part  
of the problem. 

“They were putting a ton of effort into 
safe packing,” recalled Craig Yvonnet, UPS 
Account Executive for CARiD. “Mark’s a real 
detail guy, and he thought they were doing 
an adequate job of packing.”

“But we weren’t,” added Mark.

Craig explained CARiD’s challenges to the 
UPS Package Design and Test Lab, a unique 
testing facility where certified engineers use 
leading-edge technologies to simulate real-
world package transport scenarios. There, 
UPS conducted a comprehensive series of 
tests to identify the problem. “It was like that 
old luggage commercial where the gorilla 
slams the suitcase all over the place,” said 
Mark. “That’s pretty much what the people 
at the UPS Package Lab did.”

“We learned that something as simple as 
a wheel rubbing against cardboard can 
damage the chrome,” said Craig. After three 
rounds of testing, UPS and CARiD agreed on 
a combination of foam, protective dividers 
and layers and multiple boxes that formed 
a two-inch barrier around the product. This 
system was specifically designed to reduce 
the vibration and float that causes scuffing, 
scratching or more serious damage.

It’s a packaging solution that likely gives 
CARiD’s products the best protection in the 
business. “I sent a set of wheels to myself,” 
Mark said. “It took me 25 minutes to unwrap 
them! Yeah, it costs more to pack this way. 
But our business starts with customer 
satisfaction, so cost doesn’t really matter.”

The meticulous packaging, along with  
other warehouse process improvements, 
enabled CARiD to dramatically reduce 
returns. “You can probably count them on 
one hand,” said Mark. Now if someone has 
to return a wheel, CARiD will even ship the 
appropriate packaging materials right to the 
customer, along with instructions on how  
to pack the product. 

And while they’re dealing with far fewer 
returns today, CARiD is getting a lot more 
of something else. “The online chat room 
community works both ways,” said Craig. 
“Now they’re getting a ton of glowing posts.”

Find out how UPS can help deliver packaging innovations that drive revenue.  
Visit ups.com/aftermarket.

Comprehensive UPS 
services help keep CARiD 
running smoothly.

In addition to the UPS Package 
Design and Test Lab, CARiD takes  
full advantage of its relationship  
with UPS:

UPS WorldShip® 
UPS also provided a dimensional 
scale, called a Dimensionalizer, 
that enables CARiD to input precise 
package dimensions and weight 
directly into their WorldShip system, 
which is also fully integrated into 
CARiD’s ERP system. “Our warehouse 
is much more efficient than when  
we were manually entering 
dimensions,” says Mark.

Branded Shipping Labels 
Special CARiD-branded UPS® shipping  
labels provide a customized 
marketing touch on every shipment. 


