
Pitney Bowes Case study: Allbirds Inc. 1 of 4

Commerce solutions,
from the Craftsmen of Commerce

Allbirds takes flight with  
Pitney Bowes shipping  
and returns.

Overview
Allbirds was created with a vision to do things differently. The 
maker of sustainable Merino wool shoes referred to as “the world’s 
most comfortable shoes,” launched its website in March 2016 with 
the following pledge to its customers: “Try our shoes for 30 days, 
and if you aren’t completely over the moon, we’ll take them 
back — no questions asked.” Confident that people would love  
their shoes when they tried them, Allbirds didn’t charge for 
shipping or returns. 

Client profile
Allbirds Inc. 
allbirds.com

• Created with a vision to do  
things differently

• Strives to make shoes that look  
great and feel amazing throughout 
the entire day

• Has achieved B Corporation 
certification, meaning they meet 
rigorous standards of social and 
environmental performance, 
accountability, and transparency

• Based in San Francisco, CA Business challenge
The Allbirds team and their customers soon realized the limitations of the Allbirds 
manual returns process. To initiate a return, Allbirds customers had to first call 
the contact center, then Allbirds would process a label and email it to the 
customer. Customers were unhappy, and the process was costly and time-
consuming for Allbirds. To make matters worse, customers could not track their 
returned packages or their refunds.

Allbirds needed a way to give the customer more control by streamlining the 
returns process, eliminating the need for shoppers to call customer service and 
providing more visibility into the status of the return.

https://www.allbirds.com/
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Solution
Allbirds evaluated a number of returns 
companies and chose Pitney Bowes, 
impressed with the scale the company 
could provide and their experience 
working with leading retail brands.

The retail startup began by 
implementing Complete™ Returns 
powered by SmartLabel®  
technology, creating a more 
streamlined internal returns process 
while providing a seamless returns 
experience for shoppers.

SmartLabel technology provides 
end-to-end tracking at every 
step,  including first mile pickup 
through the United States Postal 
Service (USPS). Customers simply  
affix the SmartLabel return label to 
their package and hand it to their 
postal carrier or drop it in any USPS 
mail station, with no customer service  
call required. 

By integrating the Allbirds and USPS 
systems, Pitney Bowes was able to 
provide Allbirds and their customers 
with visibility into the status of every 
package, while providing a consistent, 
branded experience. The easily-
accessible tracking information 
improved customer service and 
minimized inbound inquiries to the 
Allbirds call center. Once returns 
arrived at the warehouse they were 
processed in 24 hours, and customers 
could see their refund was headed 
their way. 
 

“Beyond the cost-savings we’ve 
experienced with Pitney Bowes 
Complete Returns, we've also gained 
better visibility and management of 
the entire returns process,” explained 
Halil Gursoy, Director of Supply Chain 
for Allbirds. “Now that we know what 
inventory is coming back, we plan to use 
that data to more effectively staff our 
warehouses and save on labor costs.”

As its business grew, so did Allbirds’ 
relationship with Pitney Bowes.  
Pleased with how things were going  
on the returns side, the retailer 
partnered with Pitney Bowes to 
implement new shipping options that 
proved more cost-effective than the 
third-party warehouse solutions it had 
previously used for deliveries. 

Gursoy explains how the company 
tested Pitney Bowes shipping 
capabilities before rolling it out 
nationwide. “We tested it in several 
regions to get feedback from our 
customers and found that they didn’t 
see a difference in the experience,  
yet it was more cost-effective for us 
and much better operationally. Not 
only did Pitney Bowes provide better 
data than the competition, their 
openness to test their service with no 
strings attached was especially 
attractive. They were confident that 
once we tested their shipping solution, 
we’d like it — and they were right!” 
 
 
 

“ Pitney Bowes acts as 
logistics consultants to 
Allbirds. Their team looks 
for the best solutions for 
us, not what’s best for 
them. They even educate 
us and give advice on 
projects we’re not 
working on together,  
but where they have 
extensive knowledge.  
This has been invaluable 
to our team.”

—  Halil Gursoy, Director of Supply Chain, 
Allbirds
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 “Our previous network didn’t give  
us much visibility into package 
shipments,” Gursoy says. “There was 
one scan when the package was 
shipped and another right before 
delivery. With Pitney Bowes, we have 
much more tracking information, 
putting our customers’ minds at ease 
when they want to know where their 
package is and when they can expect 
it to be delivered.”

Pitney Bowes was pivotal in helping 
Allbirds achieve their goal of being  
able to ship to any location in the U.S. 

with 95 percent of those deliveries 
arriving in a 3-day window. In  
addition, shipping changes such as 
moving pickup times were much 
simpler with Pitney Bowes and didn’t 
require changing any of Allbirds’ 
labeling structure.

With its new shipping and returns 
solution in place, Allbirds is now 
evaluating SmartLabel+, a new 
ecommerce returns solution that 
drives greater efficiency and cost 
savings while delivering better 
customer experiences. 

SmartLabel+ drastically simplifies 
returns for retailers and brands by 
utilizing industry-leading tracking 
technology and a nationwide network  
of facilities to move processing closer 
to the customer. This helps retailers 
issue credits, ship exchanges and get 
inventory back into active stock  
much more quickly. 
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For more information,  
visit us online: 
pitneybowes.com

Benefits
Working with Pitney Bowes not only 
transformed the Allbirds returns 
process. The retailer is now also  
able to provide more flexible and 
competitive delivery pricing options 
while improving tracking visibility. 

These new pricing capabilities have 
become critical with the introduction 
of dimensional weight pricing (DIM) by 
UPS and FedEx. These carriers use 
package dimensions, rather than 

weight, to price all ground service 
packages. This is a disadvantage for 
retailers like Allbirds who ship 
lightweight packages.

Allbirds has also been able to expedite 
some transit times thanks to a new 
Sunday pickup that will help get 
packages to shoppers even 
faster — especially helpful during  
the busy holiday season when 
every day counts.

Technology used
• Pitney Bowes Complete™ Returns 

powered by SmartLabel®
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“ Beyond the cost-savings 
we’ve experienced with 
Pitney Bowes returns 
management, we also 
gain better visibility and 
management of the 
entire returns process. 
Now that we know what 
inventory is coming back, 
we plan to use that data 
to more effectively staff 
our warehouses and save 
on labor costs.”

—  Halil Gursoy, Director of Supply Chain, 
Allbirds

http://pitneybowes.com

