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Customer Overview
Founded in 1914, Greyhound Lines, Inc. is the largest provider of 

intercity bus transportation in North America. It offers scheduled 

passenger service to about 3,800 destinations, with 18 million 

passengers travelling 5.5 billion miles every year. Greyhound 

also provides package delivery and charter services. It has three 

operating subsidiaries in the U.S. and interline partnerships with 

independent bus lines serving smaller towns. Amtrak passengers 

use Greyhound to connect to cities not served by rail. Greyhound 

subsidiaries also serve millions of passengers in Canada and 

Mexico. Greyhound has about 7,500 employees and generated 

$1.02 billion in revenue in 2012. The company is a subsidiary of 

FirstGroup plc, which is a leading transport operator in the U.K. 

and North America with revenues of more than £6.9 billion per 

year and about 120,000 employees; it transports more than 2.5 

billion passengers every year.
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Challenge
Greyhound Lines, Inc. is the largest provider of intercity bus 

transportation in North America. Greyhound has modernized 

delivery of services to include e-ticketing, which starting in 2006 

allowed passengers to purchase tickets on its website and print 

them in advance of going straight to the departure gate. By 2009, 

fraudsters had targeted Greyhound by using stolen credit cards 

to buy e-tickets, and then reselling these at a discount via Craig’s 

List or in face-to-face transactions. Chargebacks grew from about 

$2 million in 2010 to about $4.5 million in 2012, according to 

Jennifer Olivares, Sr. Manager, Sales & Credit Card Accounting at 

Greyhound.The chargeback rate would periodically graze over 

1%, risking company placement on card brand watch lists with 

attendant fees and penalties. There was no effective process for 

managing the fraud, and chargebacks were processed manually, 

so Greyhound decided to find a comprehensive, automated 

solution to lower website fraud and chargebacks.
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Solution
The process of finding a solution began when American Express 

introduced Greyhound to Accertify during an annual review. After 

conducting market research and analyzing technology options, 

Greyhound opted to go with the suite of Accertify solutions, 

including Accertify Fraud Management, Accertify Chargeback 

Management, and Accertify Payment Gateway. Since Greyhound 

was new to automation of fraud and chargeback processing, the 

company turned to the experience and expertise of Accertify 

Managed Services to deploy and manage the solutions. As 

witnessed by other Accertify customers, the higher rate of 

transactions processed by Managed Services often delivers better 

fraud control and lower chargebacks, as opposed to a single 

customer managing everything in house.

Greyhound has pursued a staged implementation of Accertify 

solutions. Fraud Management was deployed on the Greyhound 

website in January 2013. Subsequently, fraudsters shifted their 

efforts to Greyhound’s call center, which was not yet integrated 

into the Interceptas® Data Management platform, the foundation 
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Solution
for Accertify’s complete portfolio of fraud, chargeback and 

payment services solutions. “In January, 13% of fraud losses were 
in the call center; that grew to 75% as we reduced website fraud,” 

says Olivares. Greyhound is currently implementing a web portal 

that will integrate the call center sales channel with the platform. 

Greyhound is also in the process of implementing Accertify’s 

Payment Gateway solutions and plans to deploy it by the end 

of 2013 to automate payment processing and achieve further 

operating efficiencies.
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Results

With Accertify Chargeback Management, Greyhound cut chargebacks by 59%, 
since April 2013.

Reduced chargebacks. 

 Greyhound’s dramatic reduction of online fraud eliminated the potential for fees 
and penalties from card brands.

Solidified standing with card brands. 

With the reduction in online fraud, Greyhound has been able to ensure available 
space on buses for legitimate customers.

Improved route operating efficiency.

As a result of working with Accertify, Greyhound has accomplished its initial goal of reducing card fraud on its website. It has also achieved 

these other results:

“Accertify has given Greyhound the ability to fight fraud without negatively impacting our customers. Our EBIT [earnings before interest 
and taxes] has improved, and we have more seats on our coaches available for passengers who honestly paid for tickets. It’s a win for the 
company and our customers!”

- Andy Kaplinsky | Chief Financial Officer | Greyhound Lines, Inc

With Accertify Chargeback Management, Greyhound cut chargebacks by 59%, 
since April 2013.

Reduced chargebacks. 

Accertify Fraud Management cut online fraud chargebacks 90% in the first seven 
months.

Cut online fraud chargebacks by 90%.

Greyhound achieved a Return On Investment in the first four months, putting 
them on target to hit their annual estimate of $884K.

Fast ROI.

With Accertify managed solutions, Greyhound has fully automated fraud 
management, chargeback management, and soon payments processing.

Automated Payment Risk Management. 
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Results
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“Accertify is a class act organization who knows their business and hires individuals who are knowledgeable and capable of delivering 
excellent customer service. From sales to managed services, Accertify understands the value of partnership and the effect of positive results.”

- Michelle Ryan | Director, Field Operations  | Accounting & Compliance



Contact Marketing 
marketing@accertify.com

Accertify, Inc., a wholly owned subsidiary of American Express, is a leading provider of fraud prevention, digital identity, device intelligence, chargeback management, and payment gateway solutions to customers spanning diverse industries worldwide. Accertify’s suite of 
products and services help companies grow their business by driving down the total cost of fraud, simplifying business processes, and ultimately increasing revenue. For more information, please visit www.accertify.com
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