
When the COVID-19 pandemic 
hit, Toys R Us had to scale 
operations to transform their 
over 80 retail locations into 
fulfillment centers for curbside 
and BOPIS orders, while 
navigating the trickier fraud 
and abuse landscape that 
arose as a result.

Signifyd’s Guaranteed Fraud 
Protection already in place, 
Toys R Us had the ability to 
act quickly on curbside pickup. 
By extending protection to 
include Signifyd’s automated 
Chargeback Recovery & 
INR Protection, Toys R Us 
could confidently experiment, 
innovate and iterate on 
omnichannel while mitigating 
the increased risk for fraud 
and abuse.

Signifyd’s omnichannel 
protection has allowed Toys 
R Us to maintain an over 
99% approval rate while 
deploying curbside and 
BOPIS fulfillment options – 
growing omnichannel from 
less than 10% of all orders 
pre-pandemic to more than 
80% at its peak during 
pandemic shutdowns. 
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CUSTOMER STORY

With over 80 locations across the country, 
Toys R Us is Canada’s leading toy and 
baby retailer. When the pandemic forced 
the doors closed on physical stores, 
Signifyd’s guaranteed protection gave the 
toys specialists the confidence to roll out 
innovative omnichannel experiences and 
meet changing consumer demands.
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For Toys R Us Canada, the country’s largest toy and 
baby retailer, retail locations are central to consumer 
experience – cultivating the sense of community that 
has become a trademark of the brand.

“Community is a differentiator for us. It comes through 
in our customer journey and is a tangible part of the 
culture in our stores,” explains Toys R Us Canada’s 
AVP of Ecommerce & Consumer Technology Rohan 
Cherian. So when the COVID-19 pandemic hit and 
stores across the country – and world – were forced 
to close the doors on their retail locations, that sense 
of community was suddenly put into jeopardy. 

“Physical retail was one of our strongest channels, and 
without it, we needed to find a new way to show value 
and differentiate ourselves,” says Cherian. 

Luckily, not quite a year before the widespread 
lockdowns, the toy retailing giant turned to Signifyd 
to provide fraud protection for online orders. With 
Signifyd’s guaranteed protection automating order 
processing and driving up approval rates, all sorts 
of possibilities opened up — including the roll out of 
omnichannel offerings such as buy-online-pickup-in-

store (BOPIS) and curbside pickup. In October of 2019, 
when Toys R Us experienced a fraud attack specifically 
targeting their BOPIS offering, Signifyd immediately 
blocked the orders in real-time mitigating all fraud 
losses for the retailer. 

Which is why, in March of 2020, Toys R Us had the 
confidence to go all in on in-store and curbside pickup.

“Previously BOPIS made up about 5-10% of our orders. 
So to scale up, we had to come together to figure 
out how to redesign, market, and merchandise for 
omnichannel while avoiding the bottlenecks that too 
often come with it.”

Bottlenecks like parking lots full of parents waiting to 
pick up their curbside orders, or worse, slowdowns in 
order fulfillments due to increased fraud pressure and 
manual review. 

“We wanted to make sure that we were accelerating 
customers through the purchasing journey and 
that they were not getting stuck in a fraud step or 
inaccurately blocked,” explains Cherian. Here, Signifyd 
was a huge help.
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Using machine learning and big data to sort legitimate 
orders from fraudulent ones in milliseconds, Signifyd 
allows Toys R Us to maintain the quick turnaround that’s 
required to fill an order a customer expects to pick up 
in an hour or two. The power of Signifyd’s fraud models 
means the platform can accurately determine the 
legitimacy of an order, even when valuable data points 
provided by a delivery address are absent — which they 
are in orders picked up at the store.

When speed is of the essence, automation is key. That’s 
why Toys R Us chose to bring on Signifyd’s automated 
Chargeback Recovery (CBR) service to support their 
omnichannel overhaul. Compared to the manual process 
that Toys R Us previously followed in which claims could 
take up to a week to be submitted, CBR automates the 
claim process and instantaneously informs Signifyd’s 
decisioning model that a chargeback is abusive. 

This makes a world of difference for Toys R Us’ 
omnichannel offering, as abusive buyers will continue 
their pattern of circumventing business policies across 
multiple store locations until the merchant catches 
up with them. 

The final piece of the puzzle was Signifyd’s Guaranteed 
INR Protection. Whether because of staggering 
unemployment, limited discretionary spending, or 
increasingly liberal return policies, consumer abuse has 
skyrocketed since the start of the pandemic. Toys R Us 
spotted this trend early on, and decided to get ahead of 
it by extending their protection with Signifyd to include a 
100% financial guarantee on all orders that result in an INR 
chargeback. In combination with Signifyd’s Guaranteed 
Fraud Protection and automated Chargeback Recovery, 
this gave Toys R Us the end-to-end protection they 
needed to think big thoughts and make big moves.
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Results

“We were really lucky to have implemented Signifyd before the start 
of the pandemic. Where other merchants were scrambling to adapt 
to the new world of ecommerce, we were able to flip the switch on 

omnichannel practically overnight. Moving forward, we know that with 
Signifyd future-proofing our business, we will be just as ready to adapt 

to the ecommerce of tomorrow.”

– ROHAN CHERIA, AVP OF ECOMMERCE & CONSUMER TECHNOLOGY, TOYS R US CANADA

And make big moves they did. 

“We thought a lot about how the pandemic had shifted 
the needs of our consumers. Moms and dads are stuck 
at home and the kids are driving them crazy. How do 
you get something into their hands quickly? That’s 
what led us to create ready-made offerings like Stay-
At-Home Play Packs and Boredom Busters.” 

In fact, the Toys R Us team took the innovation one 
step farther, partnering strategically with Doordash 
to get those items off the shelves of their stores-
turned-fulfillment-centers and into the hands of their 
customers in as little as 20 minutes. All the while, 
with ecommerce growing by over 130% and in-or-at-
store-pickup surging to 80% of orders, Signifyd has 

maintained an over 99% approval rate on omnichannel 
orders. And the financial guarantee covering approved 
orders that turn out to be fraudulent, means BOPIS is a 
no-lose proposition for Toys R Us.

The benefits of Signifyd, and the pandemic-inspired 
innovations it has enabled, have produced an 
epiphany for Cherian and his team. They now know 
they have what it takes to enact dramatic change 
across the entire enterprise — and they know the 
value that such change can bring to the customer 
experience. They are exploring new ways to pick up 
and return products, better ways to support Toys R 
Us’ loyalty program and more comprehensive ways to 
stitch together and automate their operations across 
the entire company.


