
Today’s Topic:

Customer Care System (CCS)

Welcome to Motor Coach 
Industries Webinar Series 

Your Webinar Will Begin Soon



Customer Care System (CCS) Overview

On line access to MCI’s Warranty System Provides

Vehicle coverage

Status of warranty claims 

Warranty part orders, their status, including tracking numbers, and RGA & RMA’s when 
parts are required to be return to MCI

Access to Field Campaign Programs by unit & status

Units history of warranty claims 

Improves

Communications between Customer and MCI’s warranty administration team

Reduces response time evaluating claims

Feedback on the disposition of failed parts, (scrap or return)

Monthly reminders when parts are not returned

Monthly reminders a Field Change Program is still open on a unit
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Request a CCS Password

• MCI Service Parts Account number

• Full name of the user requesting access and listing others as 
required. 

• Direct phone number for anyone requesting an ID.

• Email address (Specify which email address will receive 
automated notifications from CCS, including Part Return 
requests and FCP information, etc.) 

• MCI Service Parts Account number

• Full name of the user requesting access and listing others as 
required.

• Direct phone number for anyone requesting an ID.

• Email address (Specify which email address will receive 
automated notifications from CCS, including Part Return 
requests and FCP information, etc.)

If you do not have a User ID and would like to sign up for CCS, If you do not have a User ID and would like to sign up for CCS, 
please send an email to the Warranty Department and provide the please send an email to the Warranty Department and provide the 
following information:following information:



Sign on and Navigation

From a computer connected to the internet enter the following address (URL) in your browser:

http://iwarranty.mcicoach.com/iwarranty/signon

The following page will be displayed:

From a computer connected to the internet enter the following address (URL) in your browser:

http://iwarranty.mcicoach.com/iwarranty/signon

The following page will be displayed:



Optional CCS Site Entrance



Sign on and Navigation

1) Enter your User ID

2) Enter your password

3) Hit the login button or press enter to enter the CCS site.

4) You will be directed to the CCS Home Page

1) Enter your User ID

2) Enter your password

3) Hit the login button or press enter to enter the CCS site.

4) You will be directed to the CCS Home Page



CCS Home Page

Primary use of the CCS 
home page will be the 
“Search Claim” link 
which allows you to 
search all the existing 
claims.

Press the “Search 
Claim” link. Search 
screens are displayed in 
the next few slides.

The “Change Password”
button is located under 
the Support Menu on the 
lower left of your screen. 
Click this menu option to 
change your password.

Primary use of the CCS 
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Change Password Screen

Enter your current 
Password.

Enter your New 
Password.

Re-Enter (in the field 
provided) you New 
Password

Click on ‘Save’ (above 
the Change Password) 
in the top menu bar. 
This will enter your 
new password in the 
system.

Enter your current 
Password.

Enter your New 
Password.

Re-Enter (in the field 
provided) you New 
Password

Click on ‘Save’ (above 
the Change Password) 
in the top menu bar. 
This will enter your 
new password in the 
system.



Main Menu Options

EClaims Menu: 

Search – Go to the “Search Criteria” screen. 
Perform searches for Parts orders, labor 
claims etc.

New Claim – Create a new claim

Quick Claim Entry- Basic information required 
to file a warranty claim.

New Template – Create a “template” used for 
entering multiple units for the same failure.

EClaims Menu: 
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claims etc.

New Claim – Create a new claim

Quick Claim Entry- Basic information required 
to file a warranty claim.

New Template – Create a “template” used for 
entering multiple units for the same failure.



Information required to Create a Claim:

VIN# (the last 5 digits of the VIN may be used to retrieve the full VIN #)

Warranty Coverage Details (Extended Coverage's)

Submitting location, account number

Mileage

Causal Part # - This is the part # of the component that was the root cause of the failure.

Failure date and/or Repair date

3C information – Complaint, Cause, Correction

Part #’s required for repair

Labor hours to be claimed

Bill-To Address (Ship-To address field can be edited if repair parts are to be sent to
alternate location)

Attachments as required
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Claim Tabs

The tabs include Claim, Failure, Parts, Labor, Other 
Charges, Customer and Attachments.  Each tab will 
be discussed.

The tabs include Claim, Failure, Parts, Labor, Other 
Charges, Customer and Attachments.  Each tab will 
be discussed.



“New Claim” / “Claim” Tab

Enter basic 
failure 
information such 
as VIN, mileage, 
repair order. You 
can add any 
special 
comments in the 
field.

Enter basic 
failure 
information such 
as VIN, mileage, 
repair order. You 
can add any 
special 
comments in the 
field.



“Failure” Tab

Enter Failure 
Information: 
faildate, repair 
date, causal part, 
complaint, cause 
and corrective 
action.

Enter Failure 
Information: 
faildate, repair 
date, causal part, 
complaint, cause 
and corrective 
action.



“Parts” Tab – Shipping Parts

Enter the failed part 
number and the 
quantity required.

Choose ship priority. 
Then check the 
“Ship” box and the 
replacement part will 
be shipped to you 
from MCI service 
parts.

Enter the failed part 
number and the 
quantity required.

Choose ship priority. 
Then check the 
“Ship” box and the 
replacement part will 
be shipped to you 
from MCI service 
parts.



Shipping Options

Emergency – Next Day Air 
Delivery, expect package to 
arrive by 5:00pm

Normal – Ground Delivery,  
expect package to arrive within 
14 days

Saturday – Saturday Delivery, 
note: employee must be at 
location to accept delivery

UPS1AM – Next Day AM Delivery, 
expect package to arrive by 
10:30am
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“Labor” Tab

Choose the SRT by 
clicking the binoculars.

Example: Search Using 
the “Description” Field 
on the Labor Lookup”
Screen by typing the 
word WIPER.) Select the 
green “dot” next to the 
SRT, click the RETURN 
button.

The “Labor Time Hours”
and “Labor Description”
will automatically fill in 
the information for you.

Choose the SRT by 
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button.

The “Labor Time Hours”
and “Labor Description”
will automatically fill in 
the information for you.



“Other Charges” Tab

The “other charges”
tab is used to 
provide additional 
charges that are not 
parts or labor 
related.  This tab 
should also be used 
to receive 
reimbursement for 
fluids (i.e. – oil, etc.).

The “other charges”
tab is used to 
provide additional 
charges that are not 
parts or labor 
related.  This tab 
should also be used 
to receive 
reimbursement for 
fluids (i.e. – oil, etc.).



“Customer” Tab

The Customer Tab 
is used to specify 
the shipping 
address for MCI to 
use if shipping 
replacement parts 
for the repair of the 
coach. 
REMEMBER: Verify 
the “ship to”
address is NOT a 
P.O. Box. MCI does 
not ship to a P.O. 
Box.

The Customer Tab 
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the shipping 
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for the repair of the 
coach. 
REMEMBER: Verify 
the “ship to”
address is NOT a 
P.O. Box. MCI does 
not ship to a P.O. 
Box.



“Attachments” Tab

Provide any documents 
that you want to attach 
to the claim.  This could 
be imaged invoices, 
documents that explain 
the repair, etc.  No 
attachments are 
required in order to 
submit your claim.

The Types of files that 
may be attached are:
▫

 

Word Documents

▫

 

Excel Spreadsheets

▫

 

Jpg, Tiff, gif, Bmp and 
PDF files 
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Verify and Submit

1) Click “Save” and check for 
any validation errors.  
Validation errors will 
appear in red and the tabs 
where validation errors 
exist will be underlined in 
red.  In the above example 
the claim tab and failure 
tab both have validation 
errors. 

2) After fixing validation 
errors - click the “Submit” 
button to submit your 
claim to the MCI Warranty 
Department for review. 
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button to submit your 
claim to the MCI Warranty 
Department for review.



Warranty Team Review Process

• Claims reviewed by a member of the warranty team will be reviewed in their 
entirety, and a decision will be made. 

• Claims may be placed in any of the following “final disposition” status:

Approved:  Claim is approved for the dollar amount shown (adjustments may 
have been made to parts or labor)

Rejected:  The claim has been rejected in its entirety

Corrections Needed:  The claim has been returned to the filer for corrections

• Any claim that is modified, rejected, or corrections are needed will have the 
appropriate explanatory comments written in the “comments” field of the Claim 
Tab.  The initials of the person making modifications will be included as well. 

• MCI will require a copy of the invoice for any sub-contracted warranty repairs by a 
third party.  

• Claims will receive “final disposition” within 30 days of submittal.
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entirety, and a decision will be made.
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Rejected:  The claim has been rejected in its entirety

Corrections Needed:  The claim has been returned to the filer for corrections

• Any claim that is modified, rejected, or corrections are needed will have the 
appropriate explanatory comments written in the “comments” field of the Claim 
Tab.  The initials of the person making modifications will be included as well.

• MCI will require a copy of the invoice for any sub-contracted warranty repairs by a 
third party.  

• Claims will receive “final disposition” within 30 days of submittal.



CCS Claim Status

• DRAFT: Claim entered and not yet submitted to MCI Fleet Support Warranty 
Department to be approved. Claim number is generated. 

• CORRECTIONS NEEDED: Errors on claim. Claim needs to be corrected and 
re-submitted for approval. 

• PENDING: Order submitted to Warranty Department pending approval for 
parts to be ordered, CSP or labor to be approved by MCI Fleet Support 
Warranty Department 

• APPROVED: Order has been approved and parts are on order scheduled to 
ship and/or customer supplied part and labor has been approved for credit. 

• PARTS RETURN: When parts are required to be returned to MCI.

• CLOSED: Claim is closed if the following has occurred:
Claim is for parts only and does not require part to be returned. At day end after part 
has shipped claim status will change from “Approved” to “Closed”

If claim is requesting a part to be returned.  Once part has been returned status will 
change from “Parts Return” to “Closed”.
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CCS Claim Status (continued)…

• CREDIT: Claims will change from approved to credit based on the 
customer aging days.  If parts are requested to be returned, the status change will not 
occur until all parts have been returned. 

• PAID: Claims have been "Approved" for payment by warranty to appear as a credit 
within 60 days on your MCI Fleet Support Parts account. 

• REJECTED: Claim has been denied (i.e. bus out of warranty, wear item, not a valid 
warranty claim). OR vendor may "Reject" the part due to customer abuse, no problem 
found, out of warranty, etc. 

• DENIED: Returned part was denied as no trouble found or claim was not found to be 
covered by warranty. 

• DEBITED: Parts have not been returned in the specified time or claim was not found to 
be covered by warranty. 

• DELETED: When a claim is created in Draft status and is not submitted within 30 days it 
will be Deleted. Per MCI’s warranty policy all claims must be submitted within 30 days of 
the original failure. Claims that have been deleted are still able to be viewed only. 
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the original failure. Claims that have been deleted are still able to be viewed only.



Main Menu - Quick Search

Use the “Quick Search” to search 
the existing claims in the CCS 
system. 

Make a selection from the drop 
down box and select repair order 
number, claim number, etc. Then 
click the “Go Button” to display 
results.

Use the “Quick Search” to search 
the existing claims in the CCS 
system. 

Make a selection from the drop 
down box and select repair order 
number, claim number, etc. Then 
click the “Go Button” to display 
results.



Quick Search Results



Search Criteria Screen

From the search criteria 
page you can enter a repair 
order#, claim#, product 
serial #, claim type, status, 
etc. to define your search.

After entering search 
criteria in the fields click 
the “Search” button at the 
bottom of the screen.

Example: repair order 
number 303953 was 
entered. Results are 
displayed on the next slide.

From the search criteria 
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order#, claim#, product 
serial #, claim type, status, 
etc. to define your search.

After entering search 
criteria in the fields click 
the “Search” button at the 
bottom of the screen.

Example: repair order 
number 303953 was 
entered. Results are 
displayed on the next slide.



Search Results – Click to View Claim



View the Claim

1) Claim number 
1057807950524 is 
now displayed. 

2) Notice the claim tabs 
displayed across the 
middle of the screen. 

3) If you want to know 
the failure reason for 
this claim, click the 
“Failure” tab to see 
more details 
regarding the failure. 

1) Claim number 
1057807950524 is 
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2) Notice the claim tabs 
displayed across the 
middle of the screen.

3) If you want to know 
the failure reason for 
this claim, click the 
“Failure” tab to see 
more details 
regarding the failure.



GoTo Menu:

Helpful claim processing information 
can be found by using the GO TO 
Menu selections. Each screen will 
be discussed.

Helpful claim processing information 
can be found by using the GO TO 
Menu selections. Each screen will 
be discussed.



Warranty Information Screen

Warranty Info 
– Displays the 
delivery date 
and warranty 
coverage.

Warranty Info 
– Displays the 
delivery date 
and warranty 
coverage.



Campaigns Screen

Displays the 
Open, Active, 
and completed 
FCP’s. Shows 
Labor time and 
allowed and 
provides a link 
to the PDF 
version of the 
FCP.

Displays the 
Open, Active, 
and completed 
FCP’s. Shows 
Labor time and 
allowed and 
provides a link 
to the PDF 
version of the 
FCP.



Campaign PDF Link

For details of 
FCP215 and to 
print the PDF 
copy Click the 
link under the 
“Campaign 
Description”

For details of 
FCP215 and to 
print the PDF 
copy Click the 
link under the 
“Campaign 
Description”



Product Details Screen

Product 
Details –
Displays the 
delivery date.

Product 
Details –
Displays the 
delivery date.



Product Configuration Screen

Product 
Configuration –
Displays major 
components of 
a specific 
coach.

Product 
Configuration –
Displays major 
components of 
a specific 
coach.



Repair Order Screen

Repair Order –
Perform a 
search by 
specific repair 
order.

Repair Order –
Perform a 
search by 
specific repair 
order.



Owner Info Screen

Owner Info –
Displays the 
owner 
address and 
contact 
information.

Owner Info –
Displays the 
owner 
address and 
contact 
information.



Audit Trail Screen

Audit Trail –
Displays the 
activity for a 
particular 
claim, date 
and time of 
status change.

Audit Trail –
Displays the 
activity for a 
particular 
claim, date 
and time of 
status change.



Claims History Screen

Claims History 
– Displays the 
entire repair 
history for a 
specific coach.

Claims History 
– Displays the 
entire repair 
history for a 
specific coach.



Parts Order Status Screen

Parts Order 
Status –
Displays the 
order status 
and tracking 
number.

Parts Order 
Status –
Displays the 
order status 
and tracking 
number.



RMA Screen

RMA – Displays 
all of the RMA’s
that parts to be 
returned.

Click the ‘Print’
button located at 
the top of the 
screen. This will 
open PDF copy of 
RMA to add to 
your return 
shipment.

RMA – Displays 
all of the RMA’s
that parts to be 
returned.

Click the ‘Print’
button located at 
the top of the 
screen. This will 
open PDF copy of 
RMA to add to 
your return 
shipment.



Claim Life Cycle Screen

Displays the 
Claim Details, 
Parts Orders, 
Parts Returns 
and related 
claims (based on) 
previous claims.

Displays the 
Claim Details, 
Parts Orders, 
Parts Returns 
and related 
claims (based on) 
previous claims.



Reports Screen

Provides 
ability to run 
status reports 
for all claims 
entered into 
CCS.

Provides 
ability to run 
status reports 
for all claims 
entered into 
CCS.



Today’s Topic was:

Customer Care System (CCS)

Thank You For Joining Motor Coach 
Industries Webinar Series 

Your Webinar has Completed
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