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FAQ Rebate Inquiries 

 

Description: 

How to respond to the Forms Processing FAQ Rebate Inquiries 

 

Guidelines: 

Verifying or determining valid rebate inquiries may require a bit of research. For other additional 

and helpful response templates for various scenarios, view the “Forms Processing- Rebate Inquiry 

responses” word doc from the following file path. M:\Support Team\Best Practice's 2023 

 

Process: 
STEP ACTION 

1 

When a Rebate inquiry comes in, it will look like this: 

 

2 
Whether the order number is provided or not, use any of the customers info to look 
up the order. Determine the purchase date and product brand 

3 

Pull up the KC Promotions Calendar go to the date of purchase, and look for any 

relative promotions running during that time 
 

http://portalprd.discounttire.com/portal/server.pt/community/store_operations/237/sales_promotions?BB


 
 

 
 

Designed by: Sales Support 

Written by: Kate Heward 

Published on: 5/11/2023 

Updated on: 5/11/2023 

 

Note: 

Notice the “Promotion Type” key under the calendar which explains what each 

colored promo is. Most of the rebate inquiries we receive are for Manufacturer 
rebates. 

4 

You can click on any promo and an info pdf will open in your browser giving you all 
the information needed. Use this information to determine if the customers order 

qualifies for any of the promos or available rebates 
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5 

If you find a valid manufacturer rebate for their order, reply to the email inquiry with 
the following response: 

 
Hello, 
 
Thank you for taking the time to reach out to us regarding your rebate status.  
 
We looked into your inquiry and found that you are referring to our (BRAND) manufacturer 
rebate. Unfortunately, we do not process those rebates. We also do not have any access to 
look up or view the status of any of their rebates. You will need to reach out to their rebate 
center, and they will be able to provide more information on your rebate status.   
 
You can contact them via phone or their website to see if you can check the status that 
way. Otherwise, please contact our Customer Care Department by phone at 1 800 385 3322 
and the first available representative will be able to assist you.  
 
We apologize for any confusion or inconvenience and thank you for your business.  

 

Note: 

If the promo pdf provides a link where customers can submit their rebate, include 
that link in your response. If there is a phone number available for them to contact, 

modify the template above as necessary to include that in your response as well.  

6 
If you find a different valid rebate/promo, double check their invoice to see if the 
discount shows anywhere or has already been applied 

7 
If the discount has already been applied, reply to the inquiry letting the customer 
know and offer them a copy of their invoice for their own reference  

8 

If the discount isn’t showing, send the following response advising them to contact 
customer care for further assistance: 

 
Hello,  
 
Thank you for contacting Discount Tire Direct.  
 
Please contact our Customer Care team by phone at 1 800 385 3322 and the first available 
agent will be able to assist you. 

 

Note: 
“Sendus” is a new partner of DTD who handles our rebates. You can reach out to our 
representative Oumar at oba@360insights.com, and ask for assistance there as well.  

 

Contact: 
Kate Heward - katelyn.heward@discounttire.com 
Alisha Barton - alisha.barton@discounttire.com 

 

mailto:oba@360insights.com

