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WARRANTY CLAIMS AND DEFECT REPORTS

I. Purpose
This Vehicle Maintenance Bulletin (VMB) supercedes and obsoletes 
VMB V-05-02, Warranty Recovery (March 11, 2002).

This bulletin outlines the options and methods for the recovery of warranty 
repairs and parts on the following items:

Postal Service–owned vehicles covered during the manufacturer’s
warranty period or as the result of a manufacturer’s recall or post-
warranty campaign.

Replacement parts purchased for vehicle repairs after a new vehicle
warranty expires.

Documentation and recovery of warranted parts, materials, and labor is 
essential to minimizing fleet costs and to promptly identifying potentially 
adverse maintenance issues and trends. Vehicle Maintenance Facility 
(VMF) managers are responsible for maintaining aggressive warranty 
recovery programs.

II. Policy
Manufacturer-specific warranty information and claim procedures for new 
mail-hauling vehicles are published in a VMB on or about the time of 
vehicle delivery. Vehicle suppliers and repair parts consignment suppliers 
may provide warranty procedure manuals, service bulletins, or Web-based 
systems containing detailed instructions for processing warranty claims 
and handling defective parts. To ensure the aggressive recovery of 
warranted parts, materials, and labor, VMF managers must follow the 
warranty instructions set forth in this VMB and in a manufacturer’s manuals 
and service bulletins.

III. Warranty Labor Recovery Rate
For repairs that the VMF performs, use the hourly labor rate of $63.68 
unless superseded by a future VMB or manufacturer’s specification VMB. 
This rate encompasses both Postal Service labor and related overhead 
costs.
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IV. Options for Warranty Repair and Recovery
VMFs can recover costs for warranted parts, materials, and labor when the work is performed by any one of the 
following four options, unless vehicle-specific instructions state otherwise:

1. When new vehicle warranty repairs are performed by a dealership or other authorized commercial repair 
facility, with no action required by the VMF. This is the preferred method for warrantable repairs if it does 
not create excessive cost or have a negative impact on operations (such as increased shuttle costs or 
excessive vehicle downtime).

2. When repairs are performed by the VMF with warranty recovery performed by VMF personnel.

3. When repairs are performed by the VMF with new vehicle warranty recovery performed by a commercial
warranty recovery service.

4. When failed replacement parts are returned to a part supplier for a credit.

V. Methods for Warranty Repair and Recovery
The option selected for warranty repair and recovery (see Section IV of this VMB) determines the method for 
warranty repair and recovery, as discussed below.

A. Option 1 (Dealership)
When a dealership or other commercial repair facility authorized by the manufacturer performs the 
warranty repairs, the VMF is not required to take any warranty recovery action. Regardless of whether a 
Vehicle Post Office (VPO) or VMF initiates the warranted repair, VMF personnel must place a copy of the 
repair order, no-charge invoice, or other form of documentation in the VMF vehicle jacket for reference.

B. Option 2 (VMF)
When it is feasible and most advantageous to the Postal Service, the VMF may perform repairs, replace 
parts, and process warranty claims, as authorized by the vehicle manufacturer. The vehicle manufacturer 
may require authorization prior to performing repairs. The VMF is responsible for consulting the 
manufacturer’s warranty manuals and service bulletins to ensure that it follows proper procedures and is 
aware of extended warranty provisions, such as those covering emissions systems.

After a VMF completes an in-house repair, the VMF must submit a claim using the manufacturer’s claim 
submission process (on-line, fax, manual, or other method as specified by the manufacturer). The VMF 
manager must ensure claims are submitted in a timely fashion to prevent a denial due to a late 
submission.

A manufacturer may reimburse the VMF for a warranty claim by making consolidated payments for 
accepted claims. After the VMF receives a check from the manufacturer, the VMF must deposit the check 
to General Ledger Account (GLA) 52951, Account Identifier Code (AIC) 168 (if deposited at the VMF’s 
district) or AIC 000 (if submitted to the Information Technology Accounting Service Center (ITASC) in 
Eagan, Minnesota — see submission instructions in Subsection E below). The VMF will receive a credit 
that will be reflected on line 07, “Other Income,” of the VMF’s Postal Service Financial Performance 
Report (FPR).

The VMF must maintain a log and master file of claims filed with supporting documentation, including 
reimbursement deposit receipts and/or reports.

Note:  To avoid undue administrative costs, the Postal Service does not isolate and reallocate the 
component payments by VPO. Instead, the VMF deposits all manufacturers’ checks under the VMF’s 
finance number.
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C. Option 3 (Commercial Warranty Recovery Service)
1. General Information

When the VMF performs warranty repairs, it may recover costs by using a commercial warranty 
recovery service. The service provider charges a fee that is typically 8–10 percent of the claim value. 
However, before choosing this option, the VMF manager should evaluate the availability of VMF 
warranty claims personnel and their technical expertise and workload. 

The warranty recovery service analyzes copies of vehicle maintenance work orders submitted by a 
VMF, logs claims, and submits the claims to the manufacturer for payment. The service provider 
sends the VMF copies of all claims submitted, accepted, and rejected, and issues consolidated 
warranty reimbursements to the VMF. The VMF processes the payments, maintains a master file of 
claims (as described in Handbook PO-701, Fleet Management, part 622), and makes fee payments 
to the recovery service provider using the IMPAC expense card, unless National Ordering 
Agreement (NOA) terms identify another method.

Typically, manufacturers reimburse VMF warranty claims by making consolidated payments for 
accepted claims. After the VMF receives a check from the manufacturer, the VMF must deposit the 
check to General Ledger Account (GLA) 52951, Account Identifier Code (AIC) 168 (if deposited at 
the VMF’s district) or AIC 000 (if submitted to the ITASC in Eagan, Minnesota — see submission 
instructions in Subsection E below). The VMF will receive a credit that will be reflected on line 07, 
“Other Income,” of the VMF’s Postal Service Financial Performance Report (FPR).

Note:  VMFs may not use a Repair Parts VISA or commercial fuel/oil credit card for fee payments to 
warranty recovery service providers.

2. NOA with Warranty Processing Co.
To facilitate the commercial warranty recovery service option, the Postal Service has established an 
NOA with Warranty Processing Co. (WPC), which is the Postal Service’s preferred provider of 
vehicle warranty recovery services. See the Attachment to this VMB.

To use this service, the VMF sets up an account with WPC, receives procedural information, and 
mails copies of VMF warranty work orders to WPC. WPC analyzes all work orders and logs and 
submits claims for payment according to manufacturer’s warranty provisions. WPC sends the VMF 
documentation of all claims submitted, accepted, and rejected by the manufacturer.

The VMF must maintain a log and master file of claims filed with supporting documentation, 
including reimbursement deposit receipts and/or reports. WPC charges the VMF 10 percent of the 
total of paid claims. VMFs will pay the WPC fee via an Expense VISA Smart Credit Card.

Note:  VMFs may not use a Repair Parts VISA or commercial fuel/oil credit card to pay for this 
service.

D. Option 4 (Failed Parts)
The VMF must identify all repair parts that fail within the part manufacturer’s warranty period and must 
submit claims to the part supplier for reimbursement. Before returning the parts, the VMF must contact 
the part supplier to obtain return authorization. Each supplier will identify to the VMF the information 
required for submitting the part for warranty. In most cases, the warranty reimbursement is limited to the 
cost of the part but not the labor to replace the part.

E. Submitting a Manufacturer’s Check to ITASC Eagan
Note:  Subsections B and C above discuss the option of submitting a manufacturer’s check to the ITASC 
in Eagan, Minnesota. A VMF that submits a manufacturer’s check this way must include a cover letter with 
the following information:

a. Contact name.

b. Contact telephone number.

c. Finance number of the account to which the warranty check is to be deposited.
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d. GLA 52951.000.

The address for the ITASC in Eagan is as follows:
ITASC EAGAN
ACCOUNTING SERVICE CTR
2825 LONE OAK PKWY
EAGAN MN 55121-9640

VI. Replacement Parts From Stock
When using replacement parts from stock to repair a vehicle warranty item, issue the part from inventory to the 
correct vehicle using PS Form 4543, Vehicle Maintenance Work Order, under account code 45. Follow the 
manufacturer’s current warranty procedures.

VII. Warranty Parts for Vehicles Out of Warranty
Parts suppliers typically issue credit invoices for warrantable parts that fail on vehicles that are out of warranty. 
Check with the individual NOA supplier for its policy on the retention and return of failed parts. The VMF’s 
follow-up actions will depend upon whether the NOA supplier invoices electronically or manually:

a. Electronic Invoicing: The credit invoice information will appear on the FEDSTRIP billing statement report in
eBuy. The VMF manager or designee reconciles the credit invoice along with the debit invoices each
month.

b. Manual Invoicing: Upon receipt of a credit invoice, the VMF manager or designee must sign and certify
that the goods were received, retain a copy, and forward the original invoice to the San Mateo Accounting
Service Center, Accounts Payable Section. Each invoice must include the NOA number, supplier’s tax
identification number, and VMF finance number. When the San Mateo Accounting Service Center
processes the credit invoices, the recorded finance number receives a credit in line 3H, Vehicle
Maintenance, in GLA 52150.000.

VIII. Refusal or Delay of Warranty Service
If a warranty service provider refuses or disputes a claim, prepare a written report that includes the following 
information:

a. Date vehicle was placed in service.

b. Vehicle number.

c. Name of authorized dealer.

d. Name, title, and telephone number of the individual who refused to provide service.

e. Nature of defects and reason for refusal.

f. Mileage at the time of the failure.

g. Current mileage.

Send the written report to the following address:
VEHICLE OPERATIONS
UNITED STATES POSTAL SERVICE
475 L’ENFANT PLZ SW RM 7142
WASHINGTON DC 20260-2817

Also send a copy of the written report to the area vehicle maintenance program analyst (VMPA).
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IX. Reporting Vehicle Defects or Deficiencies
For a vehicle under warranty, immediately report structural or mechanical defects that are not caused by normal 
wear and tear and that require repair and replacement parts. Use PS Form 4528, Vehicle Defect or Deficiency 
Report. List each failure in detail. Provide the manufacturer’s name or the trademark of the parts involved for 
reference to the manufacturer.

E-mail the completed PS Form 4528 to Mark Long at joseph.m.long@usps.gov, or mail it to the following 
address:

VEHICLE OPERATIONS
UNITED STATES POSTAL SERVICE
475 L’ENFANT PLAZA SW RM 7410
WASHINGTON DC 20260-2817

X. Urgent Defects
For a defect constituting a serious safety issue (e.g., wheel spindle crack, rubbing brake hose, ruptured vehicle 
tires, etc.), immediately report the defect to Headquarters Vehicle Operations at 202-268-3576 and also notify 
the area VMPA by e-mail. Include the following information:

a. Vehicle number.

b. Date of failure.

c. Type of failure, including a concise statement describing the failure.

d. Any accident or injury that occurred due to the failure.

e. Mileage at the time of the failure.

f. Current mileage.

g. Present location of the vehicle.

Use PS Form 4528 to confirm the reported information. E-mail the completed PS Form 4528 to Mark Long at 
joseph.m.long@usps.gov, or mail it to the following address:

VEHICLE OPERATIONS
UNITED STATES POSTAL SERVICE
475 L’ENFANT PLAZA SW RM 7410
WASHINGTON DC 20260-2817

XI. Adjustments, Repairs, and Defects Not Covered by Warranty
Normal adjustments or repairs — such as brake lining wear, toe-in, oil, oil filters, antifreeze, and spark plugs — 
are not usually within the scope of warranty terms. Therefore, for these types of repair actions, do not submit a 
warranty claim unless there are some very unusual circumstances and the contractor has provided a prior 
authorization number.

XII. Defects
The use of PS Form 4528 is not limited to new vehicles. Use this form whenever premature failure of a part, 
component, or assembly requires replacement prior to normal life expectance.
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Attachment

Warranty Processing
National Ordering Agreement (NOA)

412735-02-H-0386

General Information

Procedures for VMFs

Start-up packet of information will be provided to VMFs by WPC. VMFs that utilize WPC’s services will 
be required to provide some information to the supplier, such as expense credit card number for billing 
purposes and other information needed for start-up of account. In general, WPC will:

1. Review and process claims for manufacturer’s warranties, based on copies of work orders 
provided by the VMF.

2. Notify VMF and management of any potential problems observed.

3. Provide monthly reports to VMF and management regarding warranty performance and status.

4. Perform duties within 24 hours of receipt by WPC and corrections within 48 hours of receipt. 
Exceptions to these processing times are due to acts of God and difficulties beyond the control of 
WPC.

5. WPC cannot be held liable for variations in manufacturer’s policy and procedures. WPC will notify 
USPS of any deviation from or a violation of manufacturer’s policy and procedures regarding 
warranty.

6. WPC is not the responsible party in the event of a manufacturer audit, when the audit comes as a 
result of errors outside of the control of WPC. WPC may assist in the audit if requested to do so by 
the VMF. WPC expenses for the audit duty will be discussed prior to asking for their assistance.

Effective: 2/15/02

Revised: 3/1/04

Ordering Address: Warranty Processing Co.
Republic Park
9250 E. Costilla Ave. Ste 525
Englewood, CO  80112

Telephone Number: 303-795-0612

Fax Number: 303-795-7845

Web Site: www.warrantyprocessing.com

Items and Prices: Warranty processing claim service, with 8.5% commission rate

Ordering Officials: VMF Managers or their designees

Maximum Order Limits: $10,000

Payment Method: Visa expense credit card. Billing will be based on 8.5 percent of paid 
claims based on manufacturer’s credit memos on a monthly basis.

Payment Period to VMF: Can vary by manufacturer

Payment Terms to WPC: Net 30 days

Retention of Parts: Can vary by manufacturer. In most cases, 90 days should be sufficient.

Tax Identification No: 84-1029532

Customer Service Rep: Tina Thompson, 801-269-9063
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7. Warranty chargebacks are not within the control of WPC. Problems such as repairs not performed 
as stated, overlapping repairs, duplicate repairs and non-defective parts are some examples of 
occurrences that are subject to chargeback and will not be deducted from billable warranty 
volume. WPC will make every reasonable effort to notify USPS VMF and management of these 
problems.

8. WPC will bill each VMF based on paid claims only. WPC will apply a 10 percent commission rate, 
and payment will be accomplished via USPS expense Visa credit card.

9. USPS VMF agrees to provide WPC with all necessary documentation needed to adequately 
process each warranty claim. WPC will call the VMF for any additional information needed in order 
to process the claim.
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