
DELIVERING A BETTER 
CUSTOMER EXPERIENCE

BikeFlights 
William ‘Bill’ Alcorn founded BikeFlights in the summer of 2009 and now 
serves as President of the company. On a drive to and from a 100-mile 
mountain bike race, Bill realized that cyclists had a huge need for an easy 
and safe way to transport their bikes. “Whether a cyclist was heading to 
a race, or a consumer was planning a biking-heavy vacation, this all came 
from a desire to create a way where cyclists would never have to leave 
their bike at home,” Bill recalls. 

Over a decade since its founding, BikeFlights is now the market-leading 
bicycle shipping service. Over one million people - including individuals, 
bike shops, events and cycling industry businesses - have used BikeFlights 
to confidently ship their bikes, wheels, and gear. BikeFlights recognized 
early on that providing shipment visibility, shipping insurance, and 
a top-notch customer experience are all essential elements to their 
business, especially because bikes aren’t a run-of-the-mill kind  
of shipment. 

Bikes are precious cargo to cyclists and are difficult to transport safely. 
“So much can go wrong with something so fragile and lightweight, and it 

takes care and a white glove service all the way through to meet  
customer expectations,” shares Bill. “It’s also about precise delivery timing 
– if you have a vacation scheduled, the bike needs to show up exactly on 
time to be able to enjoy it.”

From the beginning, Bill set out to deliver a better shipping experience 
to meet these unique demands. BikeFlights developed cloud-based 
software to fill gaps where traditional shipping lost confidence, including 
an advanced online ordering platform and real-time monitoring of 
shipments from pickup to delivery. BikeFlights also invested in shipping 
insurance, first through different providers and then through self-insuring. 

Yet, shipping claims kept Bill up at night. When working with other 
insured shipping providers, the BikeFlights team was spending hundreds 
of hours processing claims with highly manual, paper-intensive work. 
They struggled with claim denials, and often had to front claims 
payments to retain customers. Bill reflects, “Nothing was streamlined. 
We had reached a point where we were looking to join forces with 
something bigger than us.” 

InsureShield�
Shipping Insurance
by UPS Capital



Unboxing a Better Shipping Experience 
Despite shipping challenges, BikeFlights 
was hesitant to take on a new partner. 
However, UPS Capital Insurance Agency, Inc. 
impressed them with a powerful policy that 
offered more robust coverage alongside a 
seamless, easy-to-use, easy-to-integrate API 
suite. The APIs helped eliminate unnecessary 
paperwork, while speeding up the claims 
process and payment turnaround time – and 
it could be plugged into BikeFlights’ existing 
technology stack in just 30 days. “It was 
one of the smoothest integrations we had 
among any of the APIs we use,” Bill says. 

Leveraging the UPS Capital InsureShield® 
Connect service, BikeFlights saw an 
extraordinary increase in its claim approval 
rate and a notable uptick in more positive 
reviews about the claims experience (quick 
payments, streamlined process, better user 
experience). It has also saved BikeFlights 
significant time on claims paperwork– 
they estimate saving up to 40 hours per 
week. With faster claims and payments, the 
company was also able to better avoid the 
drag on their finances and better protect 
their bottom line.

“The power of UPS Capital’s name, their 
mission, and the quality of their coverage 
gives customers peace of mind that they 
are protected,” says Bill. “Since we began 
this partnership, I’ve had multiple people 
approach me at major events, saying hey, 
something went wrong in the supply chain 
with my bike, but I could tell BikeFlights did 
everything to make it right, and because of 
that, I would use your company again or still 
recommend you to a friend.” 

BikeFlights has big plans for expansion, 
and UPS Capital is helping the company 
scale. As BikeFlights expands into Europe, 
UPS Capital’s affiliates in Europe developed 
a customized insurance solution to help 
BikeFlights confidently break into this new 
market. Through this partnership, BikeFlights 
will be able to offer customers in Europe 
shipping peace of mind, as well. 

 
Contact UPS Capital Insurance Agency, Inc. for more information about how our policies and 
technology can help your business grow. Visit upscapital.com or call 877.242.7930
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Insurance coverage is underwritten by an authorized insurance company and issued through licensed insurance producers, including UPS Capital 
Insurance Agency, Inc. (“UPSCIA”), a subsidiary of UPS Capital Corporation (“UPS Capital”). The insurance company, UPSCIA and its licensed affiliates reserve 
the right to change or cancel the program at any time. You may be offered the opportunity to insure eligible shipments under a policy of insurance (the 
“Policy”) issued: (i) directly to you; (ii) to UPS Capital; or (iii) to the sender/ publisher of this communication. Where the Policy is issued to UPS Capital or 
such sender/publisher, such Policy extends coverage to your eligible shipments, but you are neither an insured nor an additional insured under such 
Policy. In the event of a loss covered under such Policy, any resulting claim payment shall be directed to you as a loss payee. This information does not 
in any way alter or amend the terms, limitations or exclusions of the applicable Policy and is intended only as a brief summary. Insurance coverage is not 
available in all jurisdictions and coverage is governed by the terms, conditions, limitations and exclusions set forth in the applicable Policy.

PROBLEMS FACED
• Slow claims processing and payments 
• Denied claims
• Fragile cargo
• Lack of integration and tech solves  

for insurance 

SMART SOLUTIONS
• InsureShield® Connect
• Suite of insurance APIs
• Opt-in pop-ups at cart check out  

to help ensure coverage 
• 24/7 online claims portal 
• Risk mitigation expertise

RESULTS SHOWN
• Faster claims approval 
• Estimated time savings of up to  

40 hours per week   
• Claims are paid quickly, freeing up 

cash flow
• Improved customer experience 
• Increased positive reviews around  

the claims process
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