


UCX analyzes and tests all warranty returns, 
quickly identifi es any problems and takes imme-
diate action. Results of this process include: 1) 
A unique part number label, featuring a 
visual indicator that guarantees that the 
caliper is correctly packaged; and 2) In-
stallation by hand of the brake 
hose inlet bolt to ensure that 
technicians do not have to re-
do the brake service because 
inlet threads are stripped. � is 
quality process enhances their 
customers’ experiences with 
UCX brake calipers.

Production practices are 
modeled on a cellular manu-
facturing system. � e objec-
tive is to minimize product 
defects and maximize re-
source effi  ciency and responsiveness. � is gen-
erates cost effi  ciencies that UCX passes on to 
customers. Other value-added services include 
online catalogues, product training and support 
programs, rapid order processing, and fl exibility 
in order placement.

“Undercar Express’ strong orientation to cus-
tomer needs and high-quality services has helped 
it in building strong relationships with its custom-
ers,” reports Frost & Sullivan’s analysts. “For these 
reasons, Frost & Sullivan is pleased to recognize 
Undercar Express as Customer Service Leader for 
brake calipers in the North American automotive 
aftermarket for 2008.”

AWARD DESCRIPTION

� e Frost & Sullivan Award for Customer Ser-
vice Leadership is bestowed upon the company 

that has demonstrated excellence in customer ser-
vice leadership within its industry. � e recipient 
company must show exceptional responsiveness 

to customer needs and with a consistent 
focus on long and short-term customer 
profi tability goals. In addition, the recipi-

ent company must demon-
strate fl exibility in tailoring 
its product features to suit 
customer needs.

RESEARCH METHODOLOGY

To choose the recipient of 
this Award, the analyst team 
tracks industry participants 
and monitors their customer 
service methods on an ongo-
ing basis. � e Award recipi-
ent is selected based upon 
extensive research collected 

from key market participants, secondary and 
technology sources, and customer interviews. Col-
lected data is then cross-tabulated to identify the 
number one ranking company.

MEASUREMENT CRITERIA

In addition to the methodology described 
above, there are specifi c criteria used in determin-
ing the fi nal ranking of industry competitors. � e 
recipient of this Award must excel based on the 
following criteria: 

◆ Providing value-added technology and 
services

◆ Responsiveness to specifi c customer needs 
◆ Effi  ciency in time to market 
◆ Monitoring and addressing customer 

feedback

 “UCX is honored to be recognized for 

its focus on customer service. From 

the day we opened our doors in 1997, 

we have always considered ourselves 

a service business more than a 

manufacturing business. It’s gratifying 

that Frost & Sullivan has recognized 

this as well.” — Rob Wright, Managing 

Director of Undercar Express
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