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Customer Overview
Rentalcars.com is the world’s largest online car rental service, 

arranging rentals in over 49,000 locations worldwide. Customers 

in 163 countries are served by a website available in 40 languages 

and multiple currencies. All customers have access to multilingual 

support by phone or email. As a web-based booking agent, 

Rentalcars.com contracts directly with all the major international 

and national rental car fleet owners. The company was founded 

in 2004 and is headquartered in Manchester, UK with more than 

1,300 employees from 72 nationalities. Rentalcars.com is part of 

The Priceline Group of companies, whose shares are publicly traded 

(Nasdaq:PCLN).

“Accertify’s Fraud and Chargeback Management solutions have proven 

to be very flexible, reliable and effective solutions for Rentalcars.com. 

Our fraud cost declined quickly after the go-live date, chargeback 

reductions are accelerating and we continue seeing improvements 

three years after deployment.”

Julie Nauwelaers | Loss Prevention Manager | Rentalcars.com
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Challenge
Rentalcars.com is a web-based broker of car rentals, so ensuring 

the acceptance of transactions by good customers while 

minimising fraud is critical for the bottom line. By 2013, significant 

growth in year-to-year transaction volumes triggered a corporate 

push to systematically address associated growth in fraud and 

chargebacks – particularly ways to automate these processes 

with scalable solutions. “One challenge was lack of data,” says 

Julie Nauwelaers, Loss Prevention Manager at Rentalcars.com. 

“We collect very little customer data on our online bookings so it’s 

difficult to spot fraudulent transactions and produce documents 

that may be required to challenge chargebacks.” Another issue 

for data that was collected stemmed from a manually created 

list of bookings by specific criteria generated four times a day in 

a Microsoft Excel spreadsheet. The list took 20 minutes to sort 

and offered no flexibility for checking the transaction status at 

different times of the day. As transactions grew, the unscalable 

spreadsheet approach was going to be an untenable solution for 

the business. “The manual system was horrendous! Clearly, we 

needed a better solution for managing fraud and chargebacks,” she 

notes. 
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Solution
Once Rentalcars.com decided to move forward, change was 

swift. “We were aware of alternative solutions and chose Accertify 

because its fraud and chargeback management solutions promised 

a fast implementation and even faster return on investment,” 

says Neil Barnes, Chief Financial Officer at Rentalcars.com. 

Initial discussions began in November 2013 and the Accertify 

Interceptas® Data Management Platform went live less than three 

months later. Deployment was quickened with the assistance 

of the Accertify Professional Services team. “Accertify suggested 

rules and we spent about a week tweaking them, getting used 

to the system and getting into our rhythm with the tool,” says 

Nauwelaers. “We gained confidence very fast and the results 

showed quickly.” 

The rules are optimised to work with the small set of data 

captured by Rentalcars.com. “Accertify’s ability to recognise 

trends with little data is crucial to our goal of reducing fraud, says 

Nauwelaers.” Since deployment, chargebacks were reduced by 

23% she says - while the business was experiencing strong growth 
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Solution
in transaction volume. “We accomplished this without having to 

add staff,” says Nauwelaers. “Accertify put us in charge of fraud 

screening instead of us waiting for reports to come in and react to 

them. Now we can track everything.”

Rentalcars.com’s use of the Accertify Chargeback Management 

solution quickly solved a problem unique to online brokers. “The 

chargeback process requires documents that we do not collect since 

we simply book the car, not provide it,” says Nauwelaers. “Accertify 

has massively simplified the chargeback process and made it 

much easier for us to defend them.” She says chargebacks began 

immediately dropping after deployment.  

Nauwelaers attributes much of their success to Accertify 

Professional Services. “The Professional Services team provided 

us with pure, clean and authoritative training,” she notes. “When 

we need help, Accertify’s fraud team is brilliant and provides a fast 

response. This helps make our team members more efficient and 

effective.”



6Rentalcars.com Case Study

Solution
“We’re very happy with Accertify because its solutions let us keep 

everything in house and be fully managed from our end,” says 

Nauwelaers. “The rules are easy to change and if we spot a new 

trend, it takes just two minutes to implement a change. Finally, 

we’re big on the solutions’ ease of use and have never had any 

downtime.”
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Results

Since deployment, the solution reduced fraud losses even while transaction 
volume grew by 23%.

Achieved scalable fraud control.
With Accertify, Rentalcars.com has automated fraud management to enable 
faster, more effective decision making by fraud analysts – while eliminating a 
significant burden of manually processing risk data with spreadsheets.

Automated payment risk management.

Rentalcars.com collects very little data from customers, but Accertify allows it to 
build rules that recognize fraud trends even when data is scarce.

Reduced fraud without much data.

Rentalcars.com cut the chargeback per transaction ratio by 23% and 
substantially simplified managing and executing associated processes.

Cut chargebacks by 23%.

The use of Accertify Professional Services helps Rentalcars.com efficiently train 
new skills by employees and provides expert assistance for tuning fraud rules.

Augmented staff skills.

The solution keeps fraud and chargeback management in house and in control 
by Rentalcars.com team members. Urgent changes can be made in minutes, 
24x7.

Put Rentalcars.com in control.

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

these other results:

“Accertify solutions are very clear and easy to use on a day-to-day basis. The solutions, along with expert guidance by Accertify Professional 

Services, have really helped us streamline our processes. The link search tool in the Interceptas® Platform is particularly handy, and the 

shared negative lists really add value.”  

- Fraud Analyst at Rentalcars.com
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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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