
 

 

 

Abstract—Warranty management is an area of professional effort 

which concentrates on the efficient development and performance of 

warranties for businesses. Customer satisfaction is one reason why 

warranty management can be quite important for a company. 

Warranty management also typically covers the process of actually 

fulfilling warranties that are created for a product. 

This research is discussed about the reference framework as a vital 

protecting structure as well as the fundamental for system essentials 

to control and manage the warranty program as well as influenced the 

manufacturing/ engineering phase. The present study aims to give 

some guidelines for the planning, executing, as well as construction 

warranty management. 
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I. INTRODUCTION 

ARRANTY management is an area of professional 

effort which concentrates on the efficient development 

and performance of warranties for businesses [1]. Although 

this type of work is normally done for companies which make 

products, any company which presents warranties will 

normally have an interest in services offered by warranty 

management professionals or companies. Such work normally 

controls the establishment of warranties, usually by making a 

warranty which instils adequate product confidence in 

customers without costing a company too much money, and 

the resolution of warranty issues. Warranty management can 

potentially have a tremendous impact on final profits for a 

company, as improper management may cost businesses a 

great deal of money [2]. 

In terms of Software, it is an assurance provided by the 

software company to its client that the software meets its 

requirements listed in the software's functional specification, 

along with its quality properties such as reliability, 

performance, usability etc [3]. The software company also 

provides the customer with the list of limitations and existing 

defects, and how they can be catered. 
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A. The most important goal of the Project Manager is to 

supervise the warranty costs of supplier and to ensure 

warranty recovery actions are in the way which going to 

magnify cost recovery utilizing providing guidance to the 

team to attain common aims [4]. 

II. WARRANTY MANAGEMENT 

Proper warranty management for a company typically deals 

with three major aspects of warranties that a company might 

offer: creating warranties, fulfilling warranties, and monitoring 

warranty fulfillment for fraudulent activity [5]. Much like any 

other aspect of a business, warranty management is primarily 

concerned with ensuring customer satisfaction while making a 

profit. Customer satisfaction can be increased by the creation 

of warranties that provide greater consumer confidence in a 

product. A customer is typically more likely to buy a product 

with a warranty that seems fair and indicates to him/her that a 

company believes the product will continue to function for a 

good amount of time. 

Customer satisfaction is one reason why warranty 

management can be quite important for a company. On the 

other hand, the company should try to be sure that the warranty 

won't ultimately come back to damage its profits. For example, 

a 90-day replacement warranty could be issued on a product 

that was not properly tested and ended up having a flaw that 

caused many of the products sold to stop functioning within 45 

days. This would result in the company likely losing money on 

the product due to numerous replacement orders made through 

the warranty. Proper warranty management is not only about 

the language used in a warranty, but also in ensuring the 

product can live up to the warranty. 

Warranty management also typically covers the process of 

actually fulfilling warranties that are created for a product. 

This usually means determining how a warranty will be 

supported by a company. Some warranties may repay a 

customer the value of the product, while others will send a 

customer a replacement for a product that fails under warranty. 

Replacement warranties have become increasingly popular 

since they ensure the customer continues using the company’s 

product [6]. 

This type of replacement also typically requires that a 

customer send in the original product. Such steps are an aspect 

of warranty management that can sustain profits and reduce 

fraud. A company can ensure the original product was truly 

faulty in order to avoid fraudulent claims, and can potentially 
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refurbish the product for resale or to use it to fulfill future 

warranty replacements. 

Some research and experience indicates that companies 

which have observed the rules and conditions of warranty 

management not only decrease the expenses but also promote 

customer consent and service dividend. 

III. PROPOSED FRAMEWORK FOR WARRANTY PROGRAM 

MANAGEMENT 

This part of the research discussed about the reference 

framework as a vital protecting structure as well as the 

fundamental for system essentials to control and manage the 

warranty program as well as influenced the manufacturing/ 

engineering phase: 

First step: warranty program effectiveness 

A. First step: Warranty Program Effectiveness 

Fundamentally, this model investigates purposes and aims 

concentrate on four aspects: 

1) Formulate a strategy for the warranty program. 

2) Converting the strategic warranty to Medium-term 

strategic objectives.  

3) Practice plans development. 

4) Continuous efficiency and strategy review. 

 

B.  Second step: Efficiency of Warranty Program 

For making satisfaction that the warranties have the least 

cost or inessential attempt, that is essential for performing an 

appropriate design for warranty support. 

An approach that can help to design like plan, can be found 

by methods of maintenance management by utilizing an 

accepted and compatible with Maintenance and Reliability 

Analysis Plan implement, for example, FMECA. 

 

C.  Third step: Evaluation of Warranty Program 

For completing this step, it is essential to contain an analysis 

of life cycle cost which accounts the result cost for its whole 

lifecycle. The usual analysis contains expenses for scheming, 

development and research, manufacture, warranty, operation, 

as well as access. 

 

D. Fourth step: Modification of Warranty Program 

With the conclusion of prior steps, a continuing 

modification which can be used the new technologies with 

more influence, would be appreciable. 

This is obvious that the main part in the warranty 

management of a program is the communication with the 

stockholders. The methods which control these 

communications, CRM (Customer Relationship Management), 

are normally attended an ERP’s part (enterprise resource 

planning) system, so can let the organization to recognize the 

services as well as products which stakeholders need to 

consider. 

The database will be the major part of any CRM strategy, 

which can present a lot of information about discontents, 

repetitious faults, potential defaults, quantitative and 

qualitative analysis, statistical results, etc. 

Proposed framework for warranty program management has 

been demonstrated in figure 1. 

 

 
         Fig. 1 Framework Management for a warranty program 

IV. RESULT AND CONCLUSION 

Based on aforementioned framework, we found some 

guidelines for the planning, executing, as well as construction 

warranty management: 

1. Within the definition of requirements phase, manage 

market research to recognize warranties of the industry 

applicatory to systems, sub-systems as well as components. 

Furthermore recognize the warranty requirements of end users.  

2. The Project Management Plan (PMP) should address the 

structure of warranty management. A clear and present 

perception and agreement with warranty respond times and 

requirements are obtained, if the installation staff involve in 

the warranty criteria development. It may happens that some of 

the warranty items or services asked by the installation 

personnel, not be considered by the general project supervisors 

and administrators costs. Therefore, it will be required extra 

funding by the customer.  

3. In the Pre-Construction meeting, warranty requirements 

must be addressed and regularly should be exposed to 

discussion all over the implementation of project.  

4. The Partnership of key installation and maintenance staff 

in testing, training, and pre-triggering and systems triggering is 

very important to ensure essential maintenance is completed in 

a correct way and to minimize warranty matters along the 

period of warranty management.  

5. Project Delivery Team (PDT) key members, involving 

the Project Manager, Contract Specialist, Designers, Quality 

Assurance Representatives, Resident Engineer, Contractors, 

and Installation Representatives should be busy completely 

within close-out phase of work.  
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6. The contractor’s Warranty Plan should cover the essential 

information needed by the installing to communicate with 

contractor within the warranty duration and must contain the 

ways that contractor would pursue to refine warranty subjects. 
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