5 Steps to
Optimising Your
Warranty Process

and Reducing Costs
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At the heart of these
challenges is how
warranties are
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In today’s dynamic and competitive world of Heavy Goods Vehicle
(HGV) manufacturing, managing warranty costs has become a critical
aspect of maintaining profitability and customer trust. The increasing
complexity of automotive technology and heightened expectations
from commercial consumers have led to a significant rise in warranty-
related expenses. These escalating costs are not just financial
challenges but also reflect on the effectiveness of warranty
management processes in the HGV sector.

Poorly managed warranty processes lead to a host of problems,
including financial losses, diminished customer satisfaction, and
potential harm to a brand'’s reputation. When warranty claims are not
properly validated or efficiently managed, it results in unnecessary
expenditures and straining resources. Moreover, compliance with
HGV regulations becomes a challenge, opening up the organisation
to legal risks and penalties.

At the heart of these challenges is how warranties are managed. An
inefficient system plagued with discrepancies, delays, and
inaccuracies can quickly escalate into a significant business concern.
Therefore, the need for robust warranty audits becomes evident.
These audits serve as a critical tool, enabling HGV manufacturers to
thoroughly examine and improve their warranty processes. By
conducting comprehensive warranty audits, businesses can ensure
that claims are legitimate, efficiently processed, and in alignment with
both customer expectations and regulatory standards. Ultimately,
effective warranty audits are not just about compliance; they're a
strategic step towards optimising operations, enhancing customer
satisfaction, and safeguarding reputation and bottom line.


https://www.dekra-uk.co.uk/en/warranty-audits/
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Tackling the usual
Issues [...] is key
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Financial and Operational Benefits of
Reducing Improper Warranty Claims

Fine-tuning warranty processes is more than just a cost-saving
exercise - it's a strategic move that can significantly boost operational
efficiency and financial health. This approach goes beyond just
weeding out improper claims; it's about rethinking and reshaping the
entire warranty management system to make it as efficient and cost-
effective as possible.

But it's not all about the bottom line. A transparent and user-friendly
warranty process does wonders for customer trust and loyalty. When
customers feel confident and valued, they‘re more likely to stay loyal
to your brand and even become ambassadors, spreading the good
word and thus enhancing your market reputation.

Tackling the usual issues like slow claim processing, inconsistent
validation methods, and lacklustre communication is key. These are
not just operational issues; they directly impact how resources are
allocated and how smoothly the entire operation runs.



Good communication

is the key, especially
with suppliers
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The first step to efficient cost cutting is standardising how to
differentiate genuine warranty claims from fraudulent ones.
Equipping dealer technicians with the right training ensures they can
spot and process claims correctly, reducing the chances of errors.
Moreover, there is an important side - the technical one. Updating IT
systems to handle the complexity and volume of modern claims
makes everything more efficient.

Good communication is the key, especially with suppliers. Clear and
effective communication leads to more accurate assessments of
warranty claims and helps to identify where supplier quality might be
affecting warranty-related costs.

All these steps come together to create a warranty management
system that’s not only more efficient and customer-focused but also a
true asset to the company.

Common Warranty Process Flaws

o)

Inconsistent Claim Validation Checks
Inconsistencies in claim validation lead to
improper claim approvals or rejections,
affecting costs and customer relations.

Lack of Dealer Technician Training
Untrained technicians can result in incorrect
diagnoses and unnecessary repairs, inflating
warranty costs.

Outdated Warranty Management IT Systems
Outdated systems hinder efficient claim
processing and data analysis, leading to
increased costs and delays.

Breakdowns in Communication with Suppliers
Poor communication with suppliers often results
in misunderstandings and inefficiencies in the
warranty process.



HGVs face unique
challenges like

high wear and
tear, affecting
warranty claims
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5 Steps to Optimise Your Warranty Process

Optimising the warranty process is vital for automotive
manufacturers. This section expands on each of the five steps,
focusing on specific pain points manufacturers might encounter.

Conduct Routine Warranty Audits for HGVs
Pain Point: HGVs face unique challenges like high wear and tear,
affecting warranty claims.

Solution: Regular comprehensive audits should be tailored to HGVSs,
considering factors like varying load impacts and long-distance
usage. This could involve a detailed review of engine and
transmission performance under heavy loads, durability assessments
of key components, and verification of service intervals. By
identifying trends and recurring issues, manufacturers can refine
warranty terms and focus on improving the reliability of high-stress
parts.

Identify Process Flaws and Root Causes in HGV Operations
Pain Point: Overlooking HGV-specific process flaws can perpetuate
inefficiencies.

Solution: In-depth analysis of audit results should aim at uncovering
unique operational flaws in HGV warranty management. This might
include evaluating supplier quality control, examining repair
timeframes for complex HGV components, and scrutinizing training
programs for technicians on HGV-specific issues. Solutions could
involve revising supplier agreements, enhancing diagnostic tools, and
implementing specialized training modules for HGV maintenance.



Establishing clear,
measurable goals
specifically for HGVs is
crucial
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Set HGV-Specific Optimisation Goals
Pain Point: Generic goals can miss HGV-specific improvement areas.

Solution: Establishing clear, measurable goals specifically for HGVs is
crucial. Goals could include reducing engine-related warranty claims
by a certain percentage, improving the durability of suspension
systems in heavy-duty usage, or decreasing turnaround times for
major repairs. These goals should reflect an understanding of the
unique stresses HGVs endure and aim to enhance overall vehicle
reliability and operational efficiency.
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Implement Automated Checks and Specialised HGV Dealer
Training

Pain Point: Manual processes and untrained dealers are more
problematic for complex HGVs.

Solution: Automation should be implemented in warranty claims
processing, with a focus on identifying common HGV-related issues
quickly. In parallel, a comprehensive dealer training program focused
on HGV technology, common failure modes, and effective repair
techniques should be established. This could include virtual reality
simulations for complex repairs and ongoing technical support to
ensure high standards in maintenance and repair work.

Continuously Measure HGV-Focused Progress with KPIs
Pain Point: Without HGV-focused monitoring, warranty
improvements may not address specific needs.

Solution: Key Performance Indicators for HGV warranty processes
should include metrics like the frequency of specific component
failures, customer feedback on HGV repairs, and efficiency in parts
logistics and warranty claim handling. Regularly reviewing these KPIs
will help in identifying areas for continuous improvement, such as
enhancing parts availability or streamlining the claims approval
process, thereby maintaining high customer satisfaction and
operational efficiency.

By addressing these pain points through a structured and strategic
approach, HGV manufacturers can significantly enhance their
warranty process, leading to reduced costs, improved customer
satisfaction, and stronger dealer relationships.



Optimising the
warranty process [...]
enhances customer
satisfaction and
brand reputation
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Optimising the warranty process through strategic audits not only
reduces costs but also enhances customer satisfaction and brand
reputation. DEKRA's global expertise, quality assurance and deep
understanding of the industry provides invaluable insights and
recommendations, driving businesses towards operational excellence
and sustained success. Contact us for a complimentary
benchmarking analysis and to learn how our customised warranty
audits can benefit your organisation.
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Why DEKRA?

Global Branding

Our services are designed to strengthen brand
image for competitive advantage on an
international level.

Quality Assurance
We help you ensure quality service and boost
customer satisfaction.

Expert Auditors
Our experienced auditors have a deep
understanding of the automotive industry.

Insight
Our warranty checklist audits provide insight
into your continuing customer service


https://www.dekra-uk.co.uk/en/automotive-brand-performance-audits/
https://www.dekra-uk.co.uk/en/contact-dekra-audits/

DEKRA offers a suite

of specialised audit
services tailored to
you
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DEKRA offers a suite of specialised audit services tailored to address various critical aspects of your business.
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Incentive Audits

The effectiveness of sales incentives and promotions is crucial for business success. Our incentive audits scrutinise the
structure, implementation, and outcomes of your incentive programs. This ensures that they are not only motivating your
sales force but also aligning with your overall business objectives and delivering tangible results.

Brand and Corporate Standard Audits

Your competition doesn’t sleep. One way to keep up with your competitors and give your brand a competitive advantage is
with our one-stop shop standard checklist audits. It helps you evaluate the performance and compliance of your dealers and

workshops and improve your customer service.

Sustainability Audits

As the world increasingly prioritises environmental responsibility, our sustainability audits help ensure that your operations
align with ecological standards. These audits assess your environmental impact, resource management, and sustainability
practices, helping you not only comply with regulations but also resonate with the eco-conscious consumer.


https://www.dekra-uk.co.uk/en/sustainability-audits/
https://www.dekra-uk.co.uk/en/incentive-audits/
https://www.dekra-uk.co.uk/en/brand-and-corporate-standard-audits/
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DEKRA
Audits

With over 90 years’ experience DEKRA has an enviable reputation as one of Europe’s
premier audit, inspection and certification organisations. Audits play a critical role in
setting standards and the understanding, monitoring and strategic development of
products and services that our customers provide to their customers. DEKRA are an
independent and impartial partner for your auditing needs, whatever your business.
Whilst we specialise in supporting the automotive sector, our audit services can be
utilised by any business or network as part of a strategy to improve processes,
compliance and adherence to brand standards and ultimately your customers’
experience. Our auditing and inspection services build trust and confidence in your
business and offer transparency and insight into yours and your suppliers services, not
just demonstrating meeting the standards but raising the bar for your business.

We are a service unit of DEKRA SE, a global leader in safety since 1925 with over 48,000 Wou Id you Iike more information?
employees in 60 countries and five continents. As a part of the world'’s leading expert
organisation DEKRA, we are the global partner for a safe world.

We have offices throughout North America, Europe, and Asia.

Find out more information on
www.dekra-uk.co.uk

Contact
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