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Customer Overview
Urban Outfitters, Inc. is an innovative specialty retail company 

offering a variety of lifestyle merchandise to highly defined 

customer niches in North America and Europe. Merchandise is 

sold in five brands: Urban Outfitters, Anthropologie, Free People, 

Terrain and BHLDN. Direct sales are made via integrated channels

including 238 company-owned physical stores, catalogs, call 

centers, mobile applications and websites; wholesalers include 

about 1,400 specialty stores and select department stores. The 

company was founded in 1970 and now has 8,880 employees 

worldwide. For the 12 months ending January 31, 2016, Urban 

Outfitters, Inc. posted $3.4 billion in revenue. The company is 

listed on the NASDAQ stock exchange (NASDAQ: URBN).
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Customer Overview
“With Accertify’s statistical model, you don’t have to be an expert 
or understand how to do deep analytics of fraud data. The solution 
does this for you and if you have significant challenges,
the model will help you achieve quantum leaps. Accertify’s model 
provides you with the insights you need to reduce fraud, capture 
more orders and provide customers with a better eCommerce 
experience.”

Bryan Whitney | Director Contact Center | Urban Outfitters Inc.
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Challenge
When Urban Outfitters, Inc. deployed Accertify® Fraud 

Management in 2009, the international retailer already had a 

large staff of fraud analysts. The formula was “high order review 

rate to stop fraud,” according to Bryan Whitney, Director Contact 

Center over direct channel fraud control at Urban Outfitters, 

Inc. The need was acute as eCommerce was rapidly growing and 

with the growth attempted fraud grew with it. Reacting to need, 

the company deployed Accertify’s solution to automate fraud 

management processes and get better results at identifying 

fraud. “We quickly got those results,” says Whitney. In addition 

to reducing fraud, the analyst team was able to be reduced 

from 17 to 7 people. Since then, Urban Outfitters Inc. has 

continued accruing benefits from Accertify Fraud Management, 

and subsequently deployed other Accertify solutions including 

Chargeback Management and Profile Builder.
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Challenge
“We’re always looking at ways to improve and have worked with 
Accertify on innovations like automated positive file and device ID. 
In 2015 we began asking Accertify about moving to the

next step of machine learning based on statistical models,” says 

Whitney. 

“Our new goal was to reduce the order review rate while holding 
fraud steady. We also sought to reduce eCommerce order 
cancellations caused by false positives.”
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Solution
Standard fraud detection relies on rules for evaluating transaction 

variables. The rules are executed by a fraud solution and generate 

scores, which in turn yield pass/fail decisions or referrals for 

manual analysis. In addition to rules, a statistical model such 

as logistic regression enables predictive outcomes based on 

the analysis of interactions between typically 15-20 transaction 

variables. A machine learning technique such as Gradient 

Boosting Machine (GBM) can analyze and leverage a significantly 

higher number of variables and improve predictive power. The 

GBM machine learning technique uses a series of decision trees, 

several layers deep in sequence. The analytical results enable 

more accurate identification of risk and require less human 

intervention. Urban Outfitters, Inc. deployed Accertify’s machine 

learning GBM model in late 2015.

“Accertify made recommendations based on our shared data 

and objectives,” says Whitney. “We felt confident in the predicted 

potential of GBM due to our long history with Accertify.” He says 

after deployment, the results exceeded expectations. 
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Solution
For example, holiday season purchases at Urban Outfitters, Inc. 

often are not frequent shoppers. These customers often purchase 

gifts with differing billing and shipping addresses and the orders 

can look like higher risk transactions. “In December, we saw a 51% 
reduction of order reviews, which was greater than we thought 

it would be,” says Whitney. Fewer reviews required less staff 

and kept orders flowing to the warehouse for faster shipping. 

False positive cancellations also fell, all enhancing the customer 

experience. “After the holidays, the review rate reduction was 

about 20% across all brands,” Whitney notes.

The statistical model has also allowed the company to change 

its approach in high risk regions. “We have stopped going after 

specific things governed by unique rules,” says Whitney. “Now we
let the machine learning model do it automatically and possibly 

pick up other valid orders.” In terms of decisioning maintenance, 
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Solution
“We’ve made only one change to scoring in four months,” says 

Whitney. And for operations, “Accertify’s statistical model reduces 

a lot of tedium in reviewing orders,” adds Scott Richard, Contact 

Center Manager. 

“Accertify lets us improve the process without having to ask IT to 
implement technical details within the order management system. 
Accertify’s solution does this for us.”
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Results
As a result of working with Accertify, Urban Outfitters, Inc. has accomplished its goal of effectively and efficiently reducing fraud. It has 

also achieved these other results:

With the statistical model, the order review rate has decreased across all brands 
by 20%. This reduction among brands varies between 50% to 4%.

Reduced order review rate

The solution’s fraud queue capabilities ensure manual reviews are required only 
for high-risk transactions, which eliminates time spent on low-risk, low-reward
activity.

More efficient use of time

During the 2015 year-end holiday season, which brings an increase in order 
transactions, the order review rate dropped 51%.

Reduced holiday review rate

Machine learning modeling enabled improved accuracy of risk prediction on high 
risk transactions and in regions with stringent personal data privacy laws.

Enabled better results in international regions

With the improved accuracy of Machine Learning, there was a reduction of false 
positives by 8%. This provided customers with a better purchasing experience 
and faster order fulfillment.

Cut false positives

Recent deployment of Profile Builder identified discount abuse and Chargeback 
Management has improved productivity by about 45%.

Ancillary benefits

Reduced team of fraud analysts by 82%.
Reduced labor cost of detecting fraud

“As Accertify’s first major retail customer, Urban Outfitters, Inc. has long reaped the associated benefits of fraud reduction and efficient chargeback 
management. To further improve profitability of eCommerce, our fraud team has moved from a rules-based approach to machine learning statistical 
modeling. We experienced immediate results after the model went live. The drop in order reviews is running about 20% and false positives shrank by 8%. 

Accertify is the easiest way to reach our goals with fraud reduction while reducing the labor cost of achieving that result.”

Bryan Whitney | Director Contact Center | Urban Outfitters Inc.
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