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INTRODUCTION

Welcome to the Navistar Service Portal training program — Managing Your Business for
Service Managers. In this program, you'll learn about the tools and resources you may
utilize to manage your business on a day-to-day basis.

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

The Service Portal is your online resource for the most up-to-date service and technical
information. It is a comprehensive collection of materials designed to support you in doing
your job.

Service Portal Resources

Whether your focus is service, technical information, dealership administration, or warranty
information, the Service Portal is a vital resource as you do your job.

¢ Need the Hard Start/No Start Diagnostic form for a MaxxForce 11 engine? In the
Publications menu, you’ll find the Master Service Information tool, which allows
you to search all available publications.

¢ Need help troubleshooting an issue with an air conditioning system? In the
Diagnostic menu, you'll find a link to the HVAC Service Resource Center.

¢ Need information about a particular vehicle? In the Write Up menu, you’ll find
the Vehicle Information feature.

e Looking for the portal to access the Learning Management System? It’s in the
Dealer menu.

e Looking for metrics on your dealership’s performance on warrantied repairs?
You’ll find this information in the Service Performance Statement, which is in
the Warranty menu.

e Want to change your password? The link to this feature is in the Support menu.

Learning Objectives

In this program, you’ll learn to:

¢ Navigate the Service Portal interface, and
e Access resources used to monitor the repair process.

The Service Portal Quick Start Guide for Service Managers 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.

Service Portal: Managing Your Business for Service Managers ¢ © 2012 Navistar Inc. All rights reserved. 3
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NOTES
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LESSON 2: NAVIGATING THE SERVICE PORTAL

Service Portal Home Screen -

In the top menu bar at the upper right, you’ll find options that take you to operational
functions of the portal. Here you can set up Favorites, just as you can when using a
browser; select the brand you want to work in, set up language and other personal
preferences and log off.

In the menu bar below the International® -
logo, you’ll find options that allow you to The main menu options are:
navigate to the available resources in the 1. Publications
Service Portal. . .
2. Diagnostic
3. Write Up
4. Dealer
5. Warranty
6. Support
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LESSON 2: NAVIGATING THE SERVICE PORTAL

Operational Functions

The menu options at the upper right of the Service Portal Home
screen allow you to set up how you want the portal to operate.

My Favorite

F e

Ly ||"

Chassis |[EEEAMIEERETE

e My Favorite allows you to bookmark the features and tools you use most often.
You can easily add, edit and delete entries in your My Favorite list.

e Brand allows you to move between Navistar brands: Estar, International,
NC2 Caterpillar, NC2 International, ICBus, and NeoBus are examples.

e The Preferences option opens a dialog box where you can select parameters
that affect how the features of the Service Portal are displayed. You’ll learn
more about this in the next topic.

e Logoff allows you to log out of the portal.

6 Service Portal: Managing Your Business for Service Managers ¢ © 2012 Navistar Inc. All rights reserved.
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LESSON 2: NAVIGATING THE SERVICE PORTAL

Preferences

Let’s take a closer look at the preferences you can set up
using the Preferences dialog box.

’T '7' 1“}; Home Applications | Help | Site Map
Preferences '
User Preferences ——

Return Print Help

— User Preferences For

Service - Service - \World Wide Service Portal -  All Sessions - View
item [ context Selection
> anguage , All EMGLISH -
iecords per page I;\\II T ;50 - R
|_yorand - 654327 000 -
|— Apply Settings To
HI’ Service * Service + World Wide Service Portal + Qr |:| This Session Only @ ‘

TRTPY

®

—_

The User Preferences For fields allow you to select the Business,
Group, Application, and Session you want to view and modify.

2. You can select the Language used for the display. Simply click the
drop-down arrow after the current language and click on one of the
supported languages.

The Records Per Page field will be used in the future.

If your dealership is set up to work with more than one Brand,
it will default to International. You can change your default brand
by clicking on the drop-down arrow and selecting it from the list.

5. Finally, you can Apply Settings To a particular Business, Group and
Application by selecting the values you want from these drop-down lists.
Or you can apply them to This Session Only by clicking the checkbox.

6. Click the Save button to apply your new settings. Then close the dialog
box to return to the Service Portal.

Service Portal: Managing Your Business for Service Managers ¢ © 2012 Navistar Inc. All rights reserved. 7
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LESSON 2: NAVIGATING THE SERVICE PORTAL

Navigational Menu Options

You’ll use the navigational menu options: Home, Publications, Diagnostic, Write Up, Dealer,
Warranty, and Support, to navigate to the resources available in the Service Portal.

Now let’s take a look at the types of resources you’ll find in each menu.

Home

Home returns you
to the Service Portal

Service Portal

Home screen from Home
whatever fea‘iure Publications Diagnostic  Write Up Dealer  Warranty  Support
or tool you might
be using.
Diagnostic  Write Up Dealer  Warranty  Support
Publications

Master Service Information

The Publications menu provides access
to service documents that may be used Enhanced Circuit Diagrams
by technicians, service advisors, warranty Telematics Solutions

administrators, and service managers.

e The Master Service Information tool
allows you to conduct searches
through all Service documents in
the portal.

e The Enhanced Circuit Diagram feature
provides the ability to search for and
view specific wiring diagrams.

e The Telematics Solutions link includes
various technical publications, installation
guides and other support for Qualcomm’s
Mobile Computing platform.

8 Service Portal: Managing Your Business for Service Managers ¢ © 2012 Navistar Inc. All rights reserved.
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LESSON 2: NAVIGATING THE SERVICE PORTAL

Diagnostic «

The Diagnostic menu provides access to tools that are most frequently
used during the diagnosis process.

e The iKNow Home link provides access to the knowledgebase of
articles about vehicle repairs. iIKNow also provides a platform for
communication with various support groups, such as Technical
Services or Technical Parts, should their assistance be required
while troubleshooting a repair.

e The Wabco FPB Programming link is used to program Wabco
Full Power Brakes.

e The Service Resource Center provides a variety of information
about the various MaxxForce engines, HVAC, remote throttles,
service tools, and after treatment.

Write Up Dealer  Warranty  Support

v Home 2010 11 and 13
)T, 9 and 10

bco FPB Programming

Remaote Throttle Resource Center

Tool R ce Center

Aftretreatment

Latin America - Home Page

Service Portal: Managing Your Business for Service Managers ¢ © 2012 Navistar Inc. All rights reserved. 9
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LESSON 2: NAVIGATING THE SERVICE PORTAL

Write Up

The Write Up menu provides access to resources that
are most commonly used during the write-up process.

Support

Vehicle Information
Customer Update
Engine Information

arch

le Info Usage Report

Supplier Links

Repair Management

Parts Catalog

Parts Online

Customer Communications Tools

Dealer Communication Dashboard

e Vehicle-related resources include specific information about a particular vehicle,
the ability to update customer information and specific information about an engine.
Other resources provide the ability to search for VINs, look at the Vehicle Info Usage

Report and access supplier links.

e The Repair Management system is used to generate service estimates.

e Parts-related resources include the Parts Catalog and Parts Online.

e Communications with customers is supported by the Customer Communications
Tools, Custom Response Tool, Contact File Mass Upload Tool, and Dealer

Communication Dashboard.

Service Portal: Managing Your Business for Service Managers ¢ © 2012 Navistar Inc. All rights reserved.




Service Portal: Managing Your Business for Service Managers | LESSON 2

LESSON 2: NAVIGATING THE SERVICE PORTAL

? Dealer

The Dealer menu provides access to resources
that a service manager might use to administer
the dealership, market services and develop
the business.

Write Up Warranty Support

Dealer rch Cleaning Support
Update Your Service Information ice Development Tools
Service Level Authorization Diamond Club

Parts and Service E
Learning Managemean Aogelbrated Seitice

tepair Management
Dealer Education RepaiEhiananemen

Repair Advocate Portal

Decal Order Form
Prevent aintenance i : -
Contact Information
ce Profiles
Technician Recruitment
etter - Shifting Gears

Continental Mi

Estar

e Administration tools include the ability to search for dealerships, update service
information about the dealership and Service Level Authorization.

e Training features include access to the Learning Management System and the
Dealer Education site, which provides information on available training courses.

e Service Marketing tools help dealers promote and enroll customers in Parts and
Service solutions offered under Navistar brands. They include the Preventive
Maintenance program, customer newsletters and a variety of other resources
designed to meet customers’ needs.

e Service Development tools help dealers better manage their service operations.
They range from support for DPF Cleaning to Diamond Club to ordering decals.
There are resources that explain the Accelerated Service, Repair Management
and Repair Advocate programs.

¢ The Navistar Brands section provides access to the websites of other Navistar
brands, if you are authorized to use them.

Service Portal: Managing Your Business for Service Managers ¢ © 2012 Navistar Inc. All rights reserved. 11
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LESSON 2: NAVIGATING THE SERVICE PORTAL

Warranty

The Warranty menu provides access to a number of resources that the
warranty administration group would most commonly use.

e TheiClaim system is used to submit warranty claims to Navistar.

e There are a number of reports dealing with performance on
warrantied repairs.

Write Up  Dealer Suppaort

iClaim Home

ervice Performance Statement

Warranty Claim History SRT Home Page

Fleet Information Request Tool

Recall/AFC Information by Any Dealer

From this menu, you can also access:
e Claim Appeal,
e forms to request review of parameters of the warranty process,
e information about campaigns,
¢ information about Service Contracts,
e Standard Repair Times,
e the Warranty Matrix, and

e the Fleet Information Request Tool.

12 Service Portal: Managing Your Business for Service Managers ¢ © 2012 Navistar Inc. All rights reserved.
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LESSON 2: NAVIGATING THE SERVICE PORTAL

9 Support
In the Support menu, you'll find:

e Service Portal Feedback and

e A number of Support tools, including system updates,
changing your password and a glossary, among others.

Warranty

Service Portal Feedback Town Hall replay

Load Graphics \
Glos:

Employee Registration

Chassis Search ———

The Chassis Search
feature allows you vy & e =
to use the eight-digit Chs
chassis number for a
vehicle to navigate to
the Vehicle Information
screen for that vehicle.
Just type in the eight
digits and click the
View button.

Service Portal: Managing Your Business for Service Managers ¢ © 2012 Navistar Inc. All rights reserved. 13
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LESSON 2: NAVIGATING THE SERVICE PORTAL

Navigating through the Menus

Now that you’ve been introduced to the features that are included in each menu, let’s take a
look at how navigating through them really works. In the following demonstration, you’ll learn
how to open a menu, select an option and then return to the Home screen.

International

Saervice Portal Home
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We’ll begin at the Service Portal Home screen.

Here are the main menu options: Home, Publications, Diagnostic, Write Up, Dealer, Warranty,
and Support. Let’s say that we want to learn more about the latest Navistar MaxxForce engine.

There are two places that we might find engine-related information: the Publications menu or
the Diagnostic menu.
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LESSON 2: NAVIGATING THE SERVICE PORTAL

Then click master Service Information.

—=o Let’s begin with the Publications menu. We’ll hover over Publications to open the menu.

Service Portal
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The Master Service Information
feature allows users to search

through all the available Service
publications based on document
type, major group, model, vendor,
engine, feature code, or any
combination of these characteristics.
It is your one stop shop for finding
service-related resources in the
Service Portal.

Sact st wmarch cpdo. @ ingleh

Service Portal
Mastar Service Informaltion

Frarch | Fortagess | Soaral
Th Pamiry Couce S et y0u 50 1P in et siing char scwes, slimearang or rciong 1w nese o ool St B

e
06 - R YTTAN IR PR
T ]

emEtan HEALE R

=
O - OO RPN AN - f
[y o T = i - PR B0 NTSE P ¥

Bam |

When we open the Master Service Information Search Tool, all fields
default to “All.” Let’s limit our search to the MaxxForce 13 engine
by using the Engine field. Engine types are arranged alphabetically.
We’ll need to scroll down to get to the MaxxForce 13. Now we’ll
click on MaxxForce 13 to select it. And click on the Search button.
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LESSON 2: NAVIGATING THE SERVICE PORTAL

The search result is a list of all relevant publications, including AFCs and other documents

related to the MaxxForce 13 engine. We'll scroll down to see more.

Service Portal
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Here you see Engine Diagnostics Forms, Engine and Operator Manuals
and other documents.

e To open a document in HTML format, simply click the File name.

e Documents that are available as PDFs are preceded by the PDF icon.
Just click on the icon to open the document in this format.
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To return to the
Service Portal
Home screen,
scroll back up
to the top of
the screen.
Now we’ll click
the Home link in
the menu bar.
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LESSON 2: NAVIGATING THE SERVICE PORTAL

Now let’s look for MaxxForce 13 information in the Diagnostic menu. We’ll begin by
hovering over Diagnostic in the menu bar. Next we’ll click on the Service Resource
Center for the MaxxForce 11 and 13.

®

Service Portal
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LESSON 2: NAVIGATING THE SERVICE PORTAL

Each Service Resource Center is an article from the iKNow knowledgebase.
——o It opens in a separate window. This particular Service Resource Center provides
a Content Menu to help find specific information in the document more easily.
We'll scroll down to see the entire menu.
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Menu, there are
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Just click on the
topic that you’re
interested in to
navigate to that
topic. Let’s take

a closer look at
Engine Calibration.
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——=o The Engine Calibration section consists of links to a series of related articles.
Let’s scroll down to the Maintenance section.
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This section also includes
several tables that document
service intervals for various
components of the vehicle.
To exit this document, we’ll
close the window.
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When we close an iKNow document,
we’ll always see this dialog box
requesting feedback on the usefulness
of the article. Click Yes or No to
indicate whether or not the article
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Home Screen Resources

The Service Portal Home screen has been designed to provide
access to the information that you need most frequently.
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¢ The Role feature allows you to customize the Service Portal Home page based on
your role in your dealership. The default role is based on the role you are assigned
in the Employee Registration system. If you have not been assigned a role, Role will
default to “All Roles.” You can select any role to view what personnel in other roles
see. If you need a role assigned to your User ID, contact the Employee Registration
Administrator at your dealership.

e Location defaults to the dealer location that you are assigned in the Employee
Registration system. If you are set up to work in more than one dealer location,
you can select the correct location from the drop-down list.

e The What’s New tab displays items that may have articles attached.

e The Recent Service Information tab displays recently released publications. To view

a document as an HTML document, click the article title. To view it as a PDF, click
the PDF icon.

e The Role Based Information tab displays metrics and information based on the

role associated with your user ID. If you have not been set up in the Employee
Registration system, you may not see this tab.
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The Role Based Information tab is divided into five sections.

e The Vitals section provides performance
information for your dealership. The information
displayed is dependent on your role. For example,

d for a Service Manager, it displays key metrics
about the various types of open cases, warranty
(" 1. Vitals performance and estimates.
2. iKNow e The iKNow section provides more detailed

information about the numbers and status of
Customer Relations, Tech Services and

4. Survey iApprove cases.

5. Education .

3. Messages

The Messages section contains messages that are
\ J related to your role as assigned in the Employee
Registration system.

e The Survey section may contain surveys that are
related to your role as assigned in the Employee
Registration system.

e The Education section appears below the iKNow
section and may display messages related to new
training offerings and other training-related issues.
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The Service Portal provides access to several resources that are designed
to help you manage different aspects of the repair process. You can:

e Monitor current repairs using the Dealer Monitor Report and other resources,

e Review performance on warrantied repairs using a number of warranty-related
reports and

¢ Manage warranty campaigns with the Recall/AFC MIN Summary by Dealer report.

Monitoring Current Repairs

Let’s take a closer look at some of the features you might use as you manage repairs
in your dealership.

Requests for Support

Each request for assistance to a Navistar support team generates a case file.
You can view your complete list of case files using the Dealer Monitor Report.
This report includes all support requests to Tech Services, parts inquiries,
critical parts orders, and Repair Advocate cases.

Status of Estimates

The status of estimates can be reviewed using the Repair Management System.
Options allow you to view open or all estimates for a variety of time periods and
locations or to search for specific estimates. The Operations Quoted Not Sold
Report provides information on operations that were declined by customers.

Resource Usage

Two reports provide information on how often technicians and service advisors
use key resources that are available to them: The Vehicle information Usage Report
and the Estimate Usage Report.

Service Portal: Managing Your Business for Service Managers ¢ © 2012 Navistar Inc. All rights reserved.
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LESSON 3: MONITORING THE REPAIR PROCESS

Dealer Monitor Report
The Dealer Monitor Report displays the current status of a dealership’s cases.

It is designed to be prominently displayed so that everyone at your dealership can see it.
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1. All available Case Types are listed in the Monitor Preferences section. In this
particular display, all case types are checked. You could, however, limit the
display to some subset of these types.

2. If there is more than one location for the dealership, you can select the one you
want to view from the Location drop-down list.

3. This display defaults to refreshing automatically every five minutes. You can select
a different value from the drop-down list or refresh immediately by clicking the
Refresh Now button.

4. The colors assigned to the cases in this report have specific meanings. If action
is required, the case is salmon-colored. If a note from Tech Services is attached,
it is tan. Cases that have a new iKNow document attached are green. And
requests for closure are yellow.

5. Cases are displayed in table format based on the case types selected and the
dealership location selected. You’ll learn more about the fields that are displayed
for each case in the next topic.
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A number of different fields are displayed for each case in the Dealer Monitor Report.
The report can be sorted on any of these fields simply by clicking on the field name
in the column heading.

1. The Case Number is the number assigned when the case was created.
2. The Dealer ID displays the dealer account number.

3. The Name field displays the name of the person who initiated the case.
4

Status ID displays the iKNow system status currently assigned to the case.
As you can see, this frequently corresponds to the color-coding assigned
to the case.

The Vehicle Status column displays the status assigned to the vehicle, if any.

The Case Type field displays the type of case for each listing.

Days Open displays the number of days the case has been open.

© N o o

The Repair Order Number field displays the number, if any, assigned to
the associated repair order in the dealership’s management system.

9. The Customer field displays the name of the customer that owns the vehicle.
10. The Chassis Number displays the chassis number of the vehicle.

11. The Group Name column displays the name of the support group that is
currently assigned to the case.

12. The Fleet Name field displays the name of the associated fleet, if any.
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1 Generating the Dealer Monitor Report
Generating the Dealer Monitor Report is a simple task.

First, navigate to iKNow.

Then click on the Reports tab.

Select the Dealer Monitor Report link.
And change preferences as needed.
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Here we can see
the link to iKNow
Home. We’ll click
on it to navigate
to iKNow.
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Dealer Monitor Report Fields
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iKNow opens to the Home screen. As you know, the Home screen displays Key
Metrics and News articles. Here we can also display cases based on type, status
and assignment or search for a specific case-by-case number. To generate the
Dealer Monitor Report, navigate to the Reports tab.

At the top of this tab
are two links: one for
the Dealer Scorecard
and the other for

the Dealer Monitor.
We’'ll click the Dealer
Monitor link.
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The Dealer Monitor Report is displayed, with an entry in the listing for each case for

~e the dealership. If we wanted to see all the action requests listed together, we could

sort on Status ID. Let’s click on this column heading.
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L Now all listings are sorted by Status ID.
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Status of Estimates

If your dealership uses the Repair Management System to create estimates,
you can View estimates by status, location, date range, and other variables and
View the Operations Quoted Not Sold Report. We’ll look more closely at each
of these features next.

—- Navigating to Repair Management
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You’ll find the Repair Management
link in the Write Up menu. Hover
over Write Up in the menu bar to
open the menu. Then click on
Repair Management.
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Repair Management Home Screen

-

When you navigate to
Repair Management,
you’ll see the Service
Estimating Screen.

1. Menu Bar

P
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Menu Bar

the features used to view estimates and generate reports.

Estimate Header

estimate, including the dealer location, vehicle and customer.

Estimate Parameters

Advanced Search

customer or vehicle.

Estimate List

30

The black menu bar under the Repair Management logo provides you with access to the features of
this system. You can learn more about these features by taking the Repair Management training that is
available on the Learning Management System. For the purposes of this program, we’ll concentrate on

Below the menu bar is the estimate header. This area is used to specify key inputs when creating an

A drop-down list provides numerous options to specify which estimates to display, from estimates assigned
to the individual user for the last two days to all estimates (both open and closed) for the last 30 days.

The Advanced Search link displays more specific search criteria. You can set a custom beginning
and end date for your search or search on a specific field, such as Estimate ID, Repair Order Number,
Chassis Number, or Unit Number. You can include closed estimates or search on a specific location,

Depending on the criteria you've set, you'll see a list of estimates. Key fields displayed include
the Estimate Number, Dealer Account Number, Estimate Total, Promised Date, Vehicle Description,
Customer, and Status. You can view the details of the estimate by clicking the Estimate Number.
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——- Viewing Estimates in Repair Management

Now let’s take a look at how to navigate to the Repair Management System
and view estimates.
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We’ll begin at the Service Portal Home

screen. Here we can see the seven main

menu options: Home, Publications, Diagnostic,
—o Write Up, Dealer, Warranty, and Support.

The link to Repair Management is in the
Write Up menu. We’ll hover over it to see
all the options. At the bottom of the first
column is the link to Repair Management.
We’ll click on it to navigate to the system.
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The Repair Management System opens in a separate window.

In this demonstration, the estimate parameters are set to default

to “My open estimates for the past 7 days.” As a service manager,
you’ll probably want to view all estimates written for your dealership
and may want to view them for a longer timeframe. We’'ll click on
the drop-down arrow to see what’s available.

There are a number of options for viewing estimates that are assigned
to the user - ranging from “My open estimates from the past 2 days”
to “All my estimates from the past 90 days.” However, none of these
will display estimates for the entire location. You’ll need to choose
one of the last six options to view either “All open estimates” or

“All estimates (both open and closed)” from the past 2, 7 or 30 days.
Let’s look at all open estimates for the past 30 days.
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In Advanced Search, the date range defaults to the last month. And

the Scope defaults to the current dealer location. Since no vehicle or
customer was selected before we clicked on the Advanced Search link,
these options are grayed out. Here in the center of the Advanced Search
options is the ID drop-down list. Click on the drop-down arrow to see
the available search fields.
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At the bottom of

the list is Assigned
User ID. We’'ll use this
option to search for

a particular service
advisor. Now enter
the service advisor’s
User ID in the text
box below the drop-
down box. Then click
the Search button.

Here you see a list

of all estimates for

this service advisor
for the last month.
You can scroll through
the list and open any
estimates you’d like to
review in further detail.
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——— Operations Quoted Not Sold

You'll find the Operations Quoted Not Sold Report in the Dealer menu of the Repair
Management System. The Operations Quoted Not Sold Report allows the user to
view the estimate items quoted in estimates but not sold.
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From the Service Estimating Home page,
hover over Dealer. Hover over Reports at the
bottom of the menu. Click on Operations
Quoted Not Sold.
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The result is a table
showing all operations
quoted but declined.
Each operation is a link
which takes you to the
estimate in which each
operation appears.

This screen allows you to set the criteria for the estimates
you’d like to view. You can specify a date range, choose
a dealership location from the drop-down list, and look at
operations for all users or a specific user.
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Monitoring Service Personnel Resource Usage

There are two reports available to help you monitor how much your service
personnel are using two key resources available to them: the Vehicle Information
screen and Repair Management estimates.

Estimate Usage Report

Like the Operations Quoted Not Sold Report, the Estimate Usage Report
is accessed from the Dealer menu.

Repair Management  service Estimating
8Y NASISTAR Home
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——=o the first item
in the Reports
sub-menu.
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Repair Management  service Estimating
BY NAYIETAR Estimate Usage Report
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You’ll be presented with search criteria for the report.
Once you’ve selected them, click the View button.
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Here you see a list of all employees who fit the criteria
and the associated counts, totals and averages for the
timeframe in the report.
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Navigating to Vehicle Information Usage
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You'll find the Vehicle Information Usage link

o in the Write Up menu. Hover over Write Up in
the menu bar to open the menu. Then click on
Vehicle Information Usage.
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International

Wehicle Information Usage
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f

Wared and Vaai

The Vehicle Information Usage Report provides statistics
on how frequently dealership personnel have visited the
Vehicle Information screen. The Dealer Account defaults
to your location. If your User ID is associated with more
than one location, you can select the one you want from
the drop-down list. Then click the Submit button.
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International

Vehicle Information Usage
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A table, arranged

by employee name, o
is displayed for the
current month. You
can select a previous
month by selecting it
from the Month and
Year drop-down list.
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Monitoring Performance on Warrantied Repairs

A number of resources are available to monitor your dealership’s performance on
warrantied repairs: the Service Performance Statement, Warranty Claim History,
Claim Appeal, and Parts Return Requests.

Navigating to Service Performance Statement

International
Saerice Portal Home
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You’ll find the 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.
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Service Performance Statement

¢ 9@

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
controlled in the Employee
Registration system. Your
dealership’s Admin is
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l The Service Performance
. Statement provides
Dealer Location .
numerous metrics about

The Dealer Location drop-down list can be used to your dealership’s performance.

generate the Service Performance Statement for each
location associated with your dealership. Just select

it from the drop-down list.

Report Month

The report month drop down list allows you to select the month
for the report. It defaults to the most recent available month. 5. Report Explanation

Submit Button

1. Dealer Location
2. Report Month
3. Submit Button
4. Back Button

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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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 a )

address and account number. Here you can see the sections
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

Service Details 3. 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 -
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Here you can see the sections
of the Service Performance ®
Statement for: The Warranty Performance section
provides a comprehensive report
on warranty dollars paid to your

1. Warranty Performance

2. 01 Cost of Vehicles dealership over the past twelve
Repaired months. This report helps your

3. 03 Cost of Vehicles dealership expedite claims,
Repaired improving your cash flows.

4. Claim Totals
5. Claim Days
6. Claims on Hold
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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.
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——=o 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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Here you can see
the sections of the
Service Performance
Statement for:

1. Parts Returns
Status

2. Service Program
Parameters

3. Service Level
Authorization

4. Diamond Club

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.

Service Program Parameters

The Service Program Parameters section indicates the services
that your dealership performs, including Eaton Hybrid Service,
DPF Cleaning, Fuel Tank Cleaning and Accelerated Service.

Service Level Authorization

The Service Level Authorization section provides a link to your
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.
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Navigating to Warranty Claim History

International
Service Portal Horme

You'll find the Warranty
Claim History link in the
Warranty menu. Hover AN it
over Warranty in the 1 e e e
menu bar to open the kel e e
menu. Then click on
Warranty Claim History.
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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 Canyright 2012 Mt lnc.
on the View button. o el e

P E Ll o]
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All warranty
claims for

the selected
parameters are
displayed.

— Navigating to Claim Appeal
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|—o 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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Claim Appeal
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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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Navigating to Parts Return

International
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Service Portal Home

]

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.

Parts Return

The Parts Return
search engine allows
you to determine
the status of parts
requested to be
returned to Navistar.
You specify the dealer
account number

and location and the
timeframe in which
you want the search
to occur. Maximum
is 60 days.
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Managing Warranty Campaigns

Two tools are available to help you manage warranty campaigns: Recall/AFC/MIN
Summary by Dealer and the Fleet Information Request Tool.

Navigating to Recall/AFC/MIN Summary by Dealer

Hoke

You’ll find the Recall/
AFC/MIN Summary nraz e meser e
by Dealer link in the =T

Warranty menu. Hover || “isgdsnnone
over Warranty in the
menu bar to open the
menu. Then click on
Recall/AFC/MIN

Summary by Dealer.
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Recall/AFC/MIN Summary by Dealer
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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, the number in the Number column is a link to the description of
the campaign, the number in the Complete column is a link to details on each
vehicle that was repaired under the campaign and the number under Incomplete
is a link to details on those vehicles still to be repaired.
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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.
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Navigating to Fleet Information Request Tool

—

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.

Internatonal
Service Fortal Home
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Fleet Information Request Tool

The Fleet
Information
Request Tool

is designed

to assist
customers
with multiple
International®
vehicles in
looking up
critical vehicle
information.

To use it, begin
by downloading
the sample file.
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This is an Excel
spreadsheet that {1
documents the
Chassis Numbers,
Unit Numbers, Loca-
tion, and Comments
about any other infor-
mation the requester
wants back with the
request. Once you

FEZIS2E S8R

have created your 5

. n

spreadsheet, save it )

on your computer. u
_‘-‘_id-u'n (1 j, _|-._ - [

You can then browse to find it. You must enter your email address
in the Email Address field. And then click the Submit button.
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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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Summary

In this program, you learned about resources that you can use to monitor the status
of repairs in your dealership and administrative tasks that set up and maintain key
dealership information.

Monitoring Current Repairs

The Dealer Monitor Report displays all support requests to Tech Services, parts
inquiries, critical parts orders, and Repair Advocate cases. The Repair Management
System provides lists of current and closed estimates for a variety of timeframes for
your review. Personnel use of key resources, such as the Vehicle Information screen
and Repair Management estimates, is documented in two different reports.

Monitoring Warranties Repairs

A number of resources are available to monitor your dealership’s performance on
warrantied repairs: the Service Performance Statement, Warranty Claim History,
Claim Appeal, and Parts Return Requests.

Managing Warranty Campaigns

Two tools are available to help you manage warranty campaigns: the Recall/AFC/
MIN Summary by Dealer feature and the Fleet Information Request Tool.
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