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INTRODUCTION

Welcome to the Navistar Service Portal training program — Submitting Claims for Warranty
Administrators. In this program, you’ll learn about the tools and resources you may utilize
when submitting 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

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:
e Access the iClaim system,
e Access other resources, such as warranty and service contract information,
e Access Vehicle Information, and

e Access the Repair Management System.

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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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

R

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: Submitting Claims for Warranty Administrators ¢ © 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.

u !qh
Preferences '
User Preferences

Us=r Preferences For
—— > Zervice w  Sanvice « World Wide Service Porlal = All Seseiong - Wigw | |
ftem [ comtext | Selection

T >_anguage [ A ENGLEH -

Secords per page !-ﬁl s -
|_pmrand A54327 000 -

E Apply Seftings To

3 Sorvics + Gervice v \Word Wide Service Portnl + o [ Thiz Saesion Only
I

TRTLY

—_

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.

w

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

o . Master Service Information
The Publications menu provides access

to service documents that may be used
by technicians, service advisors, warranty Telematics Solutions

Enhanced Circuit Diagrams

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: Submitting Claims for Warranty Administrators ¢ © 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

' DT, 9 and 10

)co FPB Programming

Remote Thrott source Center

ce Tool Resource Center

Aftretreatment

Latin America - Home Page
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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.

Dealer Warranty Support

Vehicle Information Parts Catalog

stomer Update Parts Online
Engine Information

Customer Communications Tools

nfo Usage Repo .
le Info Usage Report Custom Res ool

Supplier Links ntact File v nload Tool
Dealer Communication Dashboard

Repair Management

* \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.
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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 | |F'| W BT r!:' SUp| F'l-:\ﬁ‘

Diealer Search
..||'.l-.'|F|'..= Your Se OrmEtic] zervce B

sErvice Level authorization Jiamond Chub

Learming Manzge
E =nair Mansgemednt
lealer Educatio
yCate P
Decal Crder Farm

kantenance

act infarmatian
Ervice Parner . "

ervice Prafiles

CUStDMET S0 unons

Customer Senife M

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: Submitting Claims for Warranty Administrators e © 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.

SUppal it

Fleet Information Request To

Appeal

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: Submitting Claims for Warranty Administrators ¢ © 2012 Navistar Inc. All rights reserved.
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LESSON 2: NAVIGATING THE SERVICE PORTAL

? 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 \
Glossary

Employee Registration

Chassis Search

The Chassis Search J
feature allows you : = =
to use the eight-digit Ch:

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: Submitting Claims for Warranty Administrators e © 2012 Navistar Inc. All rights reserved.

13



STUDY GUIDE | Service Portal: Submitting Claims for Warranty Administrators

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

Service Portal Home

Dealar Warranty Suppaort

Role : Sanice Managar - Location : a00032-000

FIND A QUALIFIED
TECHNICIAN
‘Whats New | Recent Service Information | Role Based Information I Tl =

0 Language Prefarence
This documeant describas how to set your language preference.

L] Serice Education Fess
Important updates to Senice Education fees

[ Pilet Contact
If wou need assistance with the pilot please contact Steve Welber via email Steve Weben@Mavistar. Com.

L] Mew Link ta the Havistar PrintPadtal
Mew Link ta the Hawstar PrintPortal Need to quickly find where to order farms, posters, brochures, manuals and other materials from
Mavistar? Enter the Mawistar PrintPortal thraugh this new convenient link in the Service Portal (IS15)

({1 Safety Recall 11516 Parts Kit May Contain Incorract Part International
The repair parts kit 8300223R.91 for safety recall 11516 may contain an incomrect part. The suspect part is the bolt used to attach the Technician Education |8
standoff bracket to the fuel pump case. The kit may contain part number 31054R1 which is an MB x 20 mm leng bolt. The kit should Program (ITEP)

contain 31053R1 which is an M3 x 16 mm bolt. You can determine if the bolt is corect by measuring the threadad length on the bolt.
If the threaded lenglh measures 20 men (078 in) the bolt needs 1o be raplaced with a 31053R1. M3 « 16 bolt or equivalent obtainad

locally. Ifthe threaded length measures 16 mm (0.63 in) the bolt can be used for the repair. METS 0K
L] New Shifting Gears Mewsletter Posted iKNow oK
The late=t Shifting Gears Customer Serace newsletter is now available
w SRR 3 DLE OK

Qur goal is to simplify wour ability to contact a person by phone. Many Phone Hetline Mumbers have baen eliminated all togethar, the
number selections have baen reduced and language navigation has baen simplified . All Customer Suppon Hotlinas numbers - Pans
Critical - Parts Technical- Direct Ship and Warranty will be going away as of January 23rd, 2012. Click here for details.

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.

14 Service Portal: Submitting Claims for Warranty Administrators ¢ © 2012 Navistar Inc. All rights reserved.
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LESSON 2: NAVIGATING THE SERVICE PORTAL

—=o Let’s begin with the Publications menu. We’ll hover over Publications to open the menu.
Then click master Service Information.

Service Portal
Hame
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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.

Service Portal: Submitting Claims for Warranty Administrators e © 2012 Navistar Inc. All rights reserved. 15



STUDY GUIDE | Service Portal: Submitting Claims for Warranty Administrators

16

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.
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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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b Imruyangw: Faglich =
[ ] e [5E5, FlaslizIE Reviscr:  IZOO
Created: 10IMANIL
ikaiiity: Fdsh, Iaek psdifimds 1100500000
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| copr Link_| Ao . et PRLL L SUETIVE] ves [ o | Dookmark | Frint |
Titla:
FRA 200 Mawckarca 11 and 13 Serice Hesones Cemer
. Applles To:
In this Contents A decnis wiih |20 010 Muskaron 11 an 111 ngrns

Menu, there are
entries for Engine
Calibration, Engine
Identification, Centents Menu
Maintenance, ~Lngine Callbration
Engine Service “ ngine Idescaticn

and Diagnostics, >Malma nanca

Chassis Service, s Somnion el Eligyanlicn
and other topics.
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Just click on the

. , topic that you’re
EFA 2010 11L and 13L Service Resource Centar 2R interested in to

' ' navigate to that
topic. Let’s take

a closer look at
Engine Calibration.
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LESSON 2: NAVIGATING THE SERVICE PORTAL

——=o The Engine Calibration section consists of links to a series of related articles.
Let’s scroll down to the Maintenance section.

Engjine Culilisutinn -

RelRaks Iypa

ndts: Proditar=, {
CARD

(e i Freduction and Semce A EHIITHH
alun Raleassss

nes Models. ProStans,
i

Production and Senice

361 <1200674

hien Hilrasas )

017Ea% | MaxsFanze 11 FRA 10330 HE @ 1700 RER, 1750 10 Tooouw @& 1000 270, | Tursenrmal Spand 106
1171 58K | Mt mice 11EFA 10T HE @ 1000 HERL T8 Tercua i 0 ==, 3000 SFI Hinssmed Spantd i
[00ZEEH | MasmeFuiae 11 EPA 10, 3535 HP @ 1700 RFK, 1250 ) Teraus @ 1000 37, 2700 APN Guweeed Sgaed 106
172 | Mamaanze 11 FD8 0300 HIE & 1000 115 -1 vz g ANEE 2 T, Wk
1A s | Maxd aice 18RS 00 HE G100 HERL SRR RITNESC i
1A 5 | Mot ase LRI E HE 1000 HERL 1850051 Tergue i 0L ==, AFN tiaraned Spend i
001204 | Maoforce 11EPAT, 290 1P @ 1700 REM, 1450 12 4 Terzue @ 1000 294, AFM Gowtrmed Speed 106 (RIS
(OIEEEW | MassFuice 13 EPADT, 430 HP @ 1700 RPM, 1850 10 Toroue @ 1000 224, AFf Gl Speed 128 {00027

This section also includes =

several tables that document i | [FRGEE [ 2010 Mudde Yo Moo 19 sl 13 Mt G 3
. . . 11800045 COOUNG | Wsing Sheell Rotello Extenda Lil: Coelast o= 2070 MassFwer 110 and 130 Engines:

service intervals fOF various oz LI IH | Sancs Inkemanan Rew bl Ketelast Utrs ©sterded | e Gaoim 1 1 G) sed 0 Mo oz 11 and 12 eagines

H 100022 COCUNG | Phosphate Canditiener Requirze Witen Repacicg Radict:

Components Of the VehICIe. 1 COCUNG | Shel Rabelle® Ulry Exiernied Lie Coulart % iste Sroy Suvianl

To exit this dOCUment, we’ll aFurc © 1L & 13L Ryl urmd Line Haul Vahich e Intenvals ©
close the window. - b
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Fart # 3007290052
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g Lparatars Manual for conplata dstails
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| Ty & nberval reguired if C1-4 engine lubrication vl is us=d. Tusng Che cleering nterval to 200,000 mif 322,000 km. 22 manthy o 4,520
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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
helped resolve your issue.
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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.

International

Service Portal Home

Home  Publications  Diagnostic  Write Up  Dealer  Warranty  Support

Ruole Sanice Managar - Location - (100035-000 FIND A QUALIFIED

TECHNICIAN
‘Whats Mew | Recent Service Information | Role Eased Information

anguage Prafaence
This document describes how te set your language preference.

I] Senice Education Fess
Important updates to Senice Education fees

L[ Pilot Contact
If you need assisianca with the pilot please contact Steve Weber via email Steve Weber@Mavistar. Com.

I Mew Link to the Mawistar PrintPodal
Mew Link to the Mawistar PrintPortal Meed to quickly find where to order farms, posters, brochures, manuals and other materials from
Mavistar? Enter the Mavistar PrintPortal through this new convenient link in the Senice Portal (IS15)

I Safaty Recall 11516 Parts kit May Contain [ncomact Pat International

standoff bracket to the fual pump case. The kit may contain part number 31054R1 which ic an MB x 20 mm lang balt. The kit should Program (ITEF)
centain 310531 which is an M8 x 16 mm bolt. You can determineg if the bolt is comect by measuring the threadad length on 1h9 :>n|t.
If the threaded length measures 20 men (0.78 in) the bolt needs 1o be replaced with 2 31053R1. MS x 16 balt or eguivalant ob

lacally. If the threaded length measures 16 mm (0.63 in) the bolt can be used for the rapair. NETS OK
I MNew Shifting Gears Mewsletter Posted K Nowr OK

The latest Shifting Gears Customer Sendce newsletter = now available

1[0 Mow Customer Supgen Canter Phone Hotling Stuciure
CQhur goal is te simplify your ability to eontact a person by phone. Many Phone Hotling Numbers have baen eliminated all togethar, the
nurnber selections have baen reduced and language navigation has baen simplified . All Customer Suppant Hotlinas numbers - Pants
Critical - Parts Technical- Direct Ship and Waranty will be going away as of January 23rd, 2012, Click here for details.

bs ok |

The repair parts kit 8300223R.51 for zafety recall 11518 may contain an incorract part. The sucpect part is the bolt used to attach the Technician Education [k

¢ 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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P

Role Based Information

Iﬂh.ub_l.Hen R_ﬂc!ﬂ_‘l Senluz lnrnrrr_lgﬂr_l Rok Based Information ! /
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participation &ntry dorm by s Friday
R
PENDING
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Clmm Dhanyes Na info
Claims on Hold Ha Info
Papcent Adusied 01 5%
Yallow f Red il
Head Counta
Aehizors/Fossman 2 1 What da our custormers like the mas! aboaul our néw
EEtimatss Maxaforce 22 angins?
& Mo lrka o Wery smooth and quist
DES Ne Infa

Giwat fusl SO0y

(D T ———— 5 i 5 concens
ibiMovs Wy .

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,
for a Service Manager, it displays key metrics

about the various types of open cases, warranty

( performance and estimates.

1. Vitals

2. iKNow o The iKN<?w 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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LESSON 3: PROCESSING CLAIMS

You’ll process claims using the Navistar iClaim system.

To research specific warranty coverage and service contracts,
you’ll access the Warranty Matrix and Service Contract information.

You may also consult Policy Letters and various Manuals on policy,
coding and other topics.

——— Navigating to iClaim Home

International
Service Porial Home

Rala Waranty Adr

Whats few | Regant Baryice Infar

1 ngvint eng
feal besk

1L Upiate ol viE It
The efeciive coserage axpiralil

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

Navistar’s web-based iClaim System supports dealership personnel in submitting
warranty claims. iClaim contains features and a structure that anticipates the
process of submitting various types of claims with descriptive fields and codes.

|
NavrsTag 1C12IM
Home

Ciaim Entry Welcome to the iClaim System

\abicia Mustar

Reports

Inquiries Version 20113
Afniakiaien Whait's New

Warranty Center Standard Hours of Operstion
Monday — Friday: 7-00am to 7 00pm (C5Th
SalurdaySundey Closed
Plaase rafior o iKMow Article: SH2000001 for addiionsl Custormer Support Cantar Hours

For any systermn ssues contact the Dealer System Support Center 1-800-527-Fa79 choose Option 2

11-30-03
AFC 9909 has been added to the Muki VI Claim Template

10-9-09
iClam version 3.0 has been inslalled. The newesl wersion includes the abilty 1o delete a clam section_ attach a

picture or document b 3 claim section, and retrieve an clectronic copy of the R5185, RE1ED, and R5132 reports
from the past & monihs. Reference the iClaim User Guide or iKnow article IKZB00058

7-Z3.09
D to a systams "glitch” some current SRT's have been deactivated prematurely. These codes were scheduked 1o be
deactvated Mandsy Juby 27" whien they are 1o be replacad with new updated codes. These oid SRT'S have baen removed fram
..... S e A TeRE AGT ek R A e 5

£3012 Havkim, e

iClaim allows warranty administrators to employ
business management systems to upload claims
directly into iClaim. Warranty administrators can
generate comprehensive reports with claim details
for other involved dealership personnel.

Detailed training on the iClaim System is available
in the Service and Knowledge Systems section of
the course catalog.

Service Portal: Submitting Claims for Warranty Administrators e © 2012 Navistar Inc. All rights reserved.




Service Portal: Submitting Claims for Warranty Administrators | LESSON 3

LESSON 3: PROCESSING CLAIMS

— Navigating to the Warranty Matrix

International
Service Fonel Home

Faola Viamranty Adm

Whats few | Reoent Bannce Infarn

1) nawint gng
1oal best

Ul K
The eTeciive cowerage axpinat]

You’ll find the Warranty Matrix link
in the Warranty menu. Hover over
Warranty in the menu bar to open
the menu. Then click on Warranty
Matrix.
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CTS Warranty Form Matrix

Warranty coverage varies from year-to-year and vehicle-to-vehicle. The CTS Warranty
Form Matrix provides access to the standard warranty coverage based on the Model
or Series, Model Year and Model Description.

International

Standard Wamanty Matrix

Thie Standan! Wairanty Maiid has Been iedesigned 10 meke & pasesr 10 find the specilc vehicls infarmation foar which-you'e looking
Touoe this pago, plaase make four selactions dor the dasirad vehicla

Comat iy g e Wil Sesing. Mol i Bl al Dasc g
[ECT WP — - PlarewTt sl AN S’} - AT - EL LT R P ——

Fergat Sekshens

The etnndart wamsnty inbimation wil launck in 8 separsie browsar window aher the last saleciion. YWe hops you Wnd this fags sy o use. I you hawe any Pasdbeck
fleaee ciick bere o lnd us kow

Select the Country or Region, Model or Series, Model
Year, and Model Description from the drop-down lists.

OETAINMG SERVICE

Relum this wehick o any Inlemational Truck Deaker aulorzed o werdos fis model INTERNATIGNAL oTs-g0020
szl and sngna

LIMITEDN WARRANTY FOR MODELS

1000, 7300 42, 4%4, TA00 432, 4N 4, GH4 GXE
= BEASIC WEHICLE
Iueazaluna, & Us cptien, will Tspalr o Cepiece &Y Fan f i vebicls which
proves defective i mareri hig i 1
arm ar BN EWed par, 5 months W
Spastisss of thsnaare avelsd. ERCEpaons e st balow

=

srranty i auronat

vy 5 SubIepET euners & ng e,

g o citer peraon by avthorzed y W
RSISME DSGI) Wies M206 OF AREATE 1) aElin
o FIOVINEISE Law. S0me SUkE 3 Piice 0 A Al T * COMPONENT COVERAGE

nedenl or comeequental damages, o fie above limbtion o The components descrohed below ars zrven addriisonl wamaaty ceveraze of

e pwniar. This sarmasty gives e cumer speciac gl igrts. avd he
WG M3y FarY by 3 of povhoe

RECORD OF OWNERSHIE

Upan reespt of ném weh ol by orginal owmer, complats the Risrng:
| hawe read s Wamanty Brocaee and fuly undersiand the mamanty coverage. |
achnowiedgs that | Fave wosived 3 copy of De Owrses Lmksd Wamany and | aesst
the terms desarbed herein

warshls s pariods and disence meveled Eurifirions, a5 shown = tha Famany
Covarge Schaddule
1. Frome Side Bails

' Cerw] Sanahure fon-highwey applic

3. The Cabv'CUW] 5 WHTADNA I ARAT PRSI0 453 O COwI, SNCHEt T
Derfacamion Cossd by g chemicals AN T COSHETE Causd bY 15 Y
[ R——

4 Intesmainesit* Diesel Exsines incinding biock, cylmder beads, fusl pamp,

Inigt PO AP, AIHCALTER, SRl BabTACNd CIIpeRsats, 204 Watr

U eI T, TEENYE, SETSATS 10 T s for

Al NG apnI0e; How DI, glew iz relT and b 1l

ampoind commatee: far 11 mardztiianing micare. Exthitny anachmp

T A = Tentm | el accazsnies (&g, fan chich, alvemaenr, samiar, si), Bomns, and
atEmally mpuntad alcuc a0 BITINAN SYRRES.

BT B

Trusch Madal [Py T ——" Sont & rear males, chitrh propshaft. o trassmission: evchuding
whesl ends. sl sha s conkols & afachmest
— e 1] Som & rear anles and prapshall, whea wied with ATNun maaimission,
T - aa anrlting beakes, whesd e, yicle dhafta, commmals & amachms
Trase Calrvared t= Tiar DU 0 deesaor Raadieg 2z Delras g
: ] Note: The customar has 160 days from DTU [delivery to end
IMPOATANT The hiarefon cortained | s Wananty Poicy sxplaing fe coweermge povkien wser) o purchase any extended warranty on the unit. See your

N {FOUF N MEMItNa” Lahisie. TRiC pedey casma BS BSpTIN B2 WRISG for peacaniztan 1 i
i Whan yos TeueEt weraney narees local International dealer Tor details.

The appropriate warranty document opens in a separate window.
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— Navigating to Service Contracts

Internatonal
Service Poral Home

Rala Wéaranty Adr

Whats ew | Recent Sarvice Infar

W paint eng
o] best

1L Upkate ol ViEL 1100 -
The efeciive Cowerage sxpis]

You'll find the Service Contracts
link in the Warranty menu. Hover
over Warranty in the menu bar
to open the menu. Then click on
Service Contracts.
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Service Contracts
The Service Contracts screen lists recent site updates.

Price Pages for Madium, Heaw and Sevare, effactihe January 12, 200% now #valable under PricngyPublished Price Pages

Ceopright & 2011 International T and Engine Corporation

Service Contracts 8 )
Recent Site Updates 3

Fricig Recent Site Updates
Forme
Competbies Snalysis Paga st 1t [Ge
Sersa Corireci Palcy
it e [T
# SERVICE OONTRACT NUMEER 1-B00-346-4420 Optin 1 o197 5000
Usnp ths numbar 4 aimnata tha Esue of not beng abie to reach 3 specfic ndvidual dus to tham bang @&y from thar phona
or out of the office.
# CUMMMS Sardca Contract Regstratian Form US. and Canada Junf 1772000
Units Must Bz Bult AND DTU'd by 12/31/10
*  Medium, Heoey and Savara Prica Pagas, efectia Jaruary 11, 2010 now ikl Janf13/2000
Prica Pages for Nadum, Heawyr and Sevara, effactie Bnuary 11, 2010 ara naw sabbk ununrﬂnquDubkhnﬂ Pricz Pagec
*  POWER OUTAGE-FAX MACHINE DKM M4/ 7009
Due to @ power cutege over the weekand, the Servoe Contract Fax maching ves dovn, 1f wou submitted informetion e s
during that tima, you wil need to meubmi £ Thanks!
# Extenced Thme Penod oo Furihass Senice Cono@os Apn0B/200%
Effactiva Aprl 1, 2008, Service Dorkracdts e now valsbke to the ongingl retal custornar ory, For up ko 12 manths folawing the
date delwarad ta tha oﬂgmlu:ur {OTU}, ar up to 100,000 mik (160,000 k). Raferenca Sakes Policy Latter G-18T76.
- [h\?ﬂll'\'l. Hagy and Sevara Prica Fages, EMactve Jaruany 12, 2008 Now Avakhie 1anf13/2009

m

¢ You can also use the Navigation menu in the upper left corner to view current

published prices or request a custom quote.

e You can view a variety of warranty forms, such as the standard and extended

warranty forms.

e The Competitive Analysis link provides access to comparisons of various
International warranties to competitors such as Cummins and Caterpillar.

e Finally, the Service Contract Warranty Coverage link takes you to the feature

where you can enter a specific warranty policy number to view the
complete policy.
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Navigating to Service Contract Policy Coverage

International
Service Ponel Home

Rala Wamanty Adm

Whats Tea | Recant Bansce Infar

1 no it eeg
fasl test

1Ly Updste T
The efarlins Cowsrage axpra

You'll find the Service Contract Policy Coverage
link in the Warranty menu. Hover over Warranty

in the menu bar to open the menu. Then click on
Service Contract Policy Coverage.
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Service Contract Policy Coverage

If a vehicle is covered under a service contract, and you know the contract number,
the Service Contract Policy Coverage feature allows you to search for the specific
policy details.

International

Home  Pubdications LT Ok Wirie Ur Deaker

Vitarraney Policy Humber ; M15004] ‘igw Dictails d
£

Cop vt 201 2 Mariator, Ine.
Al timezs gz iGMT-38000) Genwal Tine U5 B Canated

IO LB BRHEWES

Simply enter
the policy
number and
click the View
Details button.

International

Warranty Policy Nember : M1S004 \igw Distails |

Palicy Humiber : W1 5004
Palicy Description ; MF1113 CORF FLAN 10800HR
Covarage : 35 Months ¢ 300000 Mias / 450000 KM L;:

The SCPV display iz intended ax a teal to guide sanice lpcations in determining whether the causal grouphnaun may be eligible far wamanty covrage under a senice
cantract. i is intended 1o supsloment, not replace the kerma and conditions of the actual servce cortract palicy. Please be sure o neview the aclual policy beat and conlact
the Warmanty Claim Center with any questions.

- 36 Monthe | 300000 Milas / 400000 KM
18 ELECTRICAL &7 - SWATCH, LOW COOLANT LEVEL

36 Months | S00000 Mikes / 480000 KM

L]

03 -
0T .
- CRAHECASE
052~
G-
ol -
196 -
148 -
118-
116
Wy -
145 -

CAP& BOLT, MAK BEARRG
BOALT, ROD

FIFNGUCONIECTION CRANKCASE VENT
CRAHKGHAFT

FLTWHEELRING GEAR

EMGRE CONTROL S CAMPEILD AI WAK HIF, IDE HI SE
HOUEIHG, FLYWHEEL

INTERSTAGE CAC-AIR, MARIF FIPE COMECTECTO
TVAR TURBI HI PS5} & SIGLE TURED
FISTOH, PiH, LOCK, BUSHING

RING, FISTON

The details
of the service
contract are
displayed for
your review.
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Navigating to Policy Letters

-

International
Service Poriel Home

Rala Wamanty Adm

Whats ew | Recent Service Infarn

1) mswiint gng
fua best

ol & h
The s¥eclive Cissrage 2ipiE)

R

You’ll find the Policy Letters
link in the Warranty menu.
Hover over Warranty in the
menu bar to open the menu.
Then click on Policy Letters.
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—* Policy Letters
The Policy Letters feature is your resource for the latest warranty policies.

WARRANTY POLICY LETTER IDEN TIFICATION:

L
Ex. 97001G. The first two nimbers: (97w ] are the vear issued. The nest hiee nurmbers (X001 G) indicate the consecutive lefel numbesing for
that year. The nurmibens are olowed by the constant 'G™

Shipping Instructions
TR Shipping Matrix - LS TRC Shipping Matnx - Canada

Current Pre Approval Requirements (11-0165)
reglaces (11-009G)

At the top of the
screen are links to

Shlpplng instructions 2011 WARRANTY POLICY LETTERS

Warranty Coding Manual Update 11-001G
and current pre-approval Diesel Farticulate Filter (DFF) Cleaning Reimbursement 110026
H Engine Emiszion Component Coverage 110030
re.qwrements for Warranty T T E e T =
|ApprOVa| Requlrements. Senvice Level Authonization (SLA) for the MaxxForce less than 10 Liters Engine Warranty Process in 1C Bus 110055
All policy letters are i e e 4 gest (Replaced |\, noen
grouped by the year in Meritor WABCO Hydsaubc Ful Power Brake (FPB) Warrarty Coverage 11007
which they were issued, {Replaced by WPL 11.020G) & i i s (11-0086
beginning with the current A i ifppeavat Roou {Reptaced by WPL 11.016C) Lloges
Parts Handiing Alowance for Sales Policy (02) and Goodwill Policy (98) claims 11-010G
year. To open a letter, Lise of Falstyshed Diosel Particulate Filter (DFF) 1o SLppo a Wanianty Repair 110116
Click on the ||nk at Use of Corect B 1344 Refrigerant 11-01256
Ramiiiramant o Eteh VIM iatn Failod Renihacset GSlamani e Sietaco Pame 1M
the end of the row.
Couniries - CANADA, LMITED STATES Do 10: WPLIS08021
= Avalabiityr [518, Bus 15T3 Language: Enghsh
NIiD( System; ‘Warmanky Revision: 100
Ot Lanousge Avalabilte English, Erareas, Crestadi LEH20LL
Exzaiiz] Last: Modified: S27/2011
Bwarage Ratingl Lead: 730
PTG o Ratinga:E
Fit T aeice: T T TR ot document hesora K0 0 IO R |- —l
Title:
Diesel Parficulate Filter [CPF} Cleaning Reimbursement WPL 11-002CG .
: " The link
Applies To:
Dealer Principal, General Manager, Pars Manager, Senice Manager, Warranty Administrater opens the
Effective Date: 112712011 i associated
iKNow
Subject knowledgebase
This policy lefter outines the warranty reimbursement strategy when a DPF cleaning is required, outside of normal maintenance. Typically DPF document.
dizaning is 8 maintenance item not covered by warranty. However, under certain circumstances when ancther defedive component causes the
DPF fo plug, DFF cleaning may be warrantable. The component that caused the premature plugging of the DPF needs to have remaining
warraniy coverage for ifis policy to apply. Additionally, any repair made to a DPF currenty requires an 1Approve case file to be created and
authonzed prior to repairs being made (Reference ikNow Aicle WPL2B00011 — Warmarty Policy Letter 10-011G — Wamanty iApproval
Requirements). This iApprove form can be Tound by antenng the suspect chassis & into tha 1515 — Vehiclke Inforrmation Page and clicking on the
“LApprove” tab.
Description: Thare are 3 differant scenarios that are covered undar Wis policy. .
Dealers that have an approved DPF cleaning machine {(F5X or Donaldson) available onsite where the wehicle repairs are being made.
a. Fa "Puff Oniy" andior a "Bake plus an additional Puff® i5 required a standard eutside charge can be submitted at your pasted
customer pav charae for the same achvity. bl
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Navigating to Manual Policy/Coding/Other

You'll find the
Manual Policy/
Coding/Other
link in the
Warranty menu.
Hover over
Warranty in the
menu bar to
open the menu.
Then click on
Manual Policy/
Coding/Other.

Manual Policy/
Coding/Other

The Manual
Policy/Coding/
Other feature
provides links to
specific warranty
manuals.
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Click on the associated
link to view the manual.
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LESSON 4: RESEARCHING A VEHICLE

Both Vehicle Information and Supplier Links provide information that may be used
in processing claims.

Let’s take a look at each of these resources now.

— Navigating to Vehicle Information
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You can find the Vehicle Information
link in the Write Up menu. Hover
over Write Up in the menu bar to
open the menu. Then click on
Vehicle Information.

Then you’ll be asked for the

chassis number of the vehicle
you want to view.
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Vehicle Information

The Vehicle Information feature provides access to a large variety of information
concerning a particular vehicle, based on its chassis number. The tabs of this screen
document everything from details about the vehicle’s owner, to components, to warranty
history, iIKNow search information, and case history.

Alerts Tab
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wahicle amd repair. Joa Villar is thae Primany Advocate for this customer.
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without reguesting J& Hunt's approval first Additonally, pleass supply a confirmation that you hawe the
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Thanks!

The Alerts tab can display a variety of
messages, depending on the customer
and vehicle. It also displays any cases
recently submitted on the vehicle.

If the vehicle is enrolled in the Repair
Advocate program, you’'ll see the Create
Advocate Case File button. Click it to
create a new Repair Advocate case.
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—e Summary Tab

International

Vehicle Information
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On the Summary tab, you’ll find general information about the

vehicle and its owner. Each occurrence of blue text that you
see on this tab is a link.

For example, clicking the Add link to the right of Contact Name
opens a dialog box in which you can add a new contact for
this vehicle. Once again, rights to this feature are set up in the
Employee Registration system. Service advisors and service
managers will generally have access to this feature.

If you were to scroll down the page, you’d also see sections

for warranty information, managed repair information, warranty
history, and calibration status for the vehicle.
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LESSON 4: RESEARCHING A VEHICLE

Managed Repairs Tab

The Managed Repairs tab displays any tracked repairs required for or already
completed on the vehicle. This includes Recalls, Authorized Field Changes (or AFCs)
and Mis-built Identification Notices (or MINs).

International

Vehicle Information
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Note that the values in the Number column are links. Each link opens the document that
explains the corresponding AFC, MIN or Recall.

For campaigns that are currently active, the Reserve button at the beginning of the row
is active — for AFCs and MINs only. Recalls cannot be reserved — these are critical repairs
and should be completed at the time that a vehicle is in your dealership.

This feature allows you to mark a specific vehicle and campaign for future completion.
In addition, it can be used to assure that a campaign is not completed by another
dealership between the time a repair is completed and the subsequent warranty claim
is submitted.

If a campaign is already reserved by another dealer and the vehicle is present at your
location, please contact that dealership directly. They can verify if a repair has already
been completed and the warranty claim not already submitted. Or they can take the
reserve off and allow you to complete the repair.

If at any time you decide not to do the campaign, you should release it simply by clicking
the Release button.
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Details Tab «

The Details tab includes
information not found on
the Summary tab, such as
DTU status and odometer
reading, and new and
programmed gear ratio.
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——=o Components Tab

The Components tab has a breakdown of all the vehicle parts, Parts Catalog
component numbers, component line drawings, and descriptions.

—

Each number in the

Parts Catalog Component
column is a link to that
component in the Parts
Catalog. And the number in
the Component Line Drawing
column is a link to the parts
list for that component.
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Serial Numbers Tab ’—‘

The Serial
Numbers tab
International
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—o Service Contracts Tab

A list of all the service contracts on the vehicle, present and past,
is viewed from the Service Contracts tab.
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Wehicle Information
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Note that the number in the Contract column is a direct link to
the corresponding contract document.
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Warranty History Tab
Details of warranty claims can be found on the Warranty History tab.
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You can access the details of
each claim by clicking on the
number in the Claim column.

—* The Dealer name is also a link
to the Dealer Details for the
dealership that performed
that particular repair.
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iKNow Search Tab

The iKNow Search tab allows you to search the knowledgebase for information
relevant to the particular VIN and issue you are working on.

fety Favariie
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By default, the search is
restricted to the particular
VIN. You can also select the
Major System involved and
enter keywords to restrict
your search.

You should search the
knowledgebase thoroughly
to find articles that will
assist you with difficult
repairs. Once you’ve

done so, the Submit Case
button will become active,
allowing you to submit a
request for Technical
Services assistance.
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Case History Tab

View the Case
History tab for a
quick view of all

the cases filed

for the vehicle,
the status of the
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resolution there.

iApprove Tab

The iApprove tab is used for diagnostics and warranty pre-approval.
Certain types of repairs must be approved before proceeding with the repair.
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To begin the process, click the appropriate Launch button. This will open the
associated form, which you must complete and submit.
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iRequest Tab
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iRequest is a process which allows dealer
personnel to request non-component related
items for vehicles. For example, horsepower
changes and EPA labels are two iRequests
that are available on certain vehicles.
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— Finding Vehicle Information - Demonstration

Now let’s take a look at how you might use the Vehicle Information screen to
find the information you need about a particular vehicle.

The chassis number is XH594505.
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Here at the Service Portal
* Home screen, we’ll again
use the Chassis Search
feature to navigate directly
to the Vehicle Information
screen for this vehicle.

We’ll begin by clicking in
the Chassis Search field.
First we’ll type the chassis
number. Then click the
View button.
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Service Portal
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The Vehicle Information screen for this vehicle opens to the Summary tab.
That means that there are no special VIN alerts about this vehicle or customer.

Let’s scroll down to see more of the information available on this tab.
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Here we can see that SRR
this vehicle was built Slal T
in 2002 and is no
longer under warranty. T e T
In addition, a previ- e C o
ous service contract : e .
has expired. However, i . ;
there are no open s . - =
Recalls or AFCs.
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Now let’s look at the Components tab. This tab displays detailed information
about components installed at the factory. They are arranged by Major Group
- in the sequence they were installed. We’ll scroll down and look at the Engine

Information as an example.

Here are the specific
descriptions of the
engine, fan drive,
radiator, air cleaner,
and throttle.
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LESSON 4: RESEARCHING A VEHICLE
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The links in the Parts Catalog Component column take you to the page in the
Parts catalog in which the component appears. The links in the Component
Line Drawing column take you to information about the component from

engineering line drawings.

Now let’s scroll back to the top of this screen.

We might also
browse through
the other tabs to
see if there is any
information that
is useful. For the
purposes of this
demonstration,
we’ll stop here.
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LESSON 4:

Navigating

You'll find the
Supplier Links
in the Write Up
menu. Hover
over Write Up in
the menu bar to
open the menu.
Then click on
Supplier Links.

—* Supplier Links

RESEARCHING A VEHICLE

to Supplier Links -
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The Supplier Links feature lists all of International’s major suppliers.

International
Supplier Sites.

The list is arranged
by Group, such
as Accessories,
Brakes & Seals

and Electrical.
Each group has
one or more
entries, one for
each manufacturer.

Each name is a link
to the supplier’s
website and the

technical information
they provide.

Service Portal:
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LESSON 5: CHECKING ESTIMATES AND SRTs

In the course of researching a claim, you may want to check the estimate or view
Standard Repair Times. Estimates created in the Repair Management System can
provide detailed information on the operations, standard repair times and parts
used during a warrantied repair.

You can also consult the Standard Repair Times feature to determine Navistar’s
approved repair times for warrantied repairs.

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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LESSON 5: CHECKING ESTIMATES AND SRTs

Repair Management
The Repair Management System opens in a new window, ready to create
a new estimate.

Repair Management  Service Estimating
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Managed Repair information,

if any, will automatically appear as
operations on the estimate. Operations
with Standard Repair Times are directly
accessible through the estimate.

Detailed training on the Repair
Management system is available

in the Service and Knowledge
Systems section of the course catalog.
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LESSON 5: CHECKING ESTIMATES AND SRTs

——— Navigating to Standard Repair Times
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You’ll find the Standard Repair Times link in the Warranty menu.
Hover over Warranty in the menu bar to open the menu. Then click

on Standard Repair Times.

Standard Repair Times

(or SRTs) provide you with
links to documents that
describe authorized repair
times for warranty payment.

GroupOparations -

The Standard Repair Times =S

International
Standard Repair Time

Copyriaht 2012 Naristar, Ic.
A e e (EMTH0000) Cenral Time LS 8 Canade)
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Begin by selecting a group operation from the drop-down list.
Then click the Search button.
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LESSON 5: CHECKING ESTIMATES AND SRTs

International

Standard Repair Time

GroupDparations : 12 Engine ~ [ Gaanh
Operticalescriptions ©

You’ll now see a complete list of all operations associated with the group
you selected.

International

Standard Repair Tims
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Clicking on one of them displays a list of specific operations, each with its
own figure for hours, warranty code, associated model, and qualifiers.
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LESSON 5: CHECKING ESTIMATES AND SRTs

Summary

In this program, you learned how to navigate the Service Portal. You also learned about
resources you will use to process claims, research vehicles and check estimates and
Standard Repair Times.

Navigating the Service Portal

You’ll find options that take you to operational functions of the portal at the upper right
of the portal. You can set up Favorites, select the brand you want to work in, set up
personal preferences, and log off.

The main menu options allow you to navigate to the available resources in the Service
Portal: Publications, Diagnostic, Write Up, Dealer, Warranty, and Support.

Processing Claims
You’ll process claims using the Navistar iClaim system.

To research specific warranty coverage and service contracts, you’ll access the Warranty
Matrix and Service Contract information.

Researching a Vehicle

Both Vehicle Information and Supplier Links provide information that may be used in
processing claims.

Checking Estimates and SRTs

Estimates created in the OnCommand Repair Management System can provide
detailed information on the operations, standard repair times and parts used during
a warrantied repair.

You can also consult the Standard Repair Times feature to determine Navistar’s
approved repair times for warrantied repairs.
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