Guideline for Warranty Assessment.

—

ERAVELY)

Assessing a warranty.

Before a service technician commences a warranty repair * refer “warranty statement”, a proper
evaluation of the circumstance and repair procedure should be considered in respect of the following.

e Consideration of the known, (or determined by observation) most likely, or contributing cause
of the component failure.

e Acknowledged service history,
e Time in service (refer hour meter if fitted)

e Proper/improper adjustment, fair wear and tear, physical damage (accidental or
contributed).

e Consideration of operator use (technique) in respect of the product should be determined.

e Product type model as “Fit for purpose, should be evaluated prior to determining the
procedures and which parts if any are actually subject to warranty consideration.

o In particular, careful consideration as to the most likely cause of the failure should be
determined.

In determining the warranty, modifications to any component or assembly, based on a determination of
perceived poor design or improving performance based on speculation or a “good/better idea “is not
considered warranty.

Modifications without the subsequent written (or by factory approved Service Bulletin or Letter)
approval of the product manufacturer, may be considered voiding any warranties covering the
product.

Non approved modifications may have serious, and/or dangerous safety implications/consequences
in respect of operating the product.

Parts required to be replaced should be carefully evaluated, and proper consideration as to which parts
are genuinely at fault in respect to determining the overall parts cost and labour component of the

warranty repair claim.



Consider the following

1. Manufacturing faults in respect of an individual component.( Failed/faulty)

2. Was the component incorrectly fitted or assembled during manufacture.

3. Isthere evidence that the failure is due to either or both of the above items (1,2) which satisfy
the criteria for a warranty claim.

WAS A PROPER PREDELIVERY INSPECTION AND OPERATIONAL EVALUATION COMPLETED PRIOR TO
DELIVERY TO THE CUSTOMER?

4. Are there associated parts that may have failed due to the direct influence of a faulty part/s?
that should be included in the warranty repair OR as they are most likely to be considered as
fair wear items (components) are not considered to be a warrantable component/s?

5. From the warranty statement have you identified the parts that are not included (exempt) from
the warranty provisions

6. Do any of the parts in question fall into the fair wear category and as such be identified to the
customer as parts that are not warrantable, and will be billed to the customer as a consequence
of a proper warranty repair.

7. Are there parts that need to/ should be, replaced as a consequence of the originating faulty
part, to restore the assembly or function to its proper design use and/or performance?

Do you need to make a list of the parts that you believe require warranty replacement, and also
list parts that should not be included and be charged parts?

Have you determined the likely labour time that may be involved in completing the warranty
component of the repair?

Have you identified labour that is not warrantable and is therefore chargeable to the customer?

Before starting the warranty repair, have you or should you, discussed your assessment of the
repair and subsequent charges that you may have, identified to the customer?

Do not assume that a repair delivered into your workshop for a warranty repair is going to be
all warranty and a “no charge” repair /service to the customer. Eg a rideon mower with noisy
bearings in a spindle, within the warranty period, may well involve the replacement of the faulty
assembly,(spindle assembly) but should incur a customer charge for sharpening /balancing or
replacing worn or defective blades .

Note, all of this is on the assumption that a defective damaged/incorrectly sharpened blade did
not cause the bearing failure in the first instance.

Anticipating that adjacent assemblies will soon suffer similar failure in the future and should be
replaced as a set is not likely to be considered as a warranty.



(If the product has been in service in excess of 90 days or 25 hours then there is a distinct

likelihood that the full repair/service would not be fully covered by warranty, based on the

premise that the service technician is most likely to carry out work that may not be directly

related to a warranty repair, ie service air filter, make adjustments, top up engine oil, clean

machine etc)

BATTERY FAULTS
The warranty statement identifies battery performance problems separately (refer applicable

warranty document.) and defines a replacement policy.

If it is determined that the battery has in fact failed due to an internal battery fault, then the

advertised pro-rata determination will apply when claiming a warranty reimbursement.

Operator technique, or other machine performance issues must be determined as part of the

overall review into the battery performance.

Time in service, initial installation, pre charging prior to delivery, and suitability of the battery

for the purpose, need to be determined.

External physical damage or evidence of service neglect regarding maintenance of electrolyte

levels, poor maintenance of the battery terminals or connections that may well contribute to

poor battery performance and should not be considered warranty.

As part of the process for identifying the possibility of a battery failure it is important to

determine that,

The battery, as an isolated component is in fact faulty.

There is not a contributing cause to the poor performance of the battery.

The charging performance of the charge circuit is in fact delivering sufficient
performance to maintain the battery at its peak charged performance.

That within the machine as a whole, there is not a fault that exists in a circuit that
contributes to, or, directly is responsible for the for the ongoing battery problem.

Observation and electrical testing utilizing the appropriate test tools (multimeter, high discharge

tester, or cct testing devices, should be used to confirm that a battery has in fact a problem that

should be replaced under warranty.
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