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methods. There are, however,
many areas that are not carefully
managed that can be extremely
costly to vour business. From what

Warranties

“Unless that
which is not covered
is clearly spelled out,
you are liable for any
and all misfortunes
the customer may
encounter.” ‘

[ have seen lately in the field, one
area every shop should review is
the warranty it issues to the cus-
tomer. | see many repair orders
with a few lines scrawled across
them “parts and labor warranteed
for 6 months or 12,000,” or a vari-
ation of same. Seems innocent
enough, no fancy legal terms,
everything cut and dried. The
shops that issue that tyvpe of war-
ranty are waiting for a ballistic
missile to come through the door.
If the customer who received such
a warranty is, for example, on a va-
cation trip, and the transmission
gives up under warranty, there's
the downside. The customer loses
three days of his vacation, his hotel
reservation, a boat charter and two
days of greens fees. He has every
legal right to ask the issuing _~.hu-p
to pay for all his losses. Sounds
crazy, right? Ask any attorney if
this nightmare is true. How is this
possible? The shop that wrote those
innocent few lines violated virtu-
ally every rule warranties are
based on. The Magnusson-Moss
Act is the law of the land regarding
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warranties. It specifies that in or-
der for warranty to be limited in
scope, the warranty must state
clearly what is covered and what
is not covered. Unless that which
is not covered is clearly spelled
out, you are liable for any and all
misfortunes the customer may en-
counter. How about a $10,000
comeback delivered by “our
friendly legal system?”

Do’s And Don’ts

Don't try and write your own
warranty. Your expertise is in
hydraulics and gears, and unless
you're also a lawyer, leave it to
the pros.

Do join a trade association or
other collective group such as a
franchise chain and use their
warranty, which will have been
prepared by experts and passed
the test of judicial review.

Do make sure any warranty has
a stop-loss feature. Commonly the
language will include terms to the
effect that a full refund of the pur-
chase price of work performed is
the most for which a shop can be
liable.

Make sure that vou have at least
three types of warranty available.

One should be national in scope,
protecting the customer who may
be a distance from your shop. The
second should cover local usage, as
well as any repair that is not con-
sidered a full rebuild. The third
should be specifically for standard
transmissions or transfer cases.
You must warranty a stick differ-
ently from an automatic, because
the unit is subject to much greater
driver control (or error) and abuse.
None of the standard transmission
rebuilders | know warranty a stick

unit against gear breakage. It is vir-

tually impossible to break gear
train under normal usage. This
type of damage in a rebuilt unit
usually results from driver abuse,
assembly error or some change in
the vehicle configuration from

“Don’t try to
write your own
warranty.”

stock, such as oversize tires, in-
creased engine performance or
changed final-drive ratios. Now,
there are some units out there that
commonly break gears. This usu-
ally is not due to the manufac-
turer’s poor design, but rather to a
unit being under spec for the job it
has to perform. As new models
come out with increased torque
and horsepower, transmission de-
signs must be upgraded to accepl
the added stress.

Do make the customer a part of
the warranty equation. Make sure
the customer returns to the shop,
say, two weeks after repairs were
cu-mplctcd. Check the vehicle for
proper, quiet, leak-free operation.
Make the customer return for a sec-
ond checkup just before the end of
the warranty period. This protects
the shop as much as the customer.
Inform the customer of the need
for periodic transmission service
and establish the beginning of a
repeat business relationship. The
car makers demand periodic serv-
ice intervals to keep the original
warranty in force, why can’t we
learn from them?

Learn to manage risk and see
your rewards increase. Quality
work, quality parts and a quality
warranty protect both the customer
and the shop. Your reputation and
your wallet are easily damaged.
Make sure you warranty against
such eventualities. B
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