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WARRANTY PROCEDURE
This Warranty Procedure Manual has been developed and designed to enable you to review
the important aspects of the Confidence Plus Warranty and to assist you in providing
maximum customer satisfaction. In the competitive automotive aftermarket the consumer
has a multitude of automotive service centers from which to choose for their vehicle repairs.
The majority of Focus Group Consumer Surveys conducted by major automotive aftermarket
companies concur that one of the primary reasons a consumer will select one facility over
another is the issuance or availability of a written repair guarantee or warranty which provides
the consumer with the assurance that they will have peace of mind when it comes to the
repair of their vehicle.
We are pleased that you have elected to be part of the Confidence Plus Dealer Network and
provide your customers with the finest automotive warranty available. If we can be of service
or assistance, please contact the Confidence Plus Warranty administrative center toll free at
1-877-230-0369.
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WHO MAKES THIS WARRANTY
The warranty is made by the Independent Repair Facility (Facility) named on the repair order
that performed the original service/repairs on the vehicle for which the warranty is being
offered. The warranty may be honored by any participating Facility or other authorized
repair facility in the warranty network anywhere in North America. This is not a warranty
made by Sonsio Administration Services Inc. (“Sonsio Administration Services Inc.”), its
affiliates, subsidiaries or any of their employees, or member companies. In addition, Sonsio
Administration Services Inc. serves as the Warranty Administrator only. This means that the
Facility performing the repairs is the issuer of the warranty and is responsible to uphold the
terms and conditions described within the warranty for any services it performs. Sonsio
Administration Services Inc. will act as the Administrator on behalf of the original Facility when
the customer experiences a failure more than 25 miles (40 km) from the original Facility.
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WARRANTY GENERAL SUMMARY
The Confidence Plus Warranty covers parts and labor for 24 months or 24,000 miles (40,000
km), whichever comes first.
SERVICES COVERED INCLUDE:
• Air conditioning, heating and climate control systems.
• Engine cooling system(s).
• Engine performance, driveability services and repairs.
• Emission control system(s).
• Fuel system(s).
• Electronic engine management system and other on-board computer systems (engine,
body, brake and suspension computer s), cruise control systems.
• Brake system(s).
• Starting and charging systems.
• Electrical system(s).
• Exhaust system(s).
• Ignition system(s).
• Steering/suspension systems, wheel bearings, CV joints, half-shafts and drive shafts.
• Other minor repairs.

Additional Benefits:
Customers that require assistance and are outside the 25-mile (40 km) radius of the original
repair Facility receive FREE:
Towing: (maximum of $100 USD per incident, when there is a qualified warranty
repair). The customer can either pay the towing company and then get reimbursed by
the Administrator or the Facility can pay it and then add it onto the invoice to Sonsio
Administration Services Inc. for reimbursement.
Car Rental: Up to $40 USD per day, maximum total reimbursement of $60 USD with
two day limit for qualified warranty repair. To file for reimbursement, customers should
call toll-free 1-877-230-0369.
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SERVICES AND VEHICLES NOT COVERED BY THIS WARRANTY
• ENGINE
Any internal repairs or replacement of internal components, or replacement of engine
assembly.
• TRANSMISSION, TRANSAXLES
Automatic - any internal repair or component replacement requiring the removal of the
automatic transmission or transaxle from the vehicle or disassembly or replacement of
the same.
Manual - any internal repair or component replacement requiring the removal of the
transmission or transaxle from the vehicle or disassembly or replacement of the same.
Clutches - clutch component or assembly repair or replacement.
• DRIVE AXLE/DIFFERENTIAL ASSEMBLY
Any repair or component replacement requiring the removal of internally lubricated
components or replacement of the drive axle/differential assembly.
• AUTO BODY, PAINT, MOLDING REPAIR
• COMMERCIAL VEHICLES
• TIRES
• BATTERIES
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QUICK REFERENCE FOR CLAIM AUTHORIZATION
I. HOW TO DETERMINE IF A CLAIM IS ELIGIBLE FOR REIMBURSEMENT UNDER THE
CONFIDENCE PLUS WARRANTY
1. Less than 24 months and 24,000 miles (40,000 km) have elapsed since the date of
original repair, as noted on the customer’s original invoice. Once either one of these
has elapsed, the warranty is expired.
2. Repairs defined under “What is Covered by the Warranty.” Any repairs detailed under
“Exclusions” are not eligible for warranty coverage.
II. HOW TO OBTAIN AN AUTHORIZATION FOR REPAIRS
A. WHAT TO DO WHEN A CUSTOMER IS REFERRED TO YOU BY THE PROGRAM
ADMINISTRATOR FROM ANOTHER FACILITY FURTHER THAN 25 MILES (40 km)
AWAY.
1. Obtain a copy of the original invoice from the customer. The customer must have a
copy of the original invoice in order to exercise their warranty privileges.
a. Verify the vehicle presented for warranty service work is the same vehicle on which
the subject warranted repairs were performed.
b. Verify that less than 24 months and 24,000 miles (40,000 km) have lapsed since
the date and mileage documented on the original invoice. (If either parameter has
elapsed, the warranty is expired.)
c. Verify the original repair Facility is more than 25 miles (40 km) from your facility.
d. If the claim satisfies each of the conditions listed above, the Confidence Plus Dealer
(Dealer) must then continue with the processing of a potential warranty claim.
e. If the customer’s claim fails to satisfy any of the conditions above, the Dealer
must advise the customer that the claim is not eligible under the Confidence Plus
warranty program and provide the customer with the reasons for this determination.
2. Once the Dealer has determined the warranty service claim satisfies the Program terms
and conditions, he shall diagnose the automotive problem and confirm that the original
eligible repairs are defective, either in parts or workmanship. The Dealer shall then
prepare an estimate of the cost to perform the necessary corrective repairs.
3. Prior to beginning any warranty service work, the Dealer shall call the Administrator
toll-free at 1-877-230-0369 and discuss the situation in sufficient technical detail to
allow the Administrator to make an informed decision on the merits of the claim.
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4. The Administrator will advise the Dealer whether the customer’s claim is eligible under
the Confidence Plus warranty. If the Administrator confirms eligibility the Administrator
shall advise the Dealer and provide Dealer with a work authorization number. If the
claim is not eligible under the Confidence Plus warranty, the Administrator shall advise
the Dealer and provide an explanation as to why the claim is ineligible under the
warranty.
5. Once the Administrator has advised the Dealer that the claim is eligible, and Dealer
has been provided with an authorization number, the Dealer shall perform the warranty
service work. If, during the course of performing this work, the Dealer determines that
the cost (parts and labor) exceeds the estimate approved by the Administrator, Dealer
shall contact the Administrator and provide the Administrator with a revised estimate.
6. The Dealer shall complete a new repair order detailing the nature and charges for the
warranty service work performed (parts and labor). However, Dealer shall legibly write
on the face of the invoice “Confidence Plus Warranty Adjustment - No Charge.” Dealer
shall not charge the customer for any authorized warranty service work. Dealer shall
also write the authorization number on the invoice. The customer must sign the repair
invoice.
7. A copy of the original repair invoice, along with the subsequent invoice reflecting
the warranty repair, shall be sent to the Administrator for consideration. Dealer shall
confirm with the customer that the invoice correctly shows the customer’s current
address.
8. The Dealer shall mail the original or legible copy of the original repair invoice, and the
warranty repair invoice to the Administrator to the following address:
Confidence Plus Warranty Program
ATTN: Administrator
P.O. Box 17659
Golden, CO 80402-6027
9. ALL CLAIMS DOCUMENTATION MUST BE SUBMITTED FOR REIMBURSEMENT
WITHIN 90 DAYS OF THE DATE THE AUTHORIZATION NUMBER WAS ISSUED.
Failure to timely submit the required paperwork within 90 days may void the claim.
Claim documentation may also be faxed to the Administrator at 1-866-449-7301.
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DEALER NOTIFICATION OF A WARRANTY CLAIM
Once a warranty claim has been completed and payment has been issued, the Administrator
will issue a letter to the original repair Facility notifying the Facility that a customer had a
warranty repair that was processed through the Confidence Plus warranty program.
This will keep the original Facility informed whenever a customer has experienced a warranty
related failure more than 25 miles (40 km) away from their Facility. It will provide the necessary
information for the Facility to contact the customer to ensure the claim was properly handled
and the vehicle was repaired to their satisfaction.
Additionally, a letter is sent to the customer apologizing for any inconvenience they
experienced. The letter also provides the toll-free number for the customer to contact the
Administrator in the event the customer has any further questions or needs.
A sample of each letter follows.
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January 11, 2012
Confidence Plus Warranty Administrator
P.O. Box 17659
Golden, CO 80402-6027

MARY COLEMAN
2207 ABBEY DR.
FORT WAYNE, IN 46835

Dear Mary:
We trust that we were able to get your vehicle quickly repaired and back on the road. Our
objective is to ensure that your repair experience was resolved efficiently, and that warranty
services minimized the inconvenience of automotive repairs.
If you have any questions or need further assistance, we invite you to visit or call Bill Shell at
800-555-2424 or contact us at the corporate warranty center at 877-230-0369 during normal
business hours.

Sincerely,

Warranty Administrator
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January 11, 2012
Confidence Plus Warranty Administrator
P.O. Box 17659
Golden, CO 80402-6027
BILL SHELL
5717 U.S.HWY 24 WEST
FORT WAYNE, IN 46804
Dear Bill Shell:
We recently assisted a valued customer of your facility with automotive repairs. The
customer’s vehicle required further repairs covered by the Confidence Plus Warranty Program.
This letter is to inform you of the current status of the vehicle.
Customer Information:
Customer Phone 219-485-7143
Customer Name Mary Coleman
Customer Address 2207 Abbey Drive, Fort Wayne, IN 46835
Initial Repairs:
Your invoice number: 34529
Your repair date: 06/26/11
Further Repairs:
Repair: Alternator
Repair Facility: Mike's Service Center
Repair date: 01/10/12
If you have any questions, please contact us at 1-877-230-0369 during normal business hours.
Sincerely,
Warranty Administrator
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WHAT TO DO IF A VEHICLE IS RETURNED TO YOUR CENTER FOR
SERVICE (WARRANTY REPAIR)
As an added benefit to a participating facility of the Confidence Plus warranty program,
under certain circumstances, a participating Facility may be eligible to receive compensation
towards the labor to R&R a component that has failed as a result of a product defect. The
qualifying factors are as follows.

Labor Reimbursement Program Procedures and Limitations
This benefit applies only for a defective part and not any component that has failed or been
damaged as a result of faulty workmanship.
This benefit applies only while the Facility is enrolled as an active participant of the
Confidence Plus warranty program.
You must call the Administrator toll-free at 1-877-230-0370 prior to the removal of the
defective part.
Labor claims are limited to a maximum of 5.0 hrs. labor.
Labor is authorized based upon the installer’s normal labor rate, up to a maximum of $37.50
USD per hour, and is limited to the time necessary to R&R the defective component only.
Each participating Facility is allowed up to a maximum of 6 claims per calendar year (prorated
for new CSC sign-ups during the year).
No claims may be carried over from one period to the next.
Labor time is based upon the flat rate time allocated by the most current edition of the
Mitchell Labor Estimating Guide, less 25% per Aftermarket Auto Parts Alliance, Inc. policy.
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HOW TO OBTAIN AUTHORIZATION FOR LABOR TO REMOVE AND
REPLACE A DEFECTIVE PART
1. Obtain a copy of the customer’s original invoice.
2. Verify the original repair was made within the 24 month and 24,000 mile (40,000 km)
parameters of the warranty.
3. Perform the proper diagnostic procedures and verify the original repair or replacement
part(s) is the source of the vehicle malfunction or failure. Warranty claims that are the result
of a defective part purchased through an affiliated store may be eligible to submit for a
labor claim, subject to the stated limitations.
4. Call the Administrator toll-free at 1-877-230-0370 for an authorization number prior to
the removal of the defective part. FAILURE TO CALL THE ADMINISTRATOR PRIOR TO
THE REMOVAL OF THE DEFECTIVE PART MAY RESULT IN DENIAL OF THE CLAIM.
Authorization is limited to the labor only for the R&R of the defective part, subject to the
stated limitations.
5. In order to obtain an authorization number to replace a failed part, you will be asked
specific questions relating to the diagnostics of the failed unit. This is especially true
when dealing with electrical components. This may require performing voltage drop
tests or other tests that may be necessary to isolate a defect to the failed part. If proper
diagnostics have not been performed, or if the part has been removed prior to proper
diagnostics being performed, the claim may be denied.
6. See the section “Eligible Services and Testing Procedures” for further information
pertaining to the replacement of a failed component.
7. Once an authorization number has been obtained, proceed with the necessary re-repair of
the customer’s vehicle and issue a new written replacement order that states the specific
repair that was performed to resolve the customer’s warranty claim.
8. Return the defective part to your affiliate store for an exchange unit. Submit the completed
claim form, with the authorization number, to the store for credit of the authorized labor.
The affiliated store will issue a direct credit to your Facility for the authorized labor amount.
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ELIGIBLE SERVICES AND TESTING PROCEDURES
The following is a list of some of the components that are eligible for reimbursement in the
event that a failure occurs. There is also a description of some of the tests that should be
completed prior to contacting the Administrator.
1. ELECTRICAL COMPONENTS: When replacing electrical components, we will ask for the
results of specific tests. These tests will include voltage drops across the positive and
negative circuits and available voltage at the B + terminal of the failed component.
A. STARTERS: You should have available voltage drop readings from both positive and
negative circuits and available voltage at the B + terminal, amperage draw, battery
voltage reading while the engine is cranking, and results of a battery load test. Some or
all of these tests may be required before an authorization number is issued. Additional
tests may be required if it is deemed necessary.
B. ALTERNATORS: You should have available voltage drop readings from both the
positive and negative circuits and output readings (amperage and voltage). Output
readings should be taken from the B + terminal on the back of the alternator not at the
battery. Externally regulated models will require these readings with the alternator in full
field. Additional tests may be required if it is deemed necessary.
2. A/C COMPONENTS: High and low side pressure readings and other tests may be
required. The Administrator will determine the appropriateness and necessity for additional
testing.
3. BRAKE COMPONENTS: We will expect a detailed and accurate description as to the
condition of the failed part and the necessity for replacement.
4. COOLING SYSTEMS: You should have a detailed and accurate description as to the
condition of the failed part and the necessity for replacement.
5. STEERING & SUSPENSION: You should have a detailed and accurate description as to
the condition of the failed part and the necessity for replacement.
6. TUNE-UP RELATED SERVICES: Proper diagnosis must be performed in order to condemn
the failed component. This may include tests such as scope analysis, fuel pump pressure
reading, exhaust emission reading, and voltage input and output readings, where
applicable. Some diagnostic time may be reimbursed depending upon the type of failure.
The decision as to whether diagnostic time will or will not be allowed and how much time
will be allowed will be that of the Administrator.
7. COMPUTER CONTROL COMPONENTS: Proper diagnosis must be performed in order to
condemn the failed component. This would include tests such as voltage and resistance
readings, trouble code retrieval, where applicable. Other tests may be required. Some
diagnostic time may be reimbursed. The decision as to whether diagnostic time will or will
not be allowed and how much time will be allowed will be that of the Administrator.
8. ALL OTHER ADDITIONAL SERVICES NOT LISTED: A detailed and accurate description as
to the condition of the failed part and the necessity for replacement.
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SERVICES AND VEHICLES NOT ELIGIBLE FOR LABOR REIMBURSEMENT
1. CLUTCH COMPONENTS AND/OR ASSEMBLIES: Clutch component and assembly
replacements are excluded from the Confidence Plus warranty.
2. ENGINES: Engine assemblies and repairs or replacement of internal component parts
(excluding accessories that are mounted on the engine assembly) of the engine are
excluded from the Confidence Plus warranty.
3. TRANSMISSIONS, TRANSAXLES:
A. Automatic - Any internal repair or component replacement. Any repair requiring the
removal of the transmission or transaxle assembly from the vehicle, including the
flexplate.
B. Manual - Any internal repair or component replacement. Any repair requiring the
removal of the transmission or transaxle assembly from the vehicle, including the
flywheel.
4. DRIVE AXLE/DIFFERENTIAL ASSEMBLY: Any repair or component replacement requiring
the removal of internally lubricated components or replacement of the drive axle or
differential assembly including, but not limited to, ring gear, pinion shaft and related gears,
bearings, seals and axles.
5. CONSEQUENTIAL OR INCIDENTAL DAMAGES: There is no coverage for consequential or
incidental damages (additional expenses, which you may incur as a result of faulty repairs
or services).
6. COMMERCIAL VEHICLES: There is no coverage for services performed on a commercial
vehicle.
7. TIRES, BATTERY
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NOTES
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SUMMARY OF DIAGNOSTIC TESTING QUESTIONS
The following forms are intended as a guide for the technician to help ensure an accurate
diagnosis and repair of a customer’s vehicle. When presenting a claim for a warranty
authorization, it will expedite the process if answers to these questions are determined prior
to calling the Administrator.
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ALTERNATOR
CUSTOMER COMPLAINT: ___________________________________________________
Have you verified the complaint? _________________________________________
What type of test equipment are you using? ________________________________
Battery load test within spec? ____________________________________________
Intermittent or constant problem? _________________________________________
Starter amperage draw? ________________________________________________
Are the battery posts and cables clean?____________________________________
Voltage drop between the battery post and the battery cable: __________________
Voltage available at the starter? _________________________________________
Voltage drop B + to starter? _____________________________________________
Voltage drop ground circuit? ____________________________________________
Charging system output? _______________________________________________
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STARTER
CUSTOMER COMPLAINT: ___________________________________________________
Have you verified the complaint? _________________________________________
What type of test equipment are you using? ________________________________
Does the alternator have power to it? ______________________________________
What is the voltage reading at terminal B +? ________________________________
Have you checked for a proper ground? ____________________________________
Alternator belt condition? ________________________________________________
Alternator belt properly tensioned? _________________________________________
Voltage drop test: ______________________________________________________
Battery to B + _________________________________________________________
Ground Circuit ________________________________________________________
Output readings: At Idle, Volt __________________ Amps ____________________
At 2,000 R.P.M Volt _______________________ Amps ____________________
What is the alternator amperage rating? ____________________________________
Battery load test within specs? Yes__________ No _________
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WATER PUMP
CUSTOMER COMPLAINT: ___________________________________________________
Have you verified the complaint? __________________________________________
Is the water pump leaking? _______________________________________________
Has it been verified without a doubt that the pump itself is leaking and not the pump
gasket?
____________________________________________________________________
____________________________________________________________________
Is the pump noisy (faulty bearing)?_________________________________________
What steps were taken to isolate the noise to the water pump? __________________
____________________________________________________________________
____________________________________________________________________
____________________________________________________________________
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BRAKES & CALIPERS
DISC
CUSTOMER COMPLAINT: ___________________________________________________
Have you verified the complaint? _________________________________________
Condition and thickness of the brake pads: _________________________________
Condition and thickness of the brake rotors: ________________________________
If the condition is a brake squeal, do the pads have the proper anti-squeal
devices as prescribed for the vehicle application (shims, rattle clips, anti-squeal
backing)?____________________________________________________
Inspected for residual pressure? _________________________________________
If so, what steps were taken? ____________________________________________
Are the caliper slides clean and free?______________________________________
Do the caliper pistons retract freely? ______________________________________
Do the brake hoses show any signs of damage or collapsing? __________________
DRUM
CUSTOMER COMPLAINT: ___________________________________________________
Have you verified the complaint? _________________________________________
Condition and thickness of the brake shoes: ________________________________
Condition and thickness of the brake drums: ________________________________
Are the brakes properly adjusted? ________________________________________
Wheel cylinders leaking? _______________________________________________
Condition of brake springs and hardware: __________________________________
Brake cables free? ____________________________________________________
Any sign of leakage from the axle seals? ___________________________________
What is the condition of the backing plates? ________________________________
MASTER CYLINDER
CUSTOMER COMPLAINT: ___________________________________________________
Have you verified the complaint? _________________________________________
Is there any sign of leakage? ____________________________________________
Have you bled the system? _____________________________________________
Did you properly bench bleed the master cylinder? ___________________________
Is the master cylinder bypassing internally? _________________________________
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RACK AND PINION

CUSTOMER COMPLAINT: ____________________________________________________
Have you verified the complaint? __________________________________________
What is the condition of the P.S. belt? ______________________________________
What is the level and condition of the fluid? __________________________________
Have you attempted to flush and fill the system? ______________________________
Has the system been purged of all air? _____________________________________
Is the rack leaking anywhere? ____________________________________________
Is the rack binding? _____________________________________________________
When hot or cold? ______________________________________________________
If the condition is a bind when turning, separate the tie rod ends to isolate the rack and
then retest for binding.
Results: _____________________________________________________________
Are all the mountings properly secured? ____________________________________
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DRIVELINE
FRONT

CUSTOMER COMPLAINT: ____________________________________________________
Have you verified the complaint? __________________________________________
Does it vibrate or make noise on acceleration? _______________________________
Vibration or noise on deceleration? ________________________________________
Does the vibration or noise go away in neutral? _______________________________
Does it make noise when making sharp turns? _______________________________
Which direction? _______________________________________________________
Have you inspected the transmission and engine mounts for wear or looseness?
____________________________________________________________________
Any sign of wear or looseness in any steering or suspension components?
____________________________________________________________________
What’s the condition of the boots? _________________________________________
Has the CV joint been contaminated with dirt due to a faulty boot? ________________
____________________________________________________________________
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AIR CONDITIONING COMPONENTS
Date: _________________________________
Repair Facility
Name: ________________________________
Address: ______________________________
City: _________________________________
State/Prov, Zip/Postal Code: _______________
Phone: ________________________________
CFC Cert. (circle) Y N Date: ______________
ASE Cert. (circle) Y N Date: ______________
Vehicle Information:
Make ________________________________
Model: _______________________________
Body Style ___________________________
Engine CID/CC _______________________
Year ________________________________
VIN # ________________________________
1st Install Date: _________________________
Why replaced: __________________________
______________________________________
______________________________________
Miles/KM @ 1st Install: ___________________
Hours of Labor: _________________________
2nd Date of Install: _______________________
Miles/KM @ 2nd Install: ___________________

Part Store Where Part Was Purchased
Store Name: ___________________________
Address: ______________________________
City: _________________________________
State/Prov, Zip/Postal Code: ______________
Phone: _______________________________

A/C Parts Installed: ______________________
Gauge Readings:
H- Side: _____________________________
L-Side ______________________________
Clutch Voltage: _________________________
Air Gap: ____________________________
Oil Type: _____________________________
Amt. Installed _________________________
Type of Refrigerant: _____________________
Amt. Installed: ________________________
Type of Flush and System Used: __________
In-Line Filter Used in Lieu of Flush __________
Part#: ________________________________
Shop Rate: ____________________________
Hours of Labor: ________________________

Facility Complaint : (check one)
_______Locked Up
_______Seam Leak
_______Shaft Seal Leak
_______Bad Mounting Thread/Holes
_______Noisy (internally)
_______Bad Clutch Bearing
_______Other (please specify) _____________
______________________________________
Facility: Owner / Shop Manager / Technician (circle one)
Signature ______________________________________________________________________
TO PROCESS A WARRANTY CLAIM ON AFFILIATED STORE A/C PRODUCTS WE MUST HAVE A COPY OF:
Facility Consideration Form (completely filled out); 2.) Customer Original Repair Order; 3.) Customer Replacement
Repair Order Copy; 4.) Proof of Purchase of affiliated stores A/C Products (i.e. Store Invoice Copy.)

22

