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M any manufacturers invest millions  
of  dollars annually in warranty  

accruals — anticipating and recording 
expenses for claims made by customers. 
It’s a best practice in accounting, and 
helps limit unexpected losses. Yet few 
companies are as rigorous in examining 
the efficiency of  warranty claims  
processes — inefficient processes can  
result in unnecessary costs and can  
damage customer satisfaction. 

Workflows for warranty claims processing 
— and the technologies used to automate 
them — vary dramatically. So do the costs 
of  managing warranty claims. More than 
a quarter of  companies surveyed spend 
more than 6% of  annual revenues on total 
warranty claims costs (Figure 1).1 Yet other 
companies reported average warranty costs 
of  just 0.5% to 3% of  revenues.2 Many 
companies may not rigorously track  
warranty claim costs, instead building  
warranty reserves and simply paying claims 
on an as-needed basis.
 
These costs of  managing warranty claims 
are often driven by hidden problems 
including: 

• Submission issues: Customers are often 
required to use legacy methods (mail-in 
cards, phone-in) that can create data-
quality issues. Digitization and standard-
ization of  submission processes can help 
limit quality problems and minimize costs. 

• Customer service and claims processing 
issues: Lengthy pre-authorization processes 
and delayed return goods authorizations 

(RGAs) may make customers have to 
wait for refunds, repairs, and replacement, 
which can damage customer loyalty. For 
business customers, delays can jeopardize 
operations, creating potential liabilities 
as production processes and delivery  
of  goods are halted. Digital claims  
processing can offer faster responses 
and can allow for resolutions. 

• Finance issues: Without integrated  
information systems, financial systems 
can be impaired by delays in updating 
records regarding payments to customers, 
warranty accruals, and inventories. Digi-
tization can help improve the accuracy 
of  financial reports and the speed in 
preparing the reports related to war-
ranty issues.

• Fraudulent claims: Without the right 
checks and balances in your claims process 
to verify and validate claim information, 
duplicate transactions and even fraudulent 
claims can impact your RGA budgets 
and may erode your profits.

1 Canon Registration and Warranty Claim Automation Study, May 2016.

2 IDC Insights Automating Warranty Process for Manufacturers 2013.

More than a quarter of companies surveyed spend more 
than 6% of annual revenues on total warranty claims costs.
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• Manufacturing issues: Plant managers need 
to schedule production time for refurbish- 
ments or replacements of  products, but 
often have little visibility into the warranty  
process, which can create inventory 
shortfalls and delays for customers. 
Digitization can relocate warranty claims 
information from filing cabinets to routing 
and retrieval systems with access control. 

• R&D issues: Many manufacturers fail to 
leverage data related to returned products 
to help improve the reliability of  their 
products. This can result in next-generation 
products repeating design problems. 
Digitization can provide R&D departments 
with detailed data to help users evaluate 
and potentially redesign problem products.

Many manufacturers fail to upgrade their 
warranty claims processes because  
leadership of  the process is dispersed 
within the organization (Figure 2);3 no 
single function is responsible for problems 
across the entire workflow. Claims 
information is also shared among many 
functions (Figure 3),4 with some receiving 
meaningful data while others receive little 
or none. There is often no efficient way  
to route warranty claims data to executives 
who require it.

In contrast, digitization of  warranty 
claims processes can standardize and help 
optimize warranty claims processes with 
structured approval, escalation, and  
collaboration protocols.

3 Canon Registration and Warranty Claim Automation Study, May 2016.

4 Ibid.

2. Function primarily responsible for managing warranty claims processes
(% of manufacturers)
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Unfortunately, many companies lack the 
technologies and continuous-improvement 
approaches to help them identify problems 
in their warranty-claims processes, or to 
even estimate the size of  their losses (or 
opportunities). These firms often struggle 
to identify gaps in their warranty claims 
workflows, fixing current problems without 
implementing long-term solutions that can 
limit recurrences, such as: 

• Limited sharing of  documents across 
departments within the organization, 
and with business partners

• Reliance on paper-based processes that 
create data silos, instead of  digital processes 
that can help increase transparency

• Difficulty in search capabilities and 
finding documents when needed, which 
is especially prevalent with paper-based 
processes

• Challenges in organizing and accessing 
content and unstructured data

• Lack of  alerts that help executives to 
identify slow exception processing,  
approval, and issue resolution

• Weak or missing access control policies 
can result in unauthorized access to 
documents, theft, and fraud.

In a digitizing world, warranty claims  
processes have been slow to evolve.  
Approximately one-third of  the companies 
surveyed have product registration systems 
that don’t integrate with warranty claims 
systems, requiring manual handoffs and/
or re-input of  data.5 In fact, a high  
percentage of  manufacturers surveyed 
identify major steps in their warranty claims 
processes as completely or mostly manual  
(Figure 4),6 contributing to an array of   
issues (Figure 5 on next page). 

5 Canon Registration and Warranty Claim Automation Study, May 2016.

6 Ibid.
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7 Canon Registration and Warranty Claim Automation Study, May 2016.

5. Factors/issues typically confronted when managing warranty system7

(% of manufacturers)
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Data not updated in real time
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This overreliance on manual processes 
(e.g., front-end validation prior to data 
entry) can hobble efforts to leverage  
information for improvement. Companies 
that struggle simply to input or transfer 

data may have little or no opportunity to 
deploy business analytics that might help 
them identify warranty trends or design 
issues among returned products.

Companies that struggle simply to input or 
transfer data may have little or no opportunity 

to deploy business analytics.



5 Help Improve Business and Customer Value with Efficient Warranty Claims Processes  / Canon

8 Digital Transformation of Document Workflows: Customer Needs and Opportunities in Manufacturing, IDC Multi-client 
Study, December 2016; 36 responses from service-management function (return product management, engineering 
change notice, warranty claims processing).

Lean processes can help manufacturers  
to reorganize their processes by mapping 
the flow of  warranty claims information 
among different functions. This can allow 
executives to identify bottlenecks, redundant 
actions, steps prone to errors, etc.  

Once a more efficient workflow has been 
designed, technologies can be applied 
to help increase the speed of  processing 
claims and to help optimize the process 
(Figure 6).8

6. How organizations optimize workflows — service-management function
(% of service management)

Converted paper content into a digital format

Deployed cloud-enabled solutions

Deployed digital authorization via eSignature
or digital signature technology

Deployed online and/or digital forms (eForms)

Deployed business process management software

Captured information in a digital format via a web portal

Deployed intelligent capture solutions, improving document
classification, data extraction, indexing and verification

Deployed content management software

Deployed collaboration software

Captured information in a digital format
using a tablet or smartphone

Converted to eFax (that is network- or internet based,
instead of standalone-fax machines)

Other
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39%
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37%

36%

31%

24%

20%

Once a more efficient workflow has been designed, 
technologies can be applied to help increase the speed 
of processing claims and to help optimize the process.
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Tools and Techniques that 
Can Help Improve Warranty 
Claims Processes

E xecutives aware of  problems with 
warranty claims processes can begin 

to improve them with techniques (lean 
process methods) and tools (automation 
and enterprise content management 
(ECM) systems) that can help streamline 
workflows, including:

• Submission improvements: Use of  online 
forms and technologies to convert  
submissions into digital files can help 
speed the process. 

• Customer service improvements: Technol-
ogies that connect product registration 
information with claims submissions 
can streamline authorizations. 

• Claims processing improvements: Systems 
can send alerts regarding required claims 
activities, such as crediting customer 
accounts upon approval.

• Finance: Quick access to data on claims 
processing can allow finance to quickly 
reconcile accounts.

• Manufacturing: Knowledge of  shipments 
of  replacement products can trigger 
production schedules and sourcing of  
components and materials to replenish 
inventories. 

• R&D: Warranty claims information can 
be transmitted to engineering teams 
working on next-generation products,  
allowing them to consider defect  
problems when designing products.

These initiatives may be hard to achieve  
via spreadsheets. ECM methods and 
technologies, such as Canon’s Therefore™ 
solution, can help streamline storage and 
routing of  warranty information, helping 
executives to optimize warranty claims 
performance by: 

• Organization of warranty information: 
Documents can be scanned, saved,  
indexed, and digitally archived, with built-
in review and validation sequencing. 

• Maintenance of a searchable database: 
Warranty information can be easily found 
via full text searches, as with online search 
engines, or via company-specific coding 
(e.g., SKU numbers, model numbers, 
etc.). Information can then be viewed 
and edited in native applications. 

• Automation of claims processes: By moving 
from a paper-based system to an electronic 
process — with digital workflows, email 
notifications, concurrent and transparent 
activities, etc. — companies can reduce 
costs, help increase accuracy, and  
help improve data visibility throughout 
the organization.
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• Integration of information with enterprise 
applications: Canon technologies can 
work with many common business 
applications, programs, and solutions, 
while offering dashboards to help  
monitor updates, workflows, and tasks.

• Security features: Features such as 
digital signatures, system permissions, 
and an audit trail of  actions related to 
documents can help with system and 
data security. 

• Management visibility: Generating  
data and activity related to the claims 
process can present opportunities to 
use business analytics for key activities, 
such as successful claims handled,  
exceptions, and turnaround times.

These tools and technologies across the 
warranty claims process can generate  
impressive organizational gains, such as: 

• Costs: Document-related operating 
costs can fall via automated workflows. 

• Time: Staff  can spend fewer hours 

looking for documents, manually  
converting paper files to digital records, 
and manually checking claims vs.  
registration data (Figure 7).9 

• Productivity: Improved efficiency can 
allow employees to focus on value-added 
activities, such as use of  analytics to 
help identify extended-warranty oppor-
tunities or uncover fraudulent claims.

• Process quality: Automation can help 
shift organizational focus to managing  
exceptions and distributing data to  
other functions, which can help  
improve operations.

• Product quality: Information from  
warranty claim submissions — geographic 
location of  customer, usage of  product, 
frequency of  use, specificity of  the 
product failure, etc. — can be utilized  
by R&D when designing products. 

• Storage: Data can be stored in the  
cloud and/or on servers, and accessible  
to only authorized personnel with  
authenticated access.

9 Canon Registration and Warranty Claim Automation Study, May 2016.

7. Warranty claims activities that consume the most time and resources
(% of manufacturers)

Storing and extracting information

Entering and updating information

Handling exception processes

Sharing information

Adjudicating claims

Other

Renewals (0%)6.9%

8.9%

12.1%

13.3%

27%

18%

9%

23%

7%

17%
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• Customer satisfaction: A warranty claim 
usually starts with a negative customer 
experience. With improved, electronic 
claim processes, customer service and 
support can focus on restoring the  
customer relationship.

A warranty claims process is only as  
good as the quality and visibility of  the 
information within it and security features 
related to it — outcomes can be driven 
by the efficiency of  workflows that 

move data to the right parties at the right 
times. Improvement methodologies and 
technologies can help executives update 
claims processes. Digitization of  docu-
ment workflows can bring benefits — 
cost, speed, quality (Figure 8)10 — that can 
extend to customers and can help, in turn, 
strengthen brand loyalty.

How effective is your company’s warranty 
claims process? More importantly, are you 
ready to improve it?

10 Digital Transformation of Document Workflows: Customer Needs and Opportunities in Manufacturing, IDC Multi-client 
Study, December 2016; 30 responses from service-management function (return product management, engineering 
change notice, warranty claims processing).

8. Benefits of document-workflow automation — service-management function
(% service management)

Cost savings

Productivity increase

Time savings

Reduction in errors

Return on investment (ROI)

Revenue increase

Reduction and/or
reallocation of resources

Payback period

Other

85%

57%

56%

46%

36%

31%

30%

20%

0%

A warranty claims process is only as good 
as the quality and visibility of the information 

within it and security features related to it.



Canon can help. Our imaging and scanning technologies, along with professional offerings, can provide 
turnkey solutions to many vexing problems that can derail registration processes.

This white paper and the Canon Registration and Warranty Claim Automation Study (May 2016) were 
developed to help product manufacturers better understand the advantages of adopting automated 
practices for product warranty registration and claims processes. By combining imaging and content 
management technologies with consistent document workflow practices, manufacturers can overcome 
many registration and claims challenges and can improve both the accuracy of information stored and 
the utility of data for sharing with backend systems. 

Canon offers a customizable product warranty registration service that can help manufacturers to actively 
validate and help improve the quality of information captured and streamline their workflows. Solutions 
can allow the information to be crosschecked in electronic forms against serial numbers, product names, 
and missing data before it is accepted, so users can help confirm accuracy of content and to help improve 
the quality of information captured. Information can be stored with access controls and can be integrated 
into backend systems for claims processing, marketing data mining, and extended warranty sales. 

To learn more about Canon ADVANCED Solutions for Manufacturing go to,  
usa.canon.com/advancedsolutionsformanufacturing

Therefore is a trademark of Therefore Corporation. Canon is a registered trademark of Canon Inc. 
in the United States and may also be a registered trademark or trademark in other countries. Canon 
products offer certain security features, yet many variables can impact the security of your devices 
and data. Canon does not warrant that use of its features will prevent security issues. Some security 
features may impact functionality/performance; you may want to test these settings in your environment. 
None of these statements should be construed as legal advice, as Canon U.S.A., Inc. does not provide 
legal counsel or compliance consultancy, including without limitation, Sarbanes-Oxley, HIPAA, GLBA, 
Check 21 or the USA Patriot Act. Each customer must have its own qualified counsel determine the 
feasibility of a particular solution as it relates to regulatory and statutory compliance. Specifications 
and availability are subject to change without notice. Not responsible for typographical errors.   
© 2017 Canon U.S.A., Inc. All rights reserved. 

Methodology

The Canon Registration and Warranty Claim Automation Study was conducted using an online question-
naire promoted to manufacturing organizations. There were 107 total valid respondents, with completed 
questionnaires received in March and April 2016. Responses were received by The MPI Group, an 
independent research firm, and then entered into a database, edited, and cleansed where necessary  
to ensure answers were plausible.

http://www.usa.canon.com/advancedsolutionsformanufacturing



