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INTRODUCTION

Welcome to the Navistar Service Portal training program — Managing Claims for Warranty
Administrators. In this program, you’ll learn about the tools and resources you will use to
manage claims.

To receive credit for completing this program, you must take the post-test. This is the last
item in the online course grade book for this program.

LESSON 1: INTRODUCTION

As you know, the Service Portal is your online resource for the most up-to-date service and
technical information. In this lesson you’ll learn about additional resources that are available
to you as you do your job.

Learning Objectives
In this program, you’ll learn to:
e Access resources to monitor dealership performance on warrantied repairs
e Access parts return requests
e Access resource to appeal claims
e Access resources to initiate review of SRT times
* Access instructions to return cores
e Access training resources

e Use support features

The Service Portal Quick Start Guide for Warranty Administrators is available to assist
you while completing this program and as a resource on the job.

There is also a Glossary, which provides a brief description of each menu feature.
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LESSON 2: MONITORING PERFORMANCE
ON WARRANTIED REPAIRS

There are a number of tools available to you on the Service Portal to monitor
performance on warrantied repairs.

e The Service Performance Statement provides metrics on your dealership’s
performance on warrantied repairs.

e Warranty Claim History allows you to view claims filed by your dealership.

e The Parts Return feature displays the status of parts requested to be
returned to Navistar.

e You can monitor the status of iApprove requests using the iKNow system.

Navigating to Service Performance Statement
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Service Performance
Statement link in the
Warranty menu. Hover
over Warranty in the
menu bar to open the
menu. Then click on
Service Performance
Statement.

Service Performance Statement

The Service Performance Statement provides a month-by-month snapshot of your
dealership’s performance on a number of measures. Access to this feature is set up in
the Employee Registration system. See your Admin to request access. The report starts
with sections that include your dealer information, contact information and service details.
Clicking the link for Manager Details will display personnel in management positions.

The Warranty Performance section displays rolling one-year and six-month totals for
key warranty metrics. It includes cost figures for 01, in warranty, and 03, prior to delivery
vehicles. There is a tally of claims submitted and on hold and parts return status.

It also includes service program parameters, a link to your Service Level Authorization
and Diamond Club program participation parameters and points earned.
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LESSON 2: MONITORING PERFORMANCE
ON WARRANTIED REPAIRS

Service Performance Statement
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Dealer Location

~

The Service Performance

The Dealer Location drop-down list can be used to Statement provides

generate the Service Performance Statement for each numerous metrics about

location associated with your dealership. Just select your dealership’s performance.

it from the drop-down list. 1. Dealer Location

Report Month 2. Report Month

The report month drop down list allows you to select the month 3. Submit Button

for the report. It defaults to the most recent available month. 4. Back Button

Submit Button \5. Report Explanation J

Use the Submit button to generate the report after selecting a
different dealer location or month.

Back Button
The Back button returns you to the screen you were previously viewing.

Report Explanation Button
The Report Explanation button provides access to a complete explanation of this report.
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LESSON 2: MONITORING PERFORMANCE
ON WARRANTIED REPAIRS

The Dealer Profile displays a summary of each dealer location’s certifications
and program participation. With more information on your dealership’s
capabilities, Navistar can quickly refer customers to the ideal dealer location.
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Dealer Information

The Dealer Information section lists your dealership’s ( .
Here you can see the sections
address and account humber.

of the Service Performance

Contact Information Statement for:

The Contact Information section displays the selected 1. Dealer information

location’s phone and fax numbers. 2. Contact Information
3. Service Details

Service Details

The Service Details section displays information about the \4. Manager Details

labor rate, size and services offered at the selected location.
You can maintain many of these fields through the Update
Your Service Information feature in the Dealer menu.

Manager Details

The Manager Details section provides a link to information
on personnel in various positions in your dealership. This
information comes from the Employee Registration System.
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Warranty Performance -

LESSON 2: MONITORING PERFORMANCE
ON WARRANTIED REPAIRS

AT T ]
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Here you can see the sections
of the Service Performance
Statement for:

1. Warranty Performance

2. 01 Cost of Vehicles
Repaired

3. 03 Cost of Vehicles
Repaired

4. Claim Totals
5. Claim Days
6. Claims on Hold

[}
The Warranty Performance section
provides a comprehensive report
on warranty dollars paid to your
dealership over the past twelve
months. This report helps your
dealership expedite claims,
improving your cash flows.
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LESSON 2: MONITORING PERFORMANCE
ON WARRANTIED REPAIRS

Warranty Performance

The first part of this section provides dollars paid for: Total Warranty, Labor, Parts, Policy 98,
and Parts 55 Warranty. It displays total claim dollars submitted and total claim dollars paid
over the past six months. The Percent of Claims Adjusted field is the ratio of adjustments

to total claims. Lower figures indicate more accurate claims.

01 Cost for Vehicle Repaired

The 01 Cost for Vehicle Repaired section represents warranty work done after delivery to the
customer during the vehicle’s standard warranty period. This information is provided for three
rolling periods: the past twelve months, the past six months, and the past three months.

03 Cost for Vehicle Repaired

The 03 Cost for Vehicle Repaired section represents warranty work done prior to customer
delivery. This information is provided for three rolling periods: the past twelve months,
the past six months, and the past three months.

Claim Totals

In the next section of the Warranty Performance section you’ll find the Total Claims submitted
for warranty service and the total number of sections, or repairs, per 12-month period.

This information can be used to analyze the amount of warranty work done in your service
center. It is also useful to determine the workload on your warranty administrator.

Claim Days

In the Claim Days section you find information on the time required for a warranty claim to
be processed.

e “Fail to Complete” displays the average number of days from repair order open date
until it is complete. This is a measure of your service center’s efficiency.

e “Complete to Sent” displays the average number of days between repair completion
and the time a claim is sent to Navistar. This is an indicator of your warranty
administrator’s performance.

e  “Sent to Paid” displays the average number of days between the time the claim is
sent to Navistar and the time the claim is processed. This measures Navistar’s
efficiency in processing warranty claims.

e “Fail to Paid” represents the average days for the entire cycle.

Claims on Hold

The Claims on Hold section shows the number of warranty claims that are currently on hold.
Averages for all North American dealers demonstrate how your warranty processing system
compares to the rest of the dealer network.

Service Portal: Managing Claims for Warranty Administrators e © 2012 Navistar Inc. All rights reserved. 9
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LESSON 2: MONITORING PERFORMANCE
ON WARRANTIED REPAIRS

———» The remaining sections of the Service Performance Statement deal with parts returns,
service program parameters, Service Level Authorization and Diamond Club.
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Parts Return Status

The Parts Return Status section displays information on parts returns,
including the total number of requested parts returns, the number
(" \ actually returned, and those returned within 60 days and beyond
60 days. Parts not returned within 60 days may not be paid by the
vendor, and may be charged back.

Here you can see
the sections of the
Service Performance

Statement for: .
Service Program Parameters

1. Parts Return . S .
arts neturns The Service Program Parameters section indicates the services

Status that your dealership performs, including Eaton Hybrid Service,
2. Service Program DPF Cleaning, Fuel Tank Cleaning and Accelerated Service.
Parameters
3. Service Level Service Level Authorization
Authorization The Service Level Authorization section provides a link to your
4. Diamond Club dealership’s Service Level Authorization Scorecard. This scorecard
\ ) identifies the service level tiers for which your dealership is contracted

to provide service.

Diamond Club

The Diamond Club section displays information one your dealerships
participation in this recognition program. It includes your goals and a
matrix in which to enter points earned in each quarter.

10 Service Portal: Managing Claims for Warranty Administrators ¢ © 2012 Navistar Inc. All rights reserved.
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LESSON 2: MONITORING PERFORMANCE
ON WARRANTIED REPAIRS

Navigating to Warranty Claim History

You'll find the Warranty
Claim History link in the
Warranty menu. Hover
over Warranty in the
menu bar to open the
menu. Then click on
Warranty Claim History.

Warranty
Claim History

The Warranty Claim
History allows you to
view claims filed by
the dealership.

You must specify the
dealer account number
or location, select the
applicable warranty
code and define the
timeframe. Then click
on the View button.
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LESSON 2: MONITORING PERFORMANCE
ON WARRANTIED REPAIRS

Internaticnal
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——— Navigating to Parts Return
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All warranty
claims for

the selected
parameters are
displayed.

]

You'll find the
Parts Return link
in the Warranty
menu. Hover
over Warranty in
the menu bar to
open the menu.
Then click on
Parts Return.
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LESSON 2: MONITORING PERFORMANCE
ON WARRANTIED REPAIRS
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The Parts Return
search engine allows
you to determine

the status of parts
requested to be
returned to Navistar.
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LESSON 2: MONITORING PERFORMANCE
ON WARRANTIED REPAIRS

Navigating to iKNow Home

International
Sarvice Portal Home
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You'll find

the iKNow Home
link in the Diagnostic
menu. Hover over
Diagnostic in the
menu bar to open
the menu. Then click
on iKNow Home.
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LESSON 2: MONITORING PERFORMANCE
ON WARRANTIED REPAIRS

iKNow Home

iKNow stands for “International® Knowledge Now” and provides a platform for
researching and communicating about service issues between service personnel
and Navistar’s various support functions.

International
iKMow
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iKNow contains a database of articles which you and others at your dealership
can search to resolve service issues. When the issue cannot be resolved after a
thorough search of the knowledgebase, service personnel can request assistance
from Technical Services, Technical Parts or Critical Parts.

Detailed training on the iKNow System is available in the Service and Knowledge
Systems sections of the course catalog.
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LESSON 2: MONITORING PERFORMANCE
ON WARRANTIED REPAIRS

Viewing iApprove Cases

You’ll use the iIKNow Home tab to monitor the status of iApprove requests.
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1. At the top of the tab are
sections on Key Metrics,
News and Bookmarks.

2. The Search Cases
section displays all
cases assigned to the
user by default.
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LESSON 2: MONITORING PERFORMANCE
ON WARRANTIED REPAIRS
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3. You can change this display to all iApprove
cases in your dealership by changing Case
Type to iApprove and List Type to My Dealer’s
Cases. Then click the Search button.
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The resulting list is limited to iApprove cases assigned to anyone in your dealership.
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LESSON 3: APPEALING CLAIMS AND WARRANTY FORMS

You may find that you believe claims were not fully paid. You can appeal using the
Claim Appeal feature.

There are also a number of warranty forms that you may find useful, including SRT
Review, Marshfield Core Return Manual and TTC Pre-Approval Worksheet.

Let’s look at each of these features...

—— Navigating to Claim Appeal
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You'll find the Claim Appeal link in the Warranty menu.
Hover over Warranty in the menu bar to open the menu.
Then click on Claim Appeal.
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LESSON 3: APPEALING CLAIMS AND WARRANTY FORMS

Claim Appeal

The Claim Appeal
feature allows

you to appeal the
reimbursement you
have received for

a warranty claim.

Start by entering

the Dealer Account
Number and Location,
Claim Number and
Claim Section.

The resulting page
displays instructions
for submitting an
appeal followed by
a form that must

be completed.
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LESSON 3: APPEALING CLAIMS AND WARRANTY FORMS

Navigating to SRT Review

Internaticnal
Service Poral Home
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You’ll find the SRT Review link
in the Warranty menu. Hover
over Warranty in the menu bar
to open the menu. Then click
on SRT Review.
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LESSON 3: APPEALING CLAIMS AND WARRANTY FORMS

SRT Review

The SRT Review form allows you to request review of the Standard Repair Time
for a Warranty Operation.

Date

Mok
ol

, .
o (639 T53-5307

Rasr Dperakion Bember

International

SRT Review Request Form

Request for Review - Warranty Operation Standard Repair Tima

Wmangy (s
WIN Hurser
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(Tabs by sy Bee wiedd bo mrvigs be froms ek to ekl )

Humb'
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P
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All fields in yellow must be filled in before you can submit your request. This form requires
specific information on the repair and associated operations.

In addition, you must
provide a detailed
description of the

operation. Once the
form is complete you'll
click the Submit to SRT
Coordinator button.

Dot darserpton of how the opsistion mas perksimed, with the smoust o e e dagraiisg the cemplent biled sepaalaly bars () sbeady nchded @ e fetags

Shep Timd )
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LESSON 3: APPEALING CLAIMS AND WARRANTY FORMS

Navigating to Marshfield Core Return Manual

International
Sarvice Portal Home

You'll find the Marshfield Core Return
Manual link in the Warranty menu. Hover
over Warranty in the menu bar to open
the menu. Then click on Marshfield Core
Return Manual.
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Marshfield Core Return Manual

Parts Sabes, Marketing
Ao Distribastbon

NawisLar Core Acteptance Hania
USA

Cantral Core Acoeplance Manual {Lad update 12/12/3011)

Sralidmbas Y For care cribens sed Lore mansal geesbions:
& sxshssy | » Customar Sarvics st 1-B00-758-2771

{aN pectard mra @ FOE fmel. Deowrioad Bbrima regH be long |

FEORNP

WA

The Marshfield Core Return Manual
provides instructions for how to do
core returns. There are instructions for
packaging, documenting and shipping
cores to Navistar. For each vendor
you’ll find specific explanations of their
core policies, eligibility, inspection
criteria, and more.
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LESSON 3: APPEALING CLAIMS AND WARRANTY FORMS

Navigating to TTC Pre-Approval Worksheet

International
Sarvice Portal Home

You'll find the TTC Pre-Approval Worksheet link in the Warranty
menu. Hover over Warranty in the menu bar to open the menu.
Then click on TTC Pre-Approval Worksheet.
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LESSON 3: APPEALING CLAIMS AND WARRANTY FORMS

TTC Pre-Approval Worksheet

m
TECANOLREESR
ECorpenrion

1. Transmission problem suspected and oustomer beings trude to the dealer,

Warranty Pre-Appproval Process

2. Dealer road tests vehide to verfy the complaint and fills out the warranty pre approval worksheet, then calls TTC at 1-800-401
G866,

Please enter Chassis ID: [
Contact Name: |
Phone Mumbser: [ -] Extension:
Dealer Account-Location:
Submd | Resal |

3. TTC will issue a call number (1200). If TTC authorizes, dealer remaves transmission and determines parts and labor requined.
4, Dealer calls TTC at 1-800-401-9866 with information from step 3.

This process does the following tasks:

Determines comed labor codes. Fhlnplr (A13-102 5.5 hrs)
Authorizes the parts to be replaced.

Provide the dealer with the correct parts and updates.

. The sysbem will show the Spicer part # and the International part 2,
The system will track all truck information for detail reporting.

BEn T

The TTC Warranty Pre-Approval Worksheet is used
to obtain pre-approval for the return of transmissions
to Transmission Technologies Corporation.
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LESSON 4: MONITORING WARRANTY CAMPAIGNS

Your customers may be unaware of campaign-related repairs for their vehicles. Two tools
in the Service Portal provide VIN-specific information on the status of various campaigns:

¢ Recall/AFC/MIN Summary by Dealer feature

¢ Fleet Information Request Tool

Navigating to Recall/AFC/MIN Summary by Dealer

International
Service Poral Home

Reba \Wartarty At

Whats bew | Racent Garacs [nior

L) il s
sl lwed

L) Update of WL 11-007G Meniy
Th sfectie Covidags sl

You'll find the Recall/AFC/MIN Summary by Dealer
link in the Warranty menu. Hover over Warranty in
the menu bar to open the menu. Then click on
Recall/AFC/MIN Summary by Dealer.
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LESSON 4: MONITORING WARRANTY CAMPAIGNS

——=o Recall/AFC/MIN Summary by Dealer

From the Recall/AFC/MIN Summary by Dealer, you can access information about the
progress of your dealership towards completion of each listed campaign.

Summary Page

International

RecallAFC/MIN Summary by Dealer

Danbar : BSEIT.000
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BEMCE! SERSOR WIRES | | 57
ORr. & CRINSE SWTTCH RE-ORENT L
BENDE! AlF; ARG . AMTRAN CALY ! 180
BEMDID] AR AES-SAP BLIS ORHLY | 104
BEMOD ECU STRAIGHT TRIUCKS o5
BEMNCE! ECU TRACTORS ; | 155
TR TiE R0 ENDS I 190
@— —> TRV, [KUAG LI, RECALL { i )
BHGE ABS S.EPECRHW IHSPECTID = 106
SUACHK ADRIETER Craadacl 1

2 Export incompists Camy €—

:

The listing defaults to view vehicles that you last serviced.

This will include any vehicle that you’ve done warranty work

on at your dealership location. Or you can view this information
for the vehicles sold by your dealership.

You can also export the entire campaign summary matrix to
Excel or export only the incomplete campaigns.

For each entry,

a. The number in the Number column is a link to the description
of the campaign

b. The number in the Complete column is a link to details on
each vehicle that was repaired under the campaign

c. The number under Incomplete is a link to details on those
vehicles still to be repaired
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Detall Page - Incomplate
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The Details listing of Incomplete vehicles
for each campaign is a tool that you

can use to provide additional support to
your customers and generate additional
business. The listing for each vehicle

that has not been repaired includes a

link to the Vehicle Information screen,

the customer’s name and address, and
other basic information about the vehicle.

Service Portal: Managing Claims for Warranty Administrators ® © 2012 Navistar Inc. All rights reserved.




Service Portal: Managing Claims for Warranty Administrators | LESSON 4

LESSON 4: MONITORING WARRANTY CAMPAIGNS

Navigating to Fleet Information Request Tool

International
Sarvice Portal Home

———= You’ll find the Fleet Information Request
Tool link in the Warranty menu. Hover
over Warranty in the menu bar to open
the menu. Then click on Fleet Information
Request Tool.
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LESSON 4: MONITORING WARRANTY CAMPAIGNS

Fleet Information Request Tool

The Fleet Information Request Tool is designed to assist customers with multiple
International® vehicles in looking up critical vehicle information.

International

Fleet Information Reguest Tool

lice Tt St Say nol # with R popup Blocked snalded Magis Bein 58 the pogup lilodkai 1o uae © hEus
Fin ]
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To use it, begin
by downloading
the sample file.
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LESSON 4: MONITORING WARRANTY CAMPAIGNS
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———= This is an Excel spreadsheet that documents
the Chassis Numbers, Unit Numbers, Location,
and Comments about any other information the
requester wants back with the request.
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LESSON 4: MONITORING WARRANTY CAMPAIGNS

International

Fleet Information Reguest Tool
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Once you have created your
spreadsheet, save it on your
computer. You can then
browse to find it.
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LESSON 4: MONITORING WARRANTY CAMPAIGNS

International

Flaet Information Reqguest Tool
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You must enter your email address in the Email Address field.
And then click the Submit button.

Based on the chasses in this spreadsheet, this feature will
return the spreadsheet with the Model, Build Date, Warranty
Start Date, Engine Unit Code, Engine Make, Engine Description,
detailed engine data, Wheel Base, GVWR, Paint, details about
vehicle components, open AFCs and Recalls for each vehicle
listed in the spreadsheet.
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LESSON 5: OTHER RESOURCES

There are other resources you should be aware of:

e Warranty-related articles in iKNow

Access to the Learning Management System
e Contact Information

Support Tools, such as system updates and change password

Warranty Related Articles in iKNow

You’ve already learned that you can display iApprove cases on the iKNow Home screen.
There are also a number of warranty-related articles in the iKNow knowledgebase.
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* You can find them most easily by looking
on the What’s New tab.

The Filters feature will allow you to look

at either Warranty Information Letters or
Warranty Policy Letters.
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Click on the
plus sign in
front of a
category to
open it.
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Here you can see that there are two groups within this category. We'll click on Warranty
to view the documents in this group. To view a document, just click on the Document ID.
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LESSON 5: OTHER RESOURCES

Navigating to the Learning Management System

International
Service Poral Home
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You'll find the Learning Management
System link in the Dealer menu.
Hover over Dealer in the menu bar
to open the menu. Then click on
Learning Management System.
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The Learning Management System feature
takes you to the Student Login page,

from which you can access the elearning
courses that you have enrolled in.
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LESSON 5: OTHER RESOURCES

Navigating to Contact Information

International
Senice Ponal Home

You'll find the
Contact Information
link in the Dealer £, 110076
T eftwcoes covrage expeatig

menu. Hover over
Dealer in the menu
bar to open the
menu. Then click on
Customer Service
Contact Information.

Contact Information
The Contact Information feature provides you with a list of Customer Service Contacts.

Customer Service Contact Information m

Customer Relations Hot line — 1-500- &4-Truck (4H4E-7825)
Recall Infomeation Opion |
Cesiomer Keanions Opon §
Emergency Breakdows Service (EAS) 1-E55-342-T600
DHamosd Ples Sapport
Fleet 1515 Requests Fleet [S[5 subsoripbon questions 1-630-313.7507

Fax 1-B00-EE1.0484
Fleet [50% sfie sdasmtiabon qecstions 1-800-217.7879

Parts Specs Hothne 1-530.7583-T327
Parts Rotwrm Infs Ay concerm call the Waremty Adearsitration (resip 1-630-753. £100
Paivwerd Sappornt (C5P & DONG 1-800-527-TE79 (Optaca )
Performasnce PA Admas 1-530-753-4811
Hervace Costract Cenler 1-800-346-4429 [Opca 1)
Fax 1-250-461-1976
Hervice Publcatmais Order Form [meraatonall Dhtdwton Coater: 1-6:0-313-7507
Fa, |-500-582-0454
System Sapport 1-800-527-T679
#Clim | [S1S Oyption 2
EZ Tech Support Dption 3

This includes the phone and where applicable, fax number for various
Customer Service departments.
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Navigating to Feedback

International
Service Portal Home

Fata Wananty Admemstraio .

You'll find the Feedback Whats Hir | Rictrl Brarieion Trdirrsstsoss | Ao Badd T
link in the Support menu. W e
Hover over Support in U3 Wipetale, o YPL 1100758 Micod WABCD Htemibe F
The sBective Coverdge eoperation Ras Deen o ended
the menu bar to open
the menu. Then click

on Feedback.
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International
Feedback
Feedback
If you cannot find the
answer to your questions 06 HEIT g s Borm f pou rapos Bachracal asssstances

in ‘the FAQ & Suppor‘t Flepia plat s ciae e hof B of coriad Techhical Sanscs i 1-200-108-4200
sub-section, use the L

Feedback feature to o Tiska Pk Pormen Serwca Aduor =

. . Fhota [-as
submit your suggestion,
CANTERA US LR TEST ACCT
enhancement or concerns e =
. . Bl Salart S - | -
with Service Portal — o
functionality.
[IPTEres
ARazdrnanty Liowae

Simply select the appropriate subject, type your question or suggestion in the Message
text box and click the Submit button. You will receive your answer within two days.

This form is meant for Service Portal information only. Do not use this form if you require
technical assistance! Please start a case file from the iKNow Search tab of the Vehicle
Information screen or contact Technical Service at 1-800-336-4500. Do not use this form
if you have an issue with your User ID. Please contact the Dealer Support Help Desk at
800-527-7879.
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LESSON 5: OTHER RESOURCES

—— Navigating to Town Hall Replay

International
Sarvice Portal Home
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il
1wt il

-

You’ll find the Town Hall
Replay link in the Support
menu. Hover over Support
in the menu bar to open the
menu. Then click on Town
Hall Replay.
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—=o Town Hall Replay

Town Halls allow a lot of people who are geographically separated to get together
and discuss the latest developments that are occurring. All Town Halls are recorded.
Town Hall Replay allows you to view past presentations.

WET traiing on how i connect 1o a WEBEX call - training containg bothadeo and audio
They recordings include bath audio and woed playback.
CHck on e inks beiow o ind detased irstiucthons for each playback
Service TownHall Special Pressntations
01-'11_112012 DT 2011 - Canadion Dhankes Track Sales
a;xgg} : 10222010 - TnCommand Repar Advocale
!&ﬂﬂﬂl DEEFER00 - Repair ManogemenSerce Pading
351 172011 RSO0 - PIN - Buikd to Detvery —Clualily Process
D42H2011 11202009 . Commens Campaign L9567
m--%&gn:?vm 0B21/2004 - Insector Perfonmance Test Togl
. ke - 5 sl T
DR17r2010 REREE00S - Inecior Perdocmance. Tast Too!
DEIG2010
TR0
1162009
2452009
(2452009

L The town halls are listed by date and topic,
and each is a link to that meeting. To see a
meeting, click on the link.

Tha recordsng inciudes both sudo pnd visual playback.

The recordng for download is an eecutatie | ens) it must be downloaded o yvour computer bebore playmng
Chick on the Sni and seled save |0 downioad the presentation fo your local computes.
Dieuble chok the fle after downioading 1o sta e presentation B @akes up (o8 minste for the player io start

Thas Town Hall has a ClassTest (Take iff) available through the Leaming Mangemen Sysiem. To access the Leaming Management
Hyslem go lo either

« hitpes Mevahe mtemabonaldelreens comidealordeakerirainngoenton
o fiftp anv REVESRMEAFMING COM

I Once logged m Select the “Senacn” calinkg then enrol in BaxForce 11 & 13 = Top Repairs Townbal™

You can playback
the entire town hall, Playback
review a hard copy Vi PRI
of the presentation, POF and Audio of Pressntation

listen to the audio Town Hall Call Hardcopy (pe | Smb)
only, and download Eresentabion Audio Only fmp3 | 26mb)
the presentation for EXE of Presentation for download and oMine playback

later playback. Diownioadalie Veesion [exa | 23mb]

Return to playback main page
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TH_iwirasid R |

N/YISETAR

Dealer Town Hall Call
February 10, 2012

————= If you were to click on the Playback link, you’ll see the slides
that were used with an audio recording of the session.

Navigating to System Updates -

International
Sarvice Portal Home

Role Warranty Admnistrator -

Whats Mo | Ruacemt Farvics Informaton | ol Dessd B

W st eng
[LELRT S

(L) Undate of WEL 310075 Manine WABCD 1

You'll find the System The st Comiagn Bipeain s besn miended
Updates link in the
Support menu. Hover
over Support in the
menu bar to open the

menu. Then click on

System Updates. ﬂ-s.. ;Hmu
OLE ]
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System Updates

The System Updates feature lists the recent enhancements
to all Service Support Systems.

NAYVIETAR
. Service Systems Updates

Welcome to:
Service Systems Updates

World Class Service Systems
Mavestar is commitied 10 Estening to cur Deakers and imgeowving on
o Systems, Below ane B recenl enhancements 10 oo Serace
Suppon Systems. Please relum o thes ste each month and review
all enprovements to efcure your business is lakng advaniage of all
the: new scluticns

Changs Dabe Syatam Deacription I Haeded]

Repair P.0. Number and Dollar Amount — Repair

Management Management now has the ability to display the  pow [saais | o ¥ i
Diec. 05, H""Elﬂmmjng .0 ramnber and appeoved dollar amount in

Sylmr.n e estimate. "Cick here of Graphic for By Him: | 132 Dt B w

Wl

You should return to this site each
month and review all improvements
to ensure your business is taking
advantage of all the new solutions.
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—— Navigating to Change Password

International
Sarvice Portal Home

Role Warranty Admnistrator -

Whats Mo | Recest Farvice Informaton | Rols Bessd B
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L) Lipdate of WP 015075 blerio yoli
Th afectre CoWMEgR Bxpemion has boesn mdanted

NETS 0
R Row W
OLe L
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You'll find the Change Password
link in the Support menu. Hover
over Support in the menu bar to
open the menu. Then click on
Change Password.
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Change Password
The Change Password link allows you to change your password to a new one.

To changs your legen pazsword, enter the follewing information,

Younw passwendh omnt be 6 io 8 charmciens i leagth
Any conbmatcn of wpe = knncne dphs s or msmoe choactos s be weld

Chanjjn esvevord
logan D uliorwr
Cild Pasamd ssssssss

Comhitn Ree Passmnit ssssssss

s
Vow will b proacouted far 1‘.:-4.-".:!- wr boderal low iF yom llegally sonem.
i, alrar, dumnge, discloss s dowtroy (hin compater vyutem, 4518 o A EmaIrn.

FRarvesed om Aprl 77, 2001
© 2000 intsmatonsl Track snd Enging Comparation

Enter you logon ID, old password and
your new password twice to confirm it.
Then click the Change button.
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—— Navigating to Glossary

International
Sanice Portal Home

Role Warranty Admnistrator -

Whats Mew | Bscent Farvice Informateon | Fols Gesed B

L) Lipdate of WP 015075 blerio yoli
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You'll find the Glossary link in the Support
menu. Hover over Support in the menu bar
to open the menu. Then click on Glossary.
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Glossary

Check the Glossary if
you come across terms
or acronyms that you
don’t recognize.

Clicking a letter
takes you to the
associated section
of the glossary.

International

Glossary

Glossary of Terms

Indax:

Anteck Braks Syatam

ALCM - Al Limpnk, e A by
D of theds costroflers uaed o MaeeFoics 11 asd 13 sngres (ACK. BV and EDC) Contiols Regesesshion o MiseFets 11 mnd 13 sngees, prod 1o J010

Fedeial Emiaion Regumemaity

Ciengher Srowier (hal draplys ol graghecs weiten the (S5 Home Pige (ard on The CO-ROM Faimal - imermsbonsl Serce iskomaion Solohan Mailer Sarace
Marual] Autraticaly downloaded shes (he utel bt i (S5 03 wew o gaphis [Refir 10 FAT & Suppot | 525 Wadber Sarece Mamusl FAQ |

A Bkl carmpege didigred [ remedy & product problem that i not salety relited. [Baginsing with caliedsr yiar 2001 Authenzed Fisld Changs btiece, & prst
reacty b brin 11 prouded {irquers Aduted Acritar®l Anidec®] |

Auxsiary Gasge Swich Pack

The glossary is arranged alphabetically, and each of the letters across
the top is a link to the definitions that begin with that letter.

terastar Electmer Trchnecal Seppod System

CTEHDY, Hiw Vahol Procedamg Mamual or FAD (Peeparation & Delwery) Warnaal

Mpuiral Safety and Back Lip wwitch desed oo the Alksen LCT transmesien)

tisaatar Tochnicsl Assintancs Casher, formaity Teck Senacen o Tech Cantral

internationaltld Chapen Dpereors Masusty and istnsstnral Engne Opeation and Martsnncs Manuaiy

emabonat® Pariy Group web sde
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SUMMARY

In this program, you learned about the tools and reports that are available
to monitor performance on warrantied repairs, to appeal a claim, to monitor
warranty campaigns, and a variety of warranty forms. In addition, there are
additional resources that you should be aware of.

Monitoring Performance on Warranties Repairs

There are a number of tools available to you on the Service Portal to monitor
performance on warrantied repairs, including the Service Performance
Statement, Warranty Claim History, Parts Return, and iKNow Home.

Appealing Claims and Warranty Forms

You can appeal using the Claim Appeal feature. There are also a number of forms
that you may find useful, including SRT Review, Marshfield Core Return Manual
and TTC Pre-Approval Worksheet.

Monitoring Warranty Campaigns

Your customers may be unaware of campaign-related repairs for their vehicles.
Two tools in the Service Portal provide VIN-specific information on the status of
various campaigns: the Fleet Information Request Tool and the Recall/AFC/MIN
Information by Any Dealer Report.

Other Resources

There are other resources you may use in your job: warranty-related articles in
iKNow, the Learning Management System, Contact Information, and Support
Tools, such as system updates and change password.
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