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INTRODUCTION 129 

The primary purpose of the Hyster Company Warranty Program is to correct defects in materials and 130 

craftsmanship in our products, to assure customer satisfaction and to provide the proper Hyster 131 

Company departments information regarding product problems. Further, the Warranty Program is the 132 

means by which Hyster Company provides both fair and equitable reimbursement to the Dealers for 133 

warranty work performed in accordance with stated policy. 134 

This manual has been prepared to aid the Hyster Company Dealer organization in preparing accurate 135 

and descriptive claims, accomplishing the above stated purposes and providing a means for 136 

reimbursement. The information and guidance in this manual also instructs the appropriate Dealer’s 137 

staff regarding appropriate methods of obtaining the required data to properly and factually present 138 

claims to Hyster Company Warranty Administration. 139 

The information contained herein must be distributed to all responsible personnel in the Dealer’s 140 

organization to assure the processing of claims in an efficient manner. 141 

For your convenience, this manual has been divided into sections, for easy reference and access. 142 

Hyperlinks can be found throughout this document to provide for easy and rapid maneuvering. The 143 

ability to use the “Find Command” available in the Microsoft Word® software provides the Dealer with 144 

an easy method to look-up warranty information (see the images below).   145 
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Data (to include but not limited to truck serial number, dates of repair, hour meter readings, etc…) 146 

which are included on the work order form or time tickets and other supporting documentation MUST 147 

be identical to that which is submitted electronically. It is necessary that all supporting documentation 148 

(for example – work order, outside invoices, etc…) carry the appropriate signature from the 149 

Customer, reflecting completion of work performed. Data consistency is crucial. The warrantability of 150 

the truck is determined by either the truck hour meter reading or amount of days that have passed 151 

since the date of installation. In situations where the submitted data does not match original 152 

documentation (as noted above), the warranty claim will be denied. 153 

Hyster Company reserves the right to update this document on a periodic basis. Updates are 154 

available via e-mail and/or formal distribution. 155 

Grams displayed in this document are for informational purposes ONLY and are updated (in print) 156 

periodically. 157 
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100.00 TRUCK INSTALLATION  158 

100.10 Purpose  159 

It is critical that all policies and procedures pertaining to NACCO Materials Handling 160 

Group, Inc., doing business as Hyster Company, (hereinafter referred to as "Hyster 161 

Company” or “Hyster”), truck delivery and installation are completed in an appropriate 162 

manner. Installation / Delivery Reports are an important part of the installation 163 

process. These reports are used: 164 

• to assure proper pre-delivery and delivery procedures are followed. 165 

• to fulfill the legal requirement of documenting acceptance and ownership of a 166 

unit delivered. 167 

• to provide Hyster Company with a historical record of delivery and 168 

installation. 169 

• to provide statistical information to the Industrial Truck Association 170 

representing truck sales and market share information. 171 

100.20 Policy 172 

To expedite the processing of warranty claims, both an Electronic Installation 173 

Record and a Printed (Electric Truck – ICE Truck) Installation Report form for the 174 

unit concerned must be on file with NMHG - Greenville, NC. Installation Report 175 

information is necessary for proper processing of claims. 176 

Completion of an Electronic Installation Record and a Printed Installation Report is 177 

required for all domestic and international new powered trucks placed into service 178 

regardless of whether the unit is shipped from the Dealer, shipped directly to the 179 

Customer from the factory, is a Dealer rental unit or is a Dealer demonstration unit. 180 



HYSTER WARRANTY POLICIES AND PROCEDURES 

TRUCK INSTALLATION  

 

P/N 1524144 – Revision 5/2002 2-2

Hyster Company Batteries, Chargers and Attachments also require an Installation 181 

Report unless the equipment is supplied by other vendors or sources. 182 

An Installation Report validates the warranty, detects any damages that may have 183 

occurred during shipment and assures the Customer that the unit is in proper 184 

operating condition.  185 

Truck installation is a two-step process which begins with submission of an 186 

Electronic Installation Record for initial installation data collection. A unit installation 187 

is completed with information submitted, through the mail or by fax, of the Printed 188 

Installation Report form. Both a correct and complete Electronic Installation Record 189 

and Printed Installation Report are required to successfully complete a truck 190 

installation. 191 

Completion of installation information and a signed document of Customer 192 

acceptance is required for completion of an installation record.  193 

Initial unit use determines the effective date of warranty, unless alternate provisions 194 

have been made with Hyster Company. Installation / Delivery Reports are required 195 

when a unit is: 196 

• Delivered to a Customer as a sale. 197 

• Delivered to a Customer under lease. 198 

• Delivered to a Dealer rental fleet. 199 

• Delivered as a Dealer demonstrator. 200 

Installation / Delivery Reports must be submitted prior to performing any repairs to a 201 

unit in Dealer stock. This is required to verify the location of the unit at the time that 202 
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warranty repairs are performed. In this instance, the warranty period will NOT begin 203 

when the report is submitted. 204 

When the stock unit is placed into service at an end user's location or is transferred 205 

to the Dealer's rental fleet, an Installation Report must be submitted. This validates 206 

warranty coverage and provides the location of the unit. This must occur even if an 207 

Installation Report had been previously submitted while the unit was in the Dealer's 208 

stock. 209 

Installation / Delivery Reports must be submitted on a Demonstration Unit (DEMO) to 210 

report the hour meter reading and date. These reports are required whenever the unit 211 

is placed in the dealer demonstration fleet. A unit can be placed in the dealer 212 

demonstration fleet for up to eighty (80) hours, unless alternate provisions have been 213 

made with Hyster Company. An additional installation report is required when a unit 214 

is moved from the Dealer demonstration fleet (i.e., sold to a customer or moved to a 215 

Dealer rental fleet). 216 

When a Rental unit is sold an additional Installation Report (Electronic and Paper) 217 

must be submitted indicating that the unit has been sold. The Dealer is required to 218 

note "RESALE" on the installation report when the unit is moved from a rental to a 219 

Customer resale. The Dealer must complete all phases of the installation procedure 220 

(Electronic and Paper). 221 

100.30 Warranty Period 222 

Warranty coverage will commence when a unit is released for delivery to an end user 223 

unless prior arrangements have been made with and approved by Hyster Company. 224 

Generally, units prepared for delivery outside of the selling Dealer's territory must be 225 

installed by the Selling Dealer prior to shipment and the Receiving Dealer must be 226 
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notified so that arrangements can be made with the Customer to verify that no in-227 

transit damage occurred. This will also provide the Servicing Dealer with the 228 

opportunity to discuss maintenance procedures with the Customer. 229 

Warranty coverage for units less than 16,500 lbs. or VNA (Very Narrow Aisle) units 230 

which have been SHIPPED DIRECTLY to an end user from Hyster Company will 231 

commence not later than the fifteenth (15th) day after shipment unless the unit is 232 

formally installed by the Dealer on an earlier date or prior arrangements were made 233 

with Hyster Company to delay installation.  234 

If an installation delay is requested due to a unit being placed in storage, refer to 235 

paragraph 100.60 "Storage of Customer Units".  236 

If a delay is due to required on-site assembly prior to entering a unit into service, 237 

follow standard Installation Report procedures immediately after assembly is 238 

completed. 239 

If a signed Customer Delivery / Installation Report is not available because a unit is 240 

awaiting assembly, Hyster Company will accept an Installation / Delivery Report form 241 

signed by a repair technician to allow basic unit information to be entered into the 242 

Hyster Company database thereby allowing warranty claim processing. A full 243 

installation report is still required once the unit is fully assembled and ready to be 244 

placed into service. 245 

In the event of a Direct Shipment, the servicing Dealer will be advised of the 246 

installation date that has been entered into the Hyster Company database and must 247 

submit a complete Printed Installation Report form upon receipt of the unit by the 248 

end user. The Dealer has the capability to look up unit installation dates via local 249 

access to the Hyster Company installation database. 250 
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Installation date and warranty coverage for units 16,500 lbs. or greater and the VNA 251 

(Very Narrow Aisle) units which have been shipped directly to an end user from 252 

Hyster Company is predicated on arrangements agreed upon between Hyster 253 

Company, the Dealer and the Customer.  254 

Installation inspection and service, in addition to any final inspection service which 255 

may be performed, are to be completed at no charge to Hyster Company or to the 256 

Customer unless prior arrangements have been made with Hyster Company. 257 

100.40 Dealer Responsibility 258 

All NMHG / Hyster Company products sold by a Dealer must be properly installed 259 

and serviced or arrangements made for same with another authorized Hyster 260 

Company Dealer. The installation and service must be done in accordance with 261 

established policy and procedures, and in accordance with policy set forth in this 262 

manual. Failure to do so may result in invalidation of the warranty. (See 100.90 263 

Electronic Installation Record Process) 264 

100.40 (a) Sales Out of Dealer's Normal Territory 265 

Dealers are free to agree among themselves the allocation of commission, expenses 266 

for installation and service, and warranty billing deficits for sales out of territory, 267 

provided that installation and service are provided before delivery. In the absence of 268 

such an agreement, the following principles apply: 269 

Installation and service is the responsibility of the Selling Dealer to coordinate with 270 

the Receiving Dealer located in the territory in which the product is to be used. 271 

The Receiving Dealer will service the unit in the normal manner and receive normal 272 

payments from Hyster Company for any approved warranty work performed. The 273 
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Receiving Dealer must also install and service the unit if the Receiving Dealer 274 

received a partial commission on the sale. 275 

When the Selling Dealer receives all of the commission on the sale, the Selling 276 

Dealer must make prior arrangement with the Receiving Dealer to assure proper 277 

installation and servicing of the product at the customer’s location.  278 

When warranty service is required on a unit, the Receiving Dealer may submit a 279 

warranty claim to Hyster Company for warranty reimbursement, provided proper 280 

Installation reporting procedures have been completed.  281 

100.40 (b) Government Sales - (U.S. Military and Federal Government Agencies) 282 

Standard warranty coverage for Government units may vary from contract to 283 

contract. 284 

All units sold directly by Hyster Company to the Government will be provided with 285 

installation as stated in the terms and conditions of the specific contract. Upon 286 

request for service by a Government Agency, contact the appropriate NMHG 287 

Warranty Administrator before proceeding. Give the model and serial number of the 288 

unit, name and location of the Agency, and the specific details of the service 289 

requested. You will be advised how to proceed in accordance with the terms of the 290 

contract. 291 

The Dealer will be reimbursed for warranty work performed on Government units at 292 

the Customer billing rate for Hyster Company authorized repairs. 293 

100.40 (c) Warranty Extensions (Dealer to Customer) 294 

Hyster Company has no implied or expressed warranty liability beyond the standard 295 

or extended published warranty statements as they apply.  296 
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If the selling Dealer chooses to offer an extended, non-standard or additional 297 

warranty to a customer, it is the Selling Dealer’s sole responsibility for all associated 298 

expenses for the period so covered. Hyster Company assumes no corresponding 299 

liability, expressed or implied, when non-standard warranty contracts are provided by 300 

the Selling Dealer. 301 

If the unit is to be installed out of the Selling Dealer's territory, a "Service 302 

Agreement" must be reached with the Receiving Dealer regarding the amount the 303 

Receiving Dealer is to be reimbursed for work performed under these special 304 

arrangements. 305 

100.50 Owner Responsibility 306 

It is the owner's responsibility to make certain that a unit is used as intended by the 307 

manufacturer. The operator should be advised to read and refer to, as required, the 308 

operating instructions booklet attached to all units. It is the responsibility of the end 309 

user of the unit to comply with the Office of Safety and Health Administration 310 

(O.S.H.A.) operator training requirements as specified in all applicable O.S.H.A. 311 

regulations and or any corresponding agencies. (The end user should sign-off that all 312 

applicable O.S.H.A training regulations are in hand.) Additional driver training may be 313 

obtained by requesting a complete package of information from the local Hyster 314 

Company dealer. 315 

The owner's maintenance responsibilities during the warranty period are as follows: 316 

1. Daily Operator Check List found in the Operating Manual must be 317 

followed. 318 

2. All maintenance to the equipment, unless complete maintenance is 319 

contracted with an authorized Hyster Company Dealer. Recommended 320 
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schedule of preventative maintenance, specified in the Maintenance / 321 

Service Manual, should be followed at the indicated intervals.  322 

3. Maintenance records must be made available to Hyster Company upon 323 

request to maintain warranty coverage. This allows Hyster Company to 324 

determine if a failure can be attributed to a lack of proper periodic 325 

servicing or maintenance by the owner. 326 

100.60 Storage of Customer Units - Warranty Continuation  327 

A Customer may need to temporarily store a unit prior to placing it into service. The 328 

following information details specific guidelines for warranty continuation on 329 

Customer units placed into storage during the warranty period. This information 330 

applies to units stored and not placed into service by the Customer, or units which 331 

were placed into service for a limited period of time prior to storage. It details 332 

requirements which must be met by the Servicing Dealer and by the Customer to 333 

qualify for warranty continuation. It is recommended that Dealer Principals and Sales 334 

Managers make their Customer contact personnel aware of these policies to ensure 335 

good Customer relations. 336 

100.60 (a) Policy - Unit Never Placed In Service 337 

Units that have been accepted by the user, have never been placed into service, and 338 

have had a truck Installation Report (Gas or Electric) completed by the servicing 339 

Dealer will be considered for a continuation of warranty provided the procedures 340 

below are followed (See 100.60 (c)). 341 

100.60 (b) Policy - Unit Placed Into Service For Less Than 30 Days 342 

Units that have been accepted by the user, have been placed in service for less than 343 

30 days and have had a Truck Installation Report (Gas or Electric) completed by the 344 
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servicing Dealer, will be considered for a continuation of warranty provided that the 345 

procedures below are followed (See 100.60 (c)). 346 

100.60 (c) Procedure 347 

1. The user must advise the Servicing Dealer of the following, in writing, prior to 348 

storage, noting when the unit will be placed in storage: 349 

• The user must specify full model identification, serial number and date to 350 

be placed in storage. 351 

• The anticipated date the unit will be removed from storage (not to exceed 352 

six (6) months).  353 

• The location (street address) of the facility in which the unit is stored. 354 

2. The Servicing Dealer, upon notification that the unit is to be stored, must present 355 

a copy of Hyster Gram MA00009 to the user. 356 

It is recommended that the user request the servicing Dealer to prepare the unit 357 

for storage to ensure that proper procedures are followed. Should the Customer 358 

perform the service, however, the Servicing Dealer must inspect the unit to 359 

ensure adequate preparation. The cost of unit preparation by the Dealer and/or 360 

the inspection are the responsibility of the user. 361 

The Servicing Dealer must forward the user's written notice to the Hyster 362 

Company Warranty Manager in Greenville, NC after ascertaining that the user 363 

has complied with Hyster Gram MA00009. Hyster Company will accept a copy of 364 

the appropriate Gas or Electric Truck "Recommended Schedule of Maintenance" 365 

signed by the user's management as an indication of compliance. 366 

3. Upon receipt of the request to continue the warranty, Hyster Company will 367 

advise, in writing, the Customer and the servicing Dealer of its decision. In those 368 
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instances where Hyster Company agrees to a continuation of warranty, the 369 

Dealer, in turn, will advise the user to: 370 

• Comply with the procedure outlined in Hyster Gram MA00009 i.e., 371 

"Monthly Operation of Powered Units and Appropriate charging of 372 

Batteries".  373 

• Complete monthly, the Hyster Company "Periodic Maintenance Service 374 

Report" (Hyster Electric Truck Forms 852185 and 852524 / ICE Truck 375 

Forms 599483 and 852524) and forward it to the servicing Dealer. 376 

Failure to comply will void the agreement to continue the warranty. 377 

4. Unless otherwise advised by the user, the Servicing Dealer and Hyster Company 378 

will assume that the unit was placed in service on the date reflected on the user's 379 

original request and a warranty expiration date is determined. Hyster Company 380 

reserves the right to inspect, at the user's facility, any unit prior to its being placed 381 

in operation if a continuation of warranty has been granted. Any repairs required 382 

to a unit during the storage period is the sole and exclusive responsibility of the 383 

user. 384 

5. Regardless of when the user elects to place the unit in service following the 385 

storage period, the user is required to advise the Servicing Dealer, and the 386 

Dealer, in turn, to advise the Hyster Company Warranty Manager. Hyster 387 

Company will advise the Servicing Dealer, through the appropriate Database 388 

Coordinator, of the expiration date of the continued warranty. 389 

The servicing Dealer must perform a thorough maintenance check before placing 390 

the unit into operation to ensure that proper start-up procedures are followed. 391 

Any corresponding expenses related to this start-up procedure are the sole and 392 

exclusive responsibility of either the Customer or Dealer, unless otherwise 393 
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agreed upon by Hyster Company. In addition, Hyster Company requires a 394 

second correct and complete Installation Report (Electronic and Paper) be 395 

completed by the Servicing Dealer before the unit is placed into operation if a 396 

continuation of warranty has been granted. The cost of these services are the 397 

responsibility of the user. 398 

The Servicing Dealer must attach copies of all "Monthly Operational Reports" to 399 

the second Printed Installation Report form and forward them to the Hyster 400 

Company Database Coordinator in Greenville, NC. 401 

6. Units stored in excess of six (6) months will not be considered for a continuation 402 

of warranty. 403 

100.70 Procedures for Installing a Unit 404 

1. Prepare an Electronic Installation Record and a Printed (Hyster Electric – Hyster 405 

ICE) Installation Report Form (both represent key elements of the installation 406 

process) following the instructions in this section. 407 

2. Complete all safety and operational checks on the Installation Report Form and 408 

record any damage received in transit in the space provided. Damage, 409 

deficiencies or irregularities must be noted on the bill of lading before signing for 410 

the unit or releasing the delivering agency. Transit damage must be claimed from 411 

the carrier by the party receiving the unit, Dealer or Customer. Such damage is 412 

not a warrantable failure reflecting a defect in materials or craftsmanship.  413 

3. The operator must be advised to read and refer to, as required, the Operating 414 

Instructions Manual attached to each unit. It is the sole and exclusive 415 

responsibility of the end user of the truck to meet all O.S.H.A. operator training 416 

requirements as specified in applicable O.S.H.A. regulations and other 417 



HYSTER WARRANTY POLICIES AND PROCEDURES 

TRUCK INSTALLATION  

 

P/N 1524144 – Revision 5/2002 2-12

appropriate government agencies if applicable. Driver training may be obtained 418 

by requesting a complete package of information from the local Hyster Company 419 

dealer. 420 

4. Instruct the Customer's maintenance personnel to refer to the appropriate unit 421 

Operating Instructions Manual for a list of daily maintenance check items [See 422 

Hyster ICE Truck Periodic Maintenance “A” Service Report P/N 599483 or Hyster 423 

Electric Truck Periodic Maintenance “A” Service Report P/N 852185]. Additional 424 

copies of daily checklists can be obtained through the Hyster Company 425 

Publications Department. You must always use unit model specific checklists 426 

found in the Operating Instructions Manual when accomplishing daily checks.  427 

5. The Dealer Personnel performing the installation should complete the Printed 428 

Installation Report form following the instructions in Section 100.100 (c) "Printed 429 

Installation Report Form Instructions". A copy of the Printed Installation Report 430 

form (Hyster Electric – Hyster ICE)  is to be left with the customer unless a multi-431 

part form is used. In this case, one copy of the report is to be retained by the 432 

customer, one by the Dealer and one returned to Hyster Company. 433 

6. All trucks are delivered with an Operating Instruction Manual. Copies of Parts 434 

Manuals, Service Manuals and Special Parts Manuals may be purchased 435 

through the: 436 

Hyster Company Literature Distribution Center 437 

750 Dawson Drive 438 

Newark, DE  19713 439 

Phone: (302) 368-9466 440 

Fax: (302) 368-2945 441 
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7. After completing the Electronic Installation Record processes, the Dealer will 442 

mail a properly filled-out original copy of the Printed Installation Report form to: 443 

NACCO Materials Handling Group, Inc. 444 

1400 Sullivan Drive 445 

Caller #12011 446 

Greenville, NC 27834-2011 447 

Attn: NMHG Warranty Department 448 

        Hyster Company Database Coordinator 449 

The Printed and/or Electronic Installation / Delivery Report Form must be filled out 450 

completely with special attention to the Safety and Operation Checks. The form 451 

should be legibly signed by both the Customer and Dealer representatives. Please 452 

print the signatory names under the signatures. This is a MANDATORY requirement. 453 

Hyster Company reserves the right to request a fax copy or electronic image of the 454 

signature sheet as situations dictate or necessitate. 455 

100.80 Installation / Delivery Reports - General Information 456 

Installation / Delivery Reports (both an Electronic Installation form and a Printed 457 

Installation form) are required and must be submitted in a timely manner. An 458 

Installation / Delivery Report must be on file with Hyster Company prior to submission 459 

of any warranty claims against a particular unit. Installation Reporting determines the 460 

effective date of warranty. Reports MUST be submitted when a unit is: 461 

1. Delivered to a Customer as a sale 462 

2. Delivered to a Customer under lease 463 

3. Delivered to a Dealer Rental fleet 464 
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4. Delivered as a Dealer Demonstrator (DEMO) 465 

100.90 Electronic Installation Record Process 466 

100.90 (a) Purpose 467 

An Electronic Installation Record is provided through the Hyster Warranty / 468 

Ownership / Unit Sales System. Truck installation processes are only one part of this 469 

software system. The software provides an easy way to submit preliminary truck 470 

installation information into the NMHG / Hyster Company database. 471 

100.90 (b) Form Instructions 472 

Launch the Hyster Warranty / Ownership / Unit Sales software on your PC. 473 

INSTALLATION ENTRY SCREEN: 474 

NWORO334                           NACCO Materials Handling Group, Inc.                     QPADEV0009 8/31/99 
 ENTER                                  Edit Dealer Installations                                              AATWOOD    7 13 05 

 

  Marketing Group ….. 011 
  Dealer Code ……382000 
   

 

  Unit Serial Number ….. D187V15915W   

 

  Order Number ……….. 600260 

 

  Installation Date …….. 083199 

 

  Installation Type …….. C 
                           (C=Customer D=Demo P=Pre-Owned R=Rental S=Stock)                                     
 

     Type required data and press <Enter> 

F3=Exit 

• Dealer Code (Ordering Dealer) - The default Dealer code specified for the User 475 

ID will be displayed. 476 
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• Unit Serial Number - Format (A999A99999A) Remember to left zero fill the 477 

Manufacturer Sequence Number portion of the Serial Number.  478 

• Order Number - Unit Sales Order Number. Note: The Unit Serial Number must 479 

exist on the Unit Sales Order Number entered. 480 

• Installation Date - Format (mmddyy). This date cannot be greater than the 481 

current date. Note: Required on a New Delivery Report. If inquiring on an existing 482 

delivery report, this field can be left blank. 483 

• Installation Type - C = Customer, S = Stock, D = Demo, R = Rental. Note: 484 

Required on a New Delivery Report. If inquiring on an existing delivery report, 485 

this field can be left blank. 486 

Press the ENTER key for verification of the entered data and to continue to the next 487 

screen. 488 
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INSTALLATION HEADER SCREEN: 489 

NWORA335                  NACCO MATERIAL HANDLING GROUP - DEVLP             QPADEV0017 10/17/00
CHANGE                                Edit Dealer Installation Header                                       AAJSTEEL    8:55:25 

 

Unit SN   A218H005751X   Install date 100400  Mktg Grp 011 Company H 
 

Servicing Dealer Name & Address - 125000                         Sig Sheet Rcvd Date: 
BRUNGART EQUIP – BIRMINGHA   Install Entry Type: E 
VALLEY EAST INDUSTRIAL PARK   Travel Type . . .: C 
3930 PINSON VALLEY PARKWAY 
 

     ITA Truck Class .:  3 
BIRMINGHAM, AL 35217   Date Reported . . :  10/04/00 
 

Customer Name & Address - 00000453163 
CIRCUIT CITY STORES   Dlr Instlld Opts?: 
DOSWELL 23047    Installation Type. : P 
Customer Contact Code 002   Contract Type 2 
Name RAY            D DAIL   Title UNIT MANAGER 
Phone 222 222 2222   Fax 222 222 2222 
Series Code . . . .:  A218  Round Trip Mileage   
Model Code . . . . .  W40XT  Labor Rate Type . : W 

F3=Exit   F14=Warranty Option  F16=Comment  F19=Search Customer 
F23=Customer Contact 
Installation updated 

Note: Any field not listed below is displayed from the system information or 490 

information entered on a previous screen and is not modifiable. 491 

• Dealer Name & Address - Enter the sales Dealer code of the Servicing Dealer. 492 

The name and address will be filled in. 493 

• Install Date - Format (mmddyy) Entered on previous screen but can be modified 494 

here if incorrect. 495 

• Travel Type - R = Rural, C = City 496 

• Date Reported - Format (mmddyy) 497 

• Customer Name & Address - Enter partial Customer Name line, Press F19 498 

(Shift/F7) to display a Customer List. 499 

• Dlr Instlld Opts - Blank = No, Y = Yes 500 
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• Installation Type - C = Customer, S = Stock, D = Demo, R = Rental 501 

• Customer Contact Code – No Entry Required. This code is system generated. 502 

If a contact exists for the Customer, any existing information will be displayed in 503 

the contact fields. 504 

• Contract Type - 1 =  Service/Maintenance, 2 = Purchasing, 3 = Lift Truck 505 

Operator, 4 = Management  (Optional) 506 

• Name – Customer Contact Name (First, Middle Initial, Last) – The Person who 507 

signed the Delivery Report (Optional) 508 

• Title – Customer Contact Title (Optional) 509 

• Phone Nbr – Customer Phone Number (Optional) 510 

• Fax Nbr – Customer Fax Number (Optional) 511 

• Model Code - The original Model Code from the Unit Sales Order is displayed. 512 

Modify if alterations to the truck have changed this code. 513 

• Round Trip Mileage - Distance from Dealer to Customer. 514 

• Labor Rate Type - C = Customer, W = Warranty (Tip: Most Labor Rates will be 515 

'W'), (‘C’ is used for special rates like Government Trucks.) 516 

For additional information pertaining to Electronic Installation processes, refer to the 517 

Hyster Warranty / Ownership / Unit Sales System User Instructions published by 518 

Hyster Company. 519 

100.100 Printed Unit Installation Report Form Process 520 

100.100 (a) Purpose 521 
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To process warranty claims with a minimum of delay, a copy of the Printed 522 

Installation / Delivery Report form must be on file at the NMHG - Greenville, NC 523 

location. The Printed Installation / Delivery Report is a required part of the installation 524 

process. It should be filled out and mailed to Hyster Company after an Electronic 525 

Installation Record has been completed and transmitted. Hyster Company reserves 526 

the right to request or accept a faxed copy of the Installation / Delivery Report while 527 

awaiting the original form through the mail.  528 

The Printed Installation / Delivery Report contains additional information not collected 529 

in the Electronic submission process. An improperly filled out report will be returned 530 

to the Dealer for correction. Failure to submit a report will delay payment of any 531 

warranty claims on that unit. 532 

Initial use determines the effective date of warranty. A Printed Installation / Delivery 533 

Report is required when the unit is: 534 

• Delivered to a customer as a sale. 535 

• Delivered to a customer under lease. 536 

• Delivered to a Dealer rental fleet. 537 

• Delivered as a Dealer demonstration. 538 

100.100 (b) Form Sections 539 

The top portion of the Installation Report form provides the following information to 540 

the factory: 541 

• Date Delivered 542 

• Type of Sale (Lease / Sale / Rental / Demo) 543 

• Unit Hour Meter Reading 544 
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• Sales Order Number 545 

• Unit Model Number 546 

• Unit Serial Number 547 

The Unit Configuration section of the Installation form is a record of part numbers, 548 

serial numbers and descriptions of the major unit components. This record should be 549 

used by the Customer and Dealer when ordering parts. All information requested 550 

must be supplied. Major components include: 551 

• Mast Information 552 

• Mast Cylinder Information 553 

• Carriage Type 554 

• Fork Information 555 

• Attachment Information 556 

• Dealer Installed Options or Accessories 557 

• Fuel System Type 558 

• Transmission Type 559 

• Transmission Control (Directional Control - Column Control or Monotrol) 560 

• Tire Size, Type and Manufacturer (Both Drive and Steer Tires) 561 

• Engine 562 
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Double-click on this icon for additional information on PDI Reports: 563 

HDL05.ppt

 “Component Serial Numbers & PDI’s – New Enhancements” 564 

The technician performing the pre-delivery service inspection uses the “Pre-Delivery 565 

Checklist” portion of the Installation Report Form. This inspection is accomplished to 566 

assure that all items checked meet specifications. The technician MUST SIGN and 567 

DATE the Form (Hyster Electric – Hyster ICE) when the service inspection is 568 

completed.  569 

The "Pre-Delivery Check List" section of the Installation Report covers checks in four 570 

major categories: 571 

1. Fluid Levels and Lubrication Checks 572 

2. Assembly and Adjustment Checks 573 

3. Equipment Checks 574 

4. Operational and Functional Checks 575 

The "Customer Delivery Service Checklist" portion of the Installation Report form is 576 

designed to be used by the Dealer's representative to assure that the Customer 577 

receives proper instructions on the use and care of each unit. These instructions are 578 

typically contained in the unit Operating Instructions Manual. After the delivery 579 

procedure is completed, the Customer's and Dealer's representative MUST SIGN 580 

and DATE this portion of the Installation Report form. 581 

100.100 (c) Printed Installation Report Form Instructions 582 

All data and/or information as it resides on these subject form(s) must be completed 583 

prior to submission to Hyster Company Warranty Administration, care of the Hyster 584 
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Company Database Coordinator at 1400 Sullivan Drive, Caller #12011, Greenville, 585 

NC 27834-2011. Failure to comply will result in the document being returned for 586 

corrective action. Failure to comply will also result in either denial of or delay in the 587 

processing of a submitted warranty claim. 588 

Double-click on this icon for additional Truck Installation information: 589 

HDL01.ppt

 “The Significance of Truck Installation”590 
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200.00 STANDARD WARRANTY POLICY 591 

Hyster Company warrants each new powered Hyster Company truck to the original 592 

user to be free of defective material and workmanship under proper use and service 593 

for the period of the standard warranty as specified by the published document. 594 

Hyster Company warranty policy is designed to provide Dealer reimbursement for the 595 

cost of repairing defects in materials and craftsmanship from the factory, found within 596 

the published warranty period. The policy does not necessarily cover all repairs that 597 

are made within the warranty period in accordance with published guidelines. (Hyster 598 

Limited Warranty Certificate [16500 lbs. and Below] [Above 16500 lbs.]) 599 

In order to protect your warranty, all work, maintenance, and lubrication must be 600 

performed in accordance with Hyster Company maintenance schedules, using only 601 

Hyster Company approved parts.  602 

200.10 Dealers Warranty Responsibility to the Customer 603 

1. Selling a truck which is not proper for a particular application may void the 604 

unit warranty. 605 

2. Delivery of a unit should be in accordance with the instructions in the "Service 606 

Operations Manual" and the checklist on the pre-delivery/delivery report form. 607 

When the customer signs the pre-delivery/delivery report he acknowledges that 608 

the unit has been received in satisfactory condition and he has received proper 609 

instructions regarding operation, maintenance and safety. The dealer's 610 

signature on the pre-delivery/delivery report affirms that the Operating 611 

Instructions Manual and Warranty Policy were explained to the customer. Note: 612 

See Section 100 for Installation information.  613 
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3. Scheduling warranty work on routine calls versus an emergency basis and 614 

performing the repairs economically is the dealer's responsibility. Determining 615 

the nature of the problem is essential. Providing trained technicians, having the 616 

probable repair parts and manuals (as well as appropriate Hyster Grams) and 617 

minimizing travel time, are factors which reduce warranty expenses which are 618 

the dealer's responsibility to control. 619 

4. Maintaining control over labor hours to do warranty work, particularly 620 

troubleshooting and/or diagnostics, (See Hyster Gram MA00023R1), is essential 621 

to dealer warranty recovery. All warranty work performed is reimbursed in 622 

accordance with the appropriate published Flat Rates. 623 

5. Providing well-trained, qualified and properly equipped technicians to 624 

perform warranty work is the dealer's responsibility. 625 

6. The Dealer must make realistic decisions based on technician input to 626 

determine repair expense responsibility. A repair within the warranty period is 627 

not necessarily covered, either all or in part, by factory warranty. The Dealer 628 

must make decisions to answer the following questions: 629 

a. Is the truck within Hyster Company's warranty policy? 630 

b. Is the problem the result of a manufacturing defect in material or 631 

workmanship? 632 

c. Should the problem have been corrected during routine 633 

maintenance? 634 

d. Is the expense within the guidelines of Hyster Company's warranty 635 

policies and procedures? 636 
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e. Is more than a routine explanation required to justify the repair 637 

expense? 638 

f. Is there sufficient detail available to justify factory responsibility when 639 

the problem is outside the warranty policy? 640 

200.20 Direct Vendor Warranty – Not Warranted by Hyster Company 641 

If an authorized local distributor refuses warranty, contact the appropriate Resident 642 

Service Engineer and be prepared to provide the following information: 643 

• Distributor's name 644 

• Distributor's address 645 

• Distributor's reason for refusal 646 

200.20(a) Battery Warranty 647 

• Electric Truck Batteries. Batteries must be handled through the local distributor. 648 

Hyster Company will not accept a claim for labor expenses on electric truck 649 

battery warranty. 650 

• Internal Combustion Batteries. New truck batteries are warranted for twelve (12) 651 

months or two thousand (2000) hours, whichever occurs first. Refer to the 652 

Standard Warranty statement for additional battery warranty specifics. Check 653 

with the battery vendor for additional warranty coverage. 654 

200.20(b) Tire Warranty 655 

Tire warranty is to be handled by the tire manufacturer. Hyster Company will accept a 656 

claim for the labor involved and for reasonable cushion tire pressing charges, 657 

providing this is done within Hyster Company's new industrial truck product warranty 658 
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period. If pressing is done by an outside vendor, a copy of the invoice must be 659 

submitted with the claim. 660 

Tire claims for which the Dealer is the “Local” vendor, the Dealer will warrant parts to 661 

the Customer through his tire vendor. Should you require assistance for other tire 662 

vendors, contact the following: 663 

BERGOUGNAN 773-925-9599 GOODYEAR 800-321-2136 

GENERAL 800-847-3349 TRELLEBORG 973-808-2288 

MAINE 207-856-6386 TITAN 800-682-8903 

SUPERIOR 800-289-1456 WATTS 800-288-8977 

VREDESTIN 800-221-3422   

Vendor Phone Numbers are subject to change 

 664 

200.20(c) Delphi (CAV-Lucas) and Zexel Diesel Injection Pumps and Injectors 665 

Warranty should be handled with the authorized local distributors. Hyster Company 666 

will accept a claim for labor to remove and replace these items provided the work 667 

was performed within Hyster Company's new industrial truck product warranty period. 668 

Contact Delphi at (248) 280-8285 / Fax (248) 280-8284 or Zexel at (972) 602-2364 if 669 

you are unable to locate your nearest warranty center. 670 

200.20(d) Tomar Micro IV Strobe Light Warranty 671 

Tomar Micro IV strobe light assemblies are warranted for a period of one year from 672 

the date of installation. Any additional warranty inquiries should be directed to: 673 

Hyster Company Warranty Administration 674 

1400 Sullivan Drive 675 

Caller #12011 676 

Greenville, NC 27834-2011 677 
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Phone: (252) 931-5800 – Warranty Lab  678 

200.20(e) Cascade Attachment Warranty 679 

Attachment claims should be submitted to the appropriate attachment manufacturer 680 

i.e., Cascade Corporation. 681 

200.20(f) Detroit Diesel and Cummins Diesel Engine Warranty 682 

Warranty on each of these manufacturers’ products is to be handled by their local 683 

distributors. 684 

DETROIT DIESEL 313-592-5000 CUMMINS DIESEL 812-377-5000 

Vendor Phone Numbers are subject to change 

Note: Cummins Diesel Engine Extended Warranty is available through the local 685 

Cummins representative. (See Hyster Gram AA00112R1) 686 

200.20(g) Government Contracts Warranty Agreement 687 

The warranty clause may vary between Hyster Company and the federal government 688 

with each contract. If in doubt, the Dealer should inquire through the installation 689 

database, by truck serial number, to determine the warranty coverage. The Dealer 690 

may be requested by Hyster Company to make an investigation and/or perform 691 

repairs, exclusive of pre-delivery issues. 692 

Determine if the government agency has contacted the Greenville, Danville, or Berea 693 

Resident Service Engineer. The Dealer must advise the government agency that any 694 

work must be authorized, in advance, by the appropriate Resident Service Engineer if 695 

the repair is covered under Hyster Gram MA00023R1, for authorization procedures. If 696 

the repair falls outside these parameters, contact the Hyster Company Warranty 697 

Administration. 698 
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If the unit is within the warranty period, the Dealer will be authorized to investigate 699 

and determine if the problem is defective material or workmanship. If the unit is in 700 

warranty, the Dealer should make the repair and submit a claim to the Warranty 701 

Administration Department in Greenville, NC. Parts must be held for possible return 702 

pending disposition of the claim. 703 

Reimbursement for work on Government Units: 704 

a) Dealers will be reimbursed at their established customer billing 705 

rate for travel and flat rate. 706 

b) Parts used for warranty repairs are reimbursed at Dealer net plus 707 

ten (10) percent and must be held for possible return. 708 

c) For outside contract work, such as machining, supporting 709 

invoices MUST be faxed with a claim number to Warranty 710 

Administration in Greenville, NC (252-931-5965). Faxed Invoices 711 

must be received within 3 working days after the submission of a 712 

claim to Hyster Warranty Administration, Greenville NC. Note: 713 

Such work must comply with published warranty procedures. 714 

The Dealer claim number must be clearly marked on the invoice 715 

but not obstructing the subject detail. All information contained 716 

within the invoice document must be legible for consideration of 717 

payment in part or in full. 718 

200.20(h) Replacement Parts Warranty 719 

New parts found to be defective upon visual inspection prior to installation, when 720 

received from PDC, should be handled through the parts order entry group. 721 
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The Dealer must determine if the part in question is defective due to material or 722 

workmanship as opposed to being defective because of improper installation, abuse, 723 

etc… When the defect is determined to be factory responsibility, and the part has 724 

been installed, a warranty claim should be submitted in accordance with published 725 

policy.  726 

The parts warranty period is for six (6) months unless otherwise noted. 727 

200.30 Non-NMHG Manufactured Electric Motor Warranty. 728 

Refer to Hyster Gram MA00023R1 for appropriate information.  729 

200.40 Hyster Company Product Sold by Other Dealers 730 

For commission issues reference Section 100.40(a) of this document. Warrantable 731 

work performed by the Dealer on Hyster products not sold by the Dealer should be 732 

submitted to Hyster Warranty Administration, Greenville NC in accordance with 733 

published policies and procedures. 734 

200.50 Dealer Warranty Administration Responsibility 735 

Prior to submitting ANY claims, the Dealer must ensure that all pre-delivery and 736 

delivery/installation procedures have been properly completed. For additional 737 

information on these requirements, refer to Section 100 of this document. 738 

Warranty claims received in the Hyster Warranty Administration Department, 739 

Greenville NC, beyond 180 days of end repair date will not be approved in 740 

compliance with Hyster Gram MA00024.  741 

Any claims for which the Dealer has received an Approval, but has not received a 742 

credit or Electronic Debit Issue (EDI) within fifteen (15) days, should be researched 743 

using the Dealer warranty claims inquiry system (Hyster Ownership / Unit Sales 744 
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System) and be brought to the attention of the appropriate claims processor at Hyster 745 

Warranty Administration, Greenville NC.  746 

For outside contract work, such as machining, supporting invoices MUST be faxed 747 

with a claim number to Warranty Administration in Greenville, NC (252-931-5965). 748 

Faxed Invoices must be received within the timeframes detailed in Hyster Gram 749 

MA00024. Note: Such work must comply with published warranty procedures. The 750 

Dealer claim number must be clearly marked on the invoice but not obstructing the 751 

subject detail. All information contained within the invoice document must be legible 752 

for consideration of payment in part or in full. 753 

200.60 Disposition of Parts Subject to Warranty Return 754 

200.60(a) Replacement Versus Repair Policy 755 

Hyster Company has determined that certain parts may be replaced instead of 756 

repaired while the warranty is in effect. These parts shall be replaced or repaired as 757 

designated. Failure to comply with this policy may result in partial or total reduction of 758 

warranty credit. 759 

Displaced Parts at a Dealership Location 760 

All parts listed on a New Truck Warranty Claim (NTWC) should be kept in a dry and 761 

secure area at the Dealership. Parts must be treated as “NTWC Money” – KEPT 762 

CLEAN FROM CONTAMINATION, RUST, ETC… Ports must be plugged, wires 763 

intact and assemblies intact as assemblies, available for return shipment as directed. 764 

The above examples are not an all-inclusive list of proper preparation of an item for 765 

shipment. If there is any doubt pertaining to proper preparation of an item, contact 766 

the Warranty Lab Supervisor at 252-931-5800. The re-use of the replacement parts 767 
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packaging is recommended, along with routine removal of warranty parts from dealer 768 

service vans, including materials from Resident Service Technicians. 769 

200.60(b) NMHG Warranty Shipping Label: (Form Number 599852) 770 

 771 

The NMHG Warranty Shipping Label for the Greenville, NC Warranty Lab is Part 772 

Number 599852. For details on ordering this form contact Foxfire Printing and 773 

Packaging at 302-368-9466 / Fax 302-368-9219. All parts authorized to be returned 774 

to NMHG Greenville Warranty Lab must be shipped prepaid with an NMHG Warranty 775 

Shipping Label Part Number 599852 affixed to the outside of the package. This 776 

instructs NMHG Materials Control to forward the parts to the Warranty Lab. Dealer 777 

Address, Claim Number and Department Number must be filled out on the shipping 778 

label. 779 

The subject parts must be received within fifteen (15) days after receiving notification 780 

at the address on the NMHG parts return message. Failure to comply will result in 781 

partial or complete non-approval of the subject claim at the discretion of Hyster 782 

Company Warranty Administration. 783 
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It is the responsibility of the Dealer to monitor incoming parts return messages and/or 784 

electronic parts return messages received via electronic communications, and act 785 

upon them accordingly. In those instances when a NMHG Warranty Shipping Label is 786 

not available, the Dealer may produce a shipping label which contains all of the 787 

information, (as noted above) which is provided on the parts return message packing 788 

list.  789 

Parts for each claim must be packed separately with the NMHG Warranty Shipping 790 

Label and packing list attached to the outside, marked appropriately Department A, 791 

B, or C. Individual packages may then be placed in a larger shipping carton, 792 

however, DO NOT MIX CARTONS MARKED DEPARTMENT A, B OR C, in one 793 

shipping carton. 794 

Each shipping carton must have a separate packing list envelope attached, which 795 

includes a master packing list detailing the claim numbers of the individual packages. 796 

Hyster Warranty Administration is not responsible for parts lost because of improper 797 

boxing, packing, or shipping. This includes parts received by Hyster Warranty 798 

Administration that, because of improper labeling by the dealer, are lost in the plant. 799 

NMHG will refuse any freight at the dock, which has been either improperly packaged 800 

or damaged in shipment. All issues relating to shipping damage MUST be 801 

communicated to the carrier and are not the liability of NMHG. 802 

200.60(c) Tagging Displaced Parts with Parts ID Tag (PN 944-6379 [8-81])  803 
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Form 944-6379 (8-81) 

SIDE 1 

 
Form 944-6379 (8-81) 

SIDE 2 

All material being claimed must be available for return and inspection. Dealer 804 

personnel should be cautioned to retain all parts which are removed that relate to a 805 

warranty claim.  806 

Each part should be properly stored and identified with all fields properly and legibly 807 

completed. Attach a parts I.D.Tag (Part Number 944-6379 REV 8-81) to the part. Tag 808 

each part separately. For example, if there are six parts to be returned on one 809 

NTWC, each part MUST have an ID tag attached to it. For details on ordering this 810 

form contact Foxfire Printing and Packaging at 302-368-9466 / Fax 302-368-9219. 811 

Note: Parts which are held for more than 45 days after the New Truck Warranty 812 

Claim date, without disposition, should be brought to the attention of Hyster Warranty 813 
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Administration. Mail a copy of your NTWC to the Hyster Warranty Administration, 814 

Greenville, NC, requesting disposition. 815 

Hyster Warranty Administration will process your NTWC’s and indicate disposition of 816 

your displaced parts. Store and protect the part from further damage until disposition 817 

instructions are received from Hyster Warranty Administration, Greenville NC. 818 

Warranty parts should not be returned unless requested. If a warranty claim has been 819 

paid and the applicable parts have not been requested by NMHG, they may be 820 

scrapped.  821 

It is essential to include the packing list that was sent to the Dealership via the parts 822 

return message. Each part returned must be properly tagged with the following: 823 

1. Model 824 

2. Serial Number 825 

3. NTWC (New Truck Warranty Claim) Number 826 

4. Part Number 827 

5. Date 828 

6. Customer 829 

7. RO (Repair Order) Number 830 

8. Reason (Optional) 831 

If the Parts ID Tag is not available, a generic card-stock tag with the above listed 832 

information can be substituted. 833 

Some parts are not serviceable (i.e., PMC and SEM Controllers, EV Logic Cards, 834 

etc…) and should not be disassembled. Unless otherwise noted by a Service Gram, 835 

disassembly of serviceable parts for repair or inspection will not void the warranty if 836 
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proper care is taken, provided the components are reassembled to the original 837 

condition. Parts missing or cannibalized from any assembly may cause a denial of 838 

claim. 839 

Parts returned to the NMHG Warranty Lab or to a directed location, which after 840 

inspection are found to be non-defective, will be returned and the claim will not be 841 

approved. If a claim has already been approved and paid, the credit/payment will be 842 

rescinded.  843 

Once Hyster Warranty Administration has closed a warranty claim, disposition of 844 

parts is the Dealer’s responsibility. Disposal of parts not requested should be 845 

disposed of in accordance with all applicable, Federal, State, and Local regulations.  846 

200.60(d) Displaced Parts Not Available for Return 847 

Parts that cannot be located or are otherwise unavailable for return will be cause for 848 

non-payment of the claim. 849 

200.60(e) Parts Not Approved by Hyster Warranty Administration after Inspection 850 

Parts not approved due to customer misuse, misapplication, out of warranty, not 851 

defective as claimed, not original equipment manufacturer part or other various 852 

reasons will cause denial of the claim or rescission of payment in those instances 853 

where payment has been made. In those instances where claims have been 854 

approved or paid and reasons for rescission have become apparent, the Dealer will 855 

be notified, via invoice, of this action. Parts associated with a claim which has been 856 

denied or rescinded after evaluation will be returned to the Dealer freight collect. In 857 

the above situation, the Dealer will be given the option of either having a part 858 

scrapped by the Warranty Lab or returned freight collect. Parts will be returned freight 859 

collect unless the Warranty Lab is contacted within 5 business days of notification. 860 
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200.60(f) Parts Returned from Canada 861 

Dealers that are returning parts from Canada to the United States for warranty 862 

credit/payment, with authorization from Hyster Company Warranty Administration, 863 

must follow specific procedures. Please be advised that parts being returned from 864 

outside the United States should be forwarded to the following carrier: 865 

CBL Logistics c/o: 866 

Interactive Warehouse 867 

3350 Airway Drive 868 

Mississauga, Ontario L4V 1T3 869 

Telephone: 905-672-1024 870 

Fax Number: 905-672-9463  871 

Note: Phone and Fax numbers are subject to change. If numbers are 872 

in doubt, contact the Warranty Lab Supervisor for clarification at  873 

252-931-5800. 874 

Administrative Offices are located at: 875 

CBL Logistics Ltd. 876 

83 Galaxy Blvd, Unit 30 877 

Toronto, Ontario M9W 5X6 878 

Telephone: 416-213-8224 879 

Fax Number: 416-213-8226  880 

Note: Phone and Fax numbers are subject to change. If numbers are 881 

in doubt, contact the Warranty Lab Supervisor for clarification at  882 

252-931-5800. 883 
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The parts return message includes the part number(s) for the item(s) authorized for 884 

return. In the event that the computer generated parts list does not display dollar 885 

values, the Dealer MUST add the “US Dealer-Net Dollar Value” for each part listed 886 

on the parts return message to the packing list. This must be done such that the 887 

value complies with appropriate United States and Canadian Customs procedures. 888 

The Dealer should make two copies of the parts return message. The parts return 889 

message will serve multiple functions: 890 

1. Use as a packing list – to be included in the carton with the part(s) being 891 

returned to Hyster Warranty Administration. 892 

2. The Dealer MUST place a copy of the return parts message (with the US 893 

dollar values indicated) in an envelope and address it to the location that 894 

Hyster Warranty Administration has identified as the “Forwarder” (the 895 

location where the returned part(s) are to be shipped). This envelope MUST 896 

be attached to the carton, skid or box containing the returned part(s). This 897 

will allow the “Forwarder” to ship and clear the parts through customs. 898 

Returned parts, received at the “Forwarder” without packing lists or without returned 899 

part(s) dollar values indicated will be returned to the Dealer for proper identification at 900 

the Dealer’s expense. Parts CANNOT clear customs without a dollar value and 901 

country of origin. Parts are assumed to be of US origin unless otherwise stated on 902 

the parts return message by the Dealer. 903 

200.70 Pre-Delivery Failures or Repairs  904 

Note: (Click here for Installation Instructions Information)  905 

All claims require unit installation. For further detail refer to Section 100.00 906 
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In the event that a unit is shipped from the factory with missing or incorrect parts, the 907 

applicable Hyster hotline of the plant that built or cleared the unit should be contacted 908 

to determine whether a sales policy adjustment or a warranty claim is applicable. 909 

Repairs which are necessary prior to delivery of a new unit should be submitted on a 910 

warranty claim indicating that the problem was corrected prior to delivery. No truck 911 

access time will be allowed for these repairs, nor for units in their shop. 912 

200.80 Component Repair or Replacement 913 

Repairs should be made rather than replacing complete assemblies where practical 914 

and economical or as directed by NMHG. For example, it would not be practical or 915 

economical to replace a complete hydraulic pump if only the shaft seal is leaking. 916 

Only the seal should be replaced, but other parts should be inspected to supplement 917 

your description of the failure and to effect complete repairs. 918 

200.90 Computation of Rates and Amounts Claimed 919 

Labor Allowance will be based on 80 percent of the Dealer customer-billing rate. For 920 

government warranty repair, Hyster Company will reimburse the Dealer at their 921 

customer billing rate for those units purchased through the Hyster Sales Government 922 

Sales department. 923 

It is the dealer's responsibility to notify the Warranty Administration Manager, in 924 

writing fax [(252) 931- 5461], email or postal mail of any changes in the dealer's 925 

billing rates. Supporting documentation for competitive labor rates may be 926 

periodically requested. 927 

Warranty reimbursement will be based on the labor rate in effect on the date of repair 928 

on the claim received. Hyster Company will pay claimed labor time in accordance 929 

with published Hyster Company flat rates. In the event that a truck series does not 930 
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have published flat rate, a detailed explanation of labor performed in conjunction with 931 

time requested is required. 932 

200.100 Effective Date for Warranty Rate Changes 933 

Requests for a change in Warranty rate must be received by the Hyster Company 934 

Warranty Administration Manager fifteen (15) days or more prior to the effective date. 935 

Otherwise, the effective date for the revised warranty rate will be fifteen (15) days 936 

after the date the notification is received. Claims will be processed based on the labor 937 

rate in effect at the time of the repair. 938 

200.110 Field Product Improvements (FPI) 939 

On specified FPI programs, notice will be provided to the Dealer Principals and 940 

Service Managers if reimbursement for the specific repair will be at 100 percent of 941 

their recognized customer labor-billing rate. 942 

Data (to include but not limited to truck serial number, dates of repair, hour meter 943 

readings, etc…) which are included on the work order form or time tickets and other 944 

supporting documentation MUST be identical to that which is submitted electronically. 945 

It is necessary that all supporting documentation (for example – work order, outside 946 

invoices, etc…) carry the appropriate signature from the Customer, reflecting 947 

completion of work performed. Data consistency is crucial. The warrantability of the 948 

truck is determined by the either the truck hour meter reading or amount of days that 949 

have passed since the date of installation. In situations where the submitted data 950 

does not match original documentation (as noted above), the warranty claim will be 951 

denied. 952 

200.120 Travel Allowance 953 
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Travel allowance will be based on the warranty labor allowance rate multiplied by the 954 

travel time. Travel time is subject to electronic monitoring and auditing.  955 

For customers in the Dealer’s specific territory, one round trip from the Dealers’ 956 

nearest physical location (or the resident technician’s nearest location) may be 957 

claimed.  958 

The name and location of the customer and the travel time must be stated on the 959 

warranty claim as submitted. No mileage allowance will be paid. Speeds for travel 960 

times are based upon local and state speed regulations.  961 

Travel time and access will not be paid for warranty claims if claims are a direct effect 962 

of an improper installation. 963 

Data (to include but not limited to truck serial number, dates of repair, hour meter 964 

readings, etc…) which are included on the work order form or time tickets and other 965 

supporting documentation MUST be identical to that which is submitted electronically. 966 

It is necessary that all supporting documentation (for example – work order, outside 967 

invoices, etc…) carry the appropriate signature from the Customer, reflecting 968 

completion of work performed. Data consistency is crucial. The warrantability of the 969 

truck is determined by the either the truck hour meter reading or amount of days that 970 

have passed since the date of installation. In situations where the submitted data 971 

does not match original documentation (as noted above), the warranty claim will be 972 

denied. 973 

200.130 Labor Rate for Diagnostic / Troubleshooting 974 

Diagnostics and Troubleshooting time will be paid based on appropriate designated 975 

flat-rates or specific authorizations per guidelines in the Hyster Gram MA00023R1 976 

(referring to the Troubleshooting section). 977 
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The appropriate Hyster Company diagnostic / troubleshooting codes must be entered 978 

at the end of the problem description field until a unique flat rate field is provided on 979 

the electronic warranty claims submission form. The sum of the diagnostic / 980 

troubleshooting times listed at the end of the description field must equal the total 981 

diagnostic / troubleshooting times entered on the claim. 982 

In the event that expended diagnostic / troubleshooting time is not covered by a 983 

specified flat rate but is less than four hours, it should be entered on the claim as 984 

DST (Diagnostic Straight Time) = (the amount of time expended) with a detailed 985 

description in the Correction Field, for consideration of reimbursement. 986 

Data (to include but not limited to truck serial number, dates of repair, hour meter 987 

readings, etc…) which are included on the work order form or time tickets and other 988 

supporting documentation MUST be identical to that which is submitted electronically. 989 

It is necessary that all supporting documentation (for example – work order, outside 990 

invoices, etc…) carry the appropriate signature from the Customer, reflecting 991 

completion of work performed. Data consistency is crucial. The warrantability of the 992 

truck is determined by the either the truck hour meter reading or amount of days that 993 

have passed since the date of installation. In situations where the submitted data 994 

does not match original documentation (as noted above), the warranty claim will be 995 

denied. 996 

200.140 Flat Rate Labor Categories 997 

Each appropriate flat rate must be listed separately on a warranty claim.  998 

Hyster Company appropriate flat rate codes must be entered at the end of the 999 

problem description field until a unique flat rate field is provided on the electronic 1000 
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warranty claims submission form. The sum of the flat rates listed at the end of the 1001 

description field must equal the total flat rate labor hours claimed. 1002 

In the event that a labor task is not identified within the flat rate structure, use ST 1003 

(Straight Time) = (the amount of time expended) with a detailed description in the 1004 

Correction Field, for consideration of reimbursement. 1005 

Overtime labor will not be paid in any labor allowance. 1006 

Questions concerning flat rate times allotted and/or the release of flat rates for new 1007 

models should be directed to the Manager of Resident Service Engineering at: 1008 

1400 Sullivan Drive 1009 

Caller #12011 1010 

Greenville, NC 27834-2011 1011 

Phone: 252-931-5794 1012 

Fax: 252-931-5461 1013 

Data (to include but not limited to truck serial number, dates of repair, hour meter 1014 

readings, etc…) which are included on the work order form or time tickets and other 1015 

supporting documentation MUST be identical to that which is submitted electronically. 1016 

It is necessary that all supporting documentation (for example – work order, outside 1017 

invoices, etc…) carry the appropriate signature from the Customer, reflecting 1018 

completion of work performed. Data consistency is crucial. The warrantability of the 1019 

truck is determined by the either the truck hour meter reading or amount of days that 1020 

have passed since the date of installation. In situations where the submitted data 1021 

does not match original documentation (as noted above), the warranty claim will be 1022 

denied. 1023 
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200.150 Parts Warranty Reimbursement for New Truck Warranty Claims 1024 

Parts warranty reimbursement for new truck warranty claims will be parts at Dealer-1025 

net plus ten percent. 1026 

200.160 Warranty Reimbursement for Drayage 1027 

Authorized drayage of trucks to the Dealer’s location is limited to major repairs where 1028 

no repair facilities exist at the customer's location or where Insurance or Labor 1029 

regulations prohibit on-site repair. If reasonable doubt of approved drayage exists, 1030 

contact your Regional Field Service Engineering Manager or the appropriate 1031 

Resident Service Engineering Manager. 1032 

The sum of $1.25 per mile (not to exceed the sum of $300.00) will be paid per 1033 

authorization. Supporting documentation (i.e., invoices) will be required for all 1034 

drayage reimbursement. 1035 

200.170 Miscellaneous Warranty Reimbursement 1036 

Invoices may be required for warranty reimbursement for those repairs or parts that 1037 

do not have a corresponding OEM part number (i.e., welding, radiator repair, etc…) 1038 

and warranty parts return freight claims (as specified by the Warranty Claims Lab).  1039 

200.180 Warranty Reimbursement for Tax  1040 

In those instances where either a Local, State, Provincial or Federal Government 1041 

levies a tax on warrantable repairs, the dealer is to submit the corresponding taxation 1042 

in the appropriate field on the submitted claim. Supporting documentation concerning 1043 

statutes related to the levied taxes must be provided to Hyster Company for 1044 

reimbursement consideration. 1045 

200.190 Electronic Warranty Submission - General Information 1046 
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This information is provided to prevent some of the most common types of errors that 1047 

occur on electronically submitted claims. Please pay particular attention to these 1048 

areas while completing any computerized claims processing forms. 1049 

Replacement Serial Numbers: If replacing or repairing a component with a serial 1050 

number or date code, the Dealer’s service department must report the replacement 1051 

number. Warranty Administration requires the serial number of the replacement 1052 

component. Failure to provide the component serial number or date code will delay 1053 

the processing of your claim. 1054 

Data (to include but not limited to truck serial number, dates of repair, hour meter 1055 

readings, etc…) which are included on the work order form or time tickets and other 1056 

supporting documentation MUST be identical to that which is submitted electronically. 1057 

It is necessary that all supporting documentation (for example – work order , outside 1058 

invoices, etc…) carry the appropriate signature from the Customer, reflecting 1059 

completion of work performed. Data consistency is crucial. The warrantability of the 1060 

truck is determined by the either the truck hour meter reading or amount of days that 1061 

have passed since the date of installation. In situations where the submitted data 1062 

does not match original documentation (as noted above), the warranty claim will be 1063 

denied. 1064 

200.200 Hyster Dealer Warranty Claims Process 1065 

The following information pertains to claims submission procedures. This information 1066 

is not intended to replace or supplement any unique Dealer Business System 1067 

instructions. For questions concerning the Hyster Dealer Management System 1068 

(HDMS) contact the Hyster Help Desk at 1-800-723-6796.  1069 
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There are a several types of Hyster Warranty. The following list details some types of 1070 

warranties: 1071 

Type 1 - New Unit Warranty 1072 

Type 2 - Hyster Aftermarket Parts Warranty 1073 

Type 3 - UNISOURCE Warranty 1074 

Type 4 - Fleet Warranty 1075 

The following tables represent proper formatting for information contained in an 1076 

electronic claims submission.  1077 
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Hyster Warranty Claims over Hyster Communications Network (HSN) 1078 

File Requirements (Field format and contents) 1079 

(*Note: Field Type and Format information is at the bottom of this table) 1080 
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 1081 
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Data (to include but not limited to truck serial number, dates of repair, hour meter 1082 

readings, etc…) which are included on the work order form or time tickets and other 1083 

supporting documentation MUST be identical to that which is submitted electronically. 1084 

It is necessary that all supporting documentation (for example – work order , outside 1085 

invoices, etc…) carry the appropriate signature from the Customer, reflecting 1086 

completion of work performed. Data consistency is crucial. The warrantability of the 1087 

truck is determined by the either the truck hour meter reading or amount of days that 1088 

have passed since the date of installation. In situations where the submitted data 1089 

does not match original documentation (as noted above), the warranty claim will be 1090 

denied. 1091 

Double-click on these icons for additional Claim Submission Information: 1092 

HDL02.ppt

  “Warranty Claims Process Monitoring” 1093 

HDL04.ppt

”New Warranty Claims Submission Policy” 1094 

 1095 

200.210 Properly Describing the Problem Description 1096 

It is important that proper information is provided to the Warranty Administration 1097 

Department concerning the cause, which should include complaints and findings with 1098 

a description of corrections taken (how the unit was repaired). Include the following 1099 

types of information:  1100 
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Complaint: Write a brief statement like “Tilt cylinder leaking”, “Engine would not 1101 

start”, “Starter does not engage”. Do not use statements like “Received call from 1102 

customer”, “Drive to customer job site” or “Checked out customer complaint”. This 1103 

type of statement is not informative and only increases the Dealer claim preparation 1104 

time and factory processing time. 1105 

Findings: Briefly describe the defect, such as “Pin hole in the back of the tilt 1106 

cylinder”. Statements like “Cylinder defective” do not provide enough information 1107 

and are not acceptable. 1108 

Corrections: Include the part number and part or assembly description and describe 1109 

how the unit was repaired. (Example: P/N XXXXX – Tilt Cylinder – Replaced.) 1110 

Is Immediate Problem Solved: Statements like “Problem Solved” or “Unit Checked 1111 

Out OK” are sufficient. 1112 

If any doubt exists about the cause of failure, or the part to replace or repair, contact 1113 

the applicable Resident Service Engineer for assistance or authorization. 1114 

The dealer will be required to identify the problem part number in the unique field on 1115 

the electronic warranty claim submission form. 1116 

200.220 Hyster Limited Warranty Statements 1117 

200.220(a) Hyster Industrial Truck Products up to 16,500 LB. Capacity 1118 

LIMITED WARRANTY 1119 

HYSTER INDUSTRIAL TRUCKS AND PRODUCTS 1120 

UP TO 16,500 LB. CAPACITY 1121 

UNITED STATES AND CANADA 1122 
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Hyster Company (“Hyster”) warrants, for the period and subject to the terms indicated 1123 

below, new industrial trucks (“product”) sold to you by Hyster or an authorized Hyster 1124 

industrial truck dealer for use in the United States or Canada to be, at the time of 1125 

manufacture, free from defects in workmanship and materials and in compliance with 1126 

the mandatory design and construction specifications in effect at the time of 1127 

manufacture, of : (a) Part II, ANSI B56, 1-1969, as required by OSHA standard 29 1128 

CFR 1910.178(a) (2); (b) Part III, ANSI B56,1, and (c) the fire protection designation 1129 

(G, GS, D, LP, LPS, E, EE, etc.) specified on the product. 1130 

A. For Twelve (12) months or 2000 hours of operation from the date of delivery, 1131 

whichever comes first, Hyster company will, at its sole option, repair or replace the 1132 

part found by Hyster not to conform to this warranty. All warranty service will be 1133 

provided by an authorized Hyster industrial truck dealer during regular business 1134 

hours. 1135 

B. Six (6) months from the date of installation for initial use, replacement parts will 1136 

be repaired or replaced if found by Hyster not to conform to this warranty. This 1137 

warranty does not include freight, travel, special charges or cost of installation. 1138 

Exclusions and Additional Limitations 1139 

1. This warranty relates to the condition of the product at the time of manufacture and 1140 

does not cover parts or service required as a result of: 1141 

(a) Normal wear and tear or required maintenance including, without limitation; 1142 

adjustments or replacement of components subject to wear and tear, such as, 1143 

brake shoes, tires, bulbs, filters, spark plugs, load wheels, caster wheels, 1144 

batteries, motor brushes, contact tips and lubrication grease and oils. 1145 
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(b) Abuse including, without limitation: neglect, improper operation, 1146 

misapplication, induced contamination, overloading, accident or alterations not 1147 

approved by Hyster Company. 1148 

(c) Lack of maintenance including, without limitation: failure to inspect and 1149 

maintain in accordance with Hyster's published schedules, improper repair, use of 1150 

parts not approved by Hyster, cracked engine heads and blocks unless caused by 1151 

the failure of an internally lubricated part or repair of engine valves, rings or 1152 

guides. 1153 

(d) Damage caused in transit. 1154 

2. The tightening of bolts, screws, fittings, or electrical connections and wiring; all 1155 

adjustments; or repair or replacement of tires, caster wheels, load wheels or batteries 1156 

which may be required, for any reason, more than ninety (90) days or 500 hours of 1157 

operation after the date of delivery for initial use, whichever occurs first, is expressly 1158 

excluded from this warranty. 1159 

3. Hyster Company does not warrant and this warranty does not apply to trade 1160 

accessories, tires, batteries, chargers, attachments, Cummins and Detroit Diesel or 1161 

other engines not manufactured by Hyster Company which are incorporated in or 1162 

delivered with a Hyster industrial truck and which are warranted by their respective 1163 

manufacturers. 1164 

4. Hyster Company reserve the right to make changes and improvements in the 1165 

design and construction of its products without thereby being obligated to make 1166 

corresponding changes and improvements in previously manufactured product. 1167 

5. Hyster company reserves the right to deny warranty coverage for any repair to an 1168 

industrial truck having a nonfunctional or altered hour meter. 1169 
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6. Not withstanding Section B above, replacement parts installed on industrial trucks 1170 

pursuant to Section A of this warranty are warranted only for the remainder of the 1171 

initial truck warranty period. 1172 

7. This warranty may not be changed, altered or modified in any way except in writing 1173 

by Hyster Company. This warranty shall be void if repairs or alterations to a Hyster 1174 

industrial truck are made by any person or firm not authorized by Hyster Company. 1175 

THIS LIMITED WARRANTY IS THE EXCLUSIVE WARRANTY PROVIDED BY HYSTER COMPANY. 1176 

HYSTER MAKES NO OTHER WARRANTIES AND THIS WARRANTY IS EXPRESSLY IN LIEU OF ALL 1177 

OTHER WARRANTIES, EXPRESS OR IMPLIED, WRITTEN OR ORAL, INCLUDING WITHOUT 1178 

LIMITATION ANY IMPLIED WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A 1179 

PARTICULAR PURPOSE. HYSTER COMPANY’S OBLIGATION TO REPAIR OR REPLACE SHALL BE 1180 

THE LIMIT OF ITS LIABILITY UNDER THIS WARRANTY AND THE SOLE AND EXCLUSIVE RIGHTS 1181 

AND REMEDY OF THE USER. LIABILITY OR OBLIGATION ON THE PART OF HYSTER COMPANY 1182 

AND ITS AFFILIATES FOR ANY OTHER AMOUNT OR DAMAGES IS HEREBY DISCLAIMED, 1183 

WHETHER INCIDENTAL, CONSEQUENTIAL, GENERAL, SPECIAL, OR EXEMPLARY AND 1184 

WHETHER THE CLAIM ARISES IN CONTRACT, TORT, FOR NEGLIGENCE OR OTHERWISE. THERE 1185 

ARE NO WARRANTIES THAT EXTEND BEYOND THE DESCRIPTION ON THE FACE HEREOF. 1186 

200.220(b) Hyster Industrial Truck Products 16,500 LB. Capacity and Greater 1187 

LIMITED WARRANTY 1188 

HYSTER INDUSTRIAL TRUCK PRODUCTS 1189 

16,500 LB. CAPACITY AND GREATER 1190 

UNITED STATES AND CANADA 1191 

Hyster Company (“Hyster”) warrants, for the period and subject to the terms indicated 1192 

below, new industrial trucks (“product”) sold to you by Hyster or an authorized Hyster 1193 

industrial truck dealer for use in the United States or Canada to be, at the time of 1194 

manufacture, free from defects in workmanship and materials and in compliance with 1195 
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the mandatory design and construction specifications in effect at the time of 1196 

manufacture, of: a) Part II, ANSI B56.1-1962, as required by OSHA standard 29 CFR 1197 

1910.178 (a) (2); b) Part II, ANSI B56.1-revision in effect at the time of manufacture; 1198 

and c) the fire protection designation (G, D, LP, etc…) specified on the product. 1199 

A. For six (6) months or 1000 hours of operation from the date of delivery, 1200 

whichever comes first, Hyster Company will, at its sole option, repair or replace the 1201 

part found by Hyster not to conform to this warranty. All warranty service will be 1202 

provided by an authorized Hyster industrial truck dealer during regular business 1203 

hours 1204 

B. Twelve (12) months or 2000 hours of operation from the date of delivery for 1205 

initial use, whichever occurs first, Hyster Company will, at its sole option, repair or 1206 

replace major components, defined for purposes of this warranty, as (i) internal 1207 

combustion engine, excluding fuel and electrical systems and accessories, (ii) 1208 

transmission, excluding the torque converter; and (iii) differential and planetary axles, 1209 

if found by Hyster not to conform to this warranty. This warranty does not include 1210 

freight, travel, special charges or cost of installation for claims made after six (6) 1211 

months or 1000 hours of operation, from the date of delivery, whichever comes first. 1212 

C. For Six (6) months from the date of installation for initial use, replacement parts 1213 

will be repaired or replaced if found by Hyster not to conform to this warranty. This 1214 

warranty does not include freight, travel, special charges or cost of installation. 1215 

You agree to promptly notify Hyster or the selling dealer or any alleged defects in the 1216 

product and specifically describe the problem Hyster shall have no obligations under 1217 

this warranty with respect to any defect unless it receives notice and a description of 1218 

the defect during the warranty period. 1219 

Exclusions and Additional Limitations 1220 
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1. This warranty relates to the condition of the product at the time of manufacture and 1221 

does not cover parts or service required as a result of: 1222 

(a) Normal wear and tear or maintenance including, without limitation: adjustments 1223 

or replacement of components subject to wear and tear, such as brake shoes, tires, 1224 

bulbs, filters, spark plugs, batteries, lubrication grease and oils. 1225 

(b) Abuse including, without limitation: neglect, improper operation, misapplication, 1226 

induced contamination, overloading, accident or alterations not approved by Hyster 1227 

Company. 1228 

(c) Lack of maintenance including, without limitation: failure to inspect and maintain 1229 

in accordance with Hyster's published schedules, improper repair, use of parts not 1230 

approved by Hyster, cracked engine heads and blocks unless caused by the failure 1231 

of an internally lubricated part or repair of engine valves, rings or guides. 1232 

(d) Damage caused in transit. 1233 

2. The tightening of bolts, screws, fittings, or electrical connections and wiring; all 1234 

adjustments; or repair or replacement of tires and batteries which may be required, 1235 

for any reason, more than ninety (90) days or 500 hours of operation after the date of 1236 

delivery for initial use, whichever occurs first, is expressly excluded from this 1237 

warranty. 1238 

3. Hyster Company does not warrant and this warranty does not apply to trade 1239 

accessories, tires, batteries, attachments, Cummins and Detroit Diesel or other 1240 

engines not manufactured by Hyster Company which are incorporated in or delivered 1241 

with a Hyster industrial truck and which are warranted by their respective 1242 

manufacturers. 1243 



HYSTER WARRANTY POLICIES AND PROCEDURES 

STANDARD WARRANTY POLICY  

 

P/N 1524144 – Revision 5/2002 3-34

4. Hyster Company reserves the right to make changes and improvements in the 1244 

design and construction of its products without thereby being obligated to make 1245 

corresponding changes and improvements in previously manufactured product. 1246 

5. Hyster Company reserves the right to deny warranty coverage for any repair to an 1247 

industrial truck having a nonfunctional or altered hour meter. 1248 

6. Notwithstanding Section C above, replacement parts installed on industrial trucks 1249 

pursuant to Section A or B of this warranty, are warranted only for the remainder of 1250 

the applicable new industrial truck warranty period. 1251 

7. This warranty may not be changed, altered or modified in any way except in writing 1252 

by Hyster Company. This warranty shall be void if repairs or alterations to a Hyster 1253 

industrial truck are made by any person or firm not authorized by Hyster Company. 1254 

Certain products manufactured by others may also be covered by warranties 1255 

extended by the original manufacturer. Examples include: tires, batteries and 1256 

chargers, attachments and trade accessories, Cummins and Detroit Diesel engines. 1257 

THIS LIMITED WARRANTY IS THE EXCLUSIVE WARRANTY PROVIDED BY HYSTER COMPANY. 1258 

HYSTER MAKES NO OTHER WARRANTIES AND THIS WARRANTY IS EXPRESSLY IN LIEU OF ALL 1259 

OTHER WARRANTIES, EXPRESS OR IMPLIED, WRITTEN OR ORAL, INCLUDING WITHOUT 1260 

LIMITATION AND IMPLIED WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A 1261 

PARTICULAR PURPOSE. HYSTER COMPANY’S OBLIGATION TO REPAIR OR REPLACE SHALL BE 1262 

THE LIMIT OF ITS LIABILITY UNDER THIS WARRANTY AND THE SOLE AND EXCLUSIVE RIGHT 1263 

AND REMEDY OF THE USER. LIABILITY OR OBLIGATION ON THE PART OF HYSTER COMPANY 1264 

AND ITS AFFILIATES FOR ANY OTHER AMOUNT OR DAMAGES IS HEREBY DISCLAIMED, 1265 

WHETHER INCIDENTAL, CONSEQUENTIAL, GENERAL, SPECIAL, OR EXEMPLARY AND 1266 

WHETHER THE CLAIM ARISES IN CONTRACT, TORT, FOR NEGLIGENCE OR OTHERWISE. THERE 1267 

ARE NO WARRANTIES THAT EXTEND BEYOND THE DESCRIPTION ON THE FACE HEREOF. 1268 
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Double-click on the icon for additional information on Limited Warranties: 1269 

HDL06.ppt

 “New Limited Warranty Statement” 1270 

200.230 Items Which Cannot be Claimed on Warranty 1271 

The following services or parts are not to be claimed on warranty. These procedures 1272 

in no way modify or change the Hyster Company Standard Warranty Policy as noted 1273 

in the Dealers' Agreement. 1274 

1. Normal or accelerated wear and usage. Specific items such as but not 1275 

limited to the following examples: 1276 

a. Brakes 1277 

b. Tires 1278 

2. Alterations, not approved by Hyster Company, including but not limited to 1279 

installation of "unapproved" accessories and attachments. 1280 

3. Abuse. Specific examples might include but may not be limited to: 1281 

a. Overloading 1282 

b. Misapplication 1283 

c. Improper Operation 1284 

d. Neglect 1285 

4. Lack of Maintenance, including but not limited to: 1286 

a. Failure to inspect and maintain in accordance with published 1287 

schedules 1288 
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b. Improper repair 1289 

c. Use of "unapproved" parts 1290 

5. Periodic Maintenance which is performed in accordance with published 1291 

schedules, such as but not limited to: 1292 

a. Tune-up parts 1293 

b. Filters 1294 

c. Spark plugs 1295 

d. Electric motor brushes 1296 

6. Routine Adjustments and Maintenance on post delivery such as but not 1297 

limited to: 1298 

a. Clutch (if applicable) 1299 

b. Brake 1300 

c. Steering adjustments 1301 

d. Tightening of nuts or bolts 1302 

e. Tightening of loose wires and cables 1303 

f. Tightening of fittings (if applicable) 1304 

g. Replacement of bulbs and fuses 1305 

7. Claims for lost or damaged parts. File claims with the carrier for parts lost 1306 

or damaged while in transit. This is the carrier's responsibility. 1307 

8. Replacement parts found to be defective upon visual inspection when 1308 

received from Parts Distribution Center, before installation, should be 1309 



HYSTER WARRANTY POLICIES AND PROCEDURES 

STANDARD WARRANTY POLICY  

 

P/N 1524144 – Revision 5/2002 3-37

returned to Parts Distribution Center with appropriate paperwork i.e., Hyster 1310 

Part Number 599153-25. 1311 

9. Customer Maintenance Items: Items listed under "Lubrication and Periodic 1312 

Service" in the Operating Instructions Manual are considered customer 1313 

maintenance and are not covered. 1314 

10. Miscellaneous Cost for items such as but not limited to fuel, grease and 1315 

paint. 1316 

11. Cost of Loaner Truck. Not Reimbursed. 1317 

12. Parts Emergency and Freight Charges. Parts emergency charges are not 1318 

subject to reimbursement. Outbound freight charges are not subject to 1319 

reimbursement. 1320 
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300.00 FIELD PRODUCT IMPROVEMENTS (FPI) 1321 

Hyster Company may direct its dealers to make immediate correction to a certain 1322 

problem on specific units in the field. These programs are referred to as Field Product 1323 

Improvements or FPI’s and are announced to the Dealer organization by general letter 1324 

and released from the office of the Manager of Quality Improvement. The FPI 1325 

announcement letter will contain all instructions necessary to complete the Field 1326 

Product Improvement. 1327 

Recovery of expenses for labor, travel time, and parts (unless provided at no charge by 1328 

Hyster Company) for the FPI can be recovered by submitting a properly completed 1329 

warranty claim within the time guidelines of the FPI announcement letter. 1330 

The FPI must be treated as a high priority and expedited through completion at all 1331 

levels of Dealer management.  1332 

Questions concerning Field Product Improvements should be directed to: 1333 

Manager Quality Improvement 1334 

1400 Sullivan Drive 1335 

Caller #12011 1336 

Greenville, NC  27834-2011 1337 

Phone: 252-931-5334 1338 

Fax: 252-931-5461 1339 

You should provide the FPI Number, truck serial number and customer information 1340 

when questioning a known FPI.1341 
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400.00 EXTENDED WARRANTY 1342 

400.10  Purchase of Extended Warranty at Time of Order Entry 1343 

1. Select the appropriate Extended Warranty sales option code from the Electric 1344 

Truck or ICE Truck Extended Warranty chart. 1345 

2. List the Sales Option Code, Description and the Net Price on the Sales Order or 1346 

supplement. 1347 

3. Complete the required information on the appropriate warranty statement. 1348 

4. Provide the warranty to the customer and retain a copy in you dealer sales file. 1349 

Note: Please DO NOT forward a copy to Hyster Company in Greenville, NC. The 1350 

Service Database will be updated via the truck order entry system when a truck is 1351 

sold with an Extended Warranty.  1352 

400.20 Aftermarket Extended Warranty Purchase (Prior to expiration of Standard 1353 

Warranty by either Date or Hours) 1354 

1. Select the appropriate Extended Warranty sales option code from the Electric 1355 

Truck or ICE Truck Extended Warranty chart. 1356 

2. Complete the required information on the warranty statement. 1357 

3. Provide a copy to the customer and retain a copy in your dealer sales file. 1358 

4. Send a copy of the completed Extended Warranty Statement with a check for the 1359 

appropriate amount to: 1360 

NACCO Materials Handling Group 1361 

1400 Sullivan Drive 1362 

Greenville, NC  27834 1363 
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Attn: General Accounting Department 1364 

5. The check stub must show the serial number(s) involved. 1365 

6. Extended Warranties sold after the installation of the unit but DURING the 1366 

Standard Warranty period will incur a Service Department handling charge of 1367 

$100.00 for each serial number. 1368 

400.30 Transfer of Extended Warranty 1369 

An Extended Warranty is transferable to another customer provided: 1370 

• The unit(s) are on the Hyster Company Installation database as either a DEMO, 1371 

STOCK or CUSTOMER unit(s). 1372 

• The unit(s) subject to TRANSFER has an Extended Warranty Code based upon 1373 

the review of the Hyster Company Installation database. 1374 

• The unit(s) must be within both the time and running hour limitations of the 1375 

Standard Warranty period. Unit(s) beyond either of these periods are NOT 1376 

eligible for Transfer of Extended Warranty. 1377 

• NMHG receives payment of the $100.00 per serial number transfer fee. 1378 

In addition to the above conditions Hyster Company requires a letter requesting the 1379 

"TRANSFER" of the Extended Warranty. The following MUST be included: 1380 

1. The REASON for the transfer with the customer's name and address. 1381 

2. The Hyster Sales Order Number and serial number(s) of the unit(s) involved. 1382 

3. The TYPE of Extended Warranty to be transferred. 1383 

4. A CHECK for the value of the transfer fee with the serial number(s) listed. 1384 

Send the LETTER and CHECK to: 1385 
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NACCO Materials Handling Group 1386 

1400 Sullivan Drive 1387 

Greenville, NC  27834 1388 

Attention: General Accounting Department 1389 

400.40 Cancellation of Extended Warranty 1390 

An Extended Warranty may be cancelled under the following conditions: 1391 

• The unit(s) is shown on the Hyster Company Installation database as either a 1392 

DEMO, STOCK, or CUSTOMER unit(s). 1393 

• The unit(s) being canceled has an Extended Warranty Code based upon review 1394 

of the Hyster Company Installation database. 1395 

• The unit(s) must be within both the time and running hour limitation of the 1396 

Standard Warranty period. Unit(s) beyond either of these periods are NOT 1397 

eligible for Cancellation of Extended Warranty. 1398 

Provided the above conditions are met Hyster Company requires a letter requesting 1399 

the "CANCELLATION" of the Extended Warranty. The following MUST be included: 1400 

1. The REASON for the Cancellation and the customer's name and address. 1401 

2. The Hyster Company Sales Order Number and serial number(s) of the unit(s) 1402 

involved. 1403 

3. The TYPE of Extended Warranty to be canceled. 1404 

Send the letter to: 1405 

NACCO Materials Handling Group 1406 

1400 Sullivan Drive 1407 
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Greenville, NC  27834 1408 

Attention: General Accounting Department 1409 

Upon acceptance of the cancellation request Hyster Company will: 1410 

• Issue a credit memo to the dealership for the NET VALUE of the Extended 1411 

Warranty or Warranties canceled, less a $35.00 per truck cancellation fee. 1412 

• The dealer credit memo is notification of cancellation. 1413 

Note: Customer Service Department Warranty Administration fees for warranties sold 1414 

after installation and warranty transfers are NOT refundable. 1415 

400.50 Types of Extended Warranty 1416 

Hyster Company offers the following types of Extended Warranty reimbursement: 1417 

1. Hyster Extended Limited Parts Only Warranty   1418 

2. Hyster Extended Limited Parts & Labor Warranty  1419 

Double-click on the icon for additional Extended Warranty Information: 1420 

HDL03.ppt

 “Extended Warranty” 1421 

400.60 Extended Warranty Reimbursement 1422 

400.60(a) Parts 1423 

Warranty parts will be reimbursed at the dealer-net price in effect at the time of the 1424 

failure plus ten percent. Failed parts are subject to recall at the discretion of Hyster 1425 

Company Warranty Administration in accordance with Standard Warranty policy. 1426 

400.60(b) Labor  1427 



HYSTER WARRANTY POLICIES AND PROCEDURES 

EXTENDED WARRANTY  

 

P/N 1524144 – Revision 5/2002 5-5

Labor will be paid in accordance with the published flat rate schedule per the 1428 

appropriate type of extended warranty purchased. 1429 

400.60(c) Diagnostics   1430 

Diagnostics will be paid in accordance with the published flat rate schedule per the 1431 

appropriate type of extended warranty purchased. 1432 

400.60(d) Travel Time  1433 

Travel time is not covered under extended warranties purchased effective 12/1/1999. 1434 

400.60(e) Deductible  1435 

Each submitted Extended Warranty claim will be subject to a $75.00 deductible 1436 

charge for units under 16,500 lbs and $250.00 for Very Narrow Aisle (VNA) and units 1437 

16,500 lb capacity or more.  This deductible is applicable for extended warranty 1438 

purchases effective 12/1/1999. 1439 

400.60(f) Exclusions 1440 

The following are items that are excluded from coverage under Extended Warranties 1441 

purchased effective 12/1/1999.  1442 

Hyster Extended Limited Parts Only Warranty – Travel and labor will not 1443 

be paid. 1444 

Hyster Extended Limited Parts & Labor Warranty – Travel time will not be 1445 

paid.  1446 

Exclusions may not be limited to the above listed examples. 1447 
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500.00 WARRANTY COMMUNICATIONS 1448 

Hyster Company communicates to the dealer network on a regular basis relative to 1449 

warranty claims status. The purpose of these communications are to provide the 1450 

dealers with an inclusive view of the activities taken by the Hyster Company Warranty 1451 

Department relative to submitted warranty claims. 1452 

Weekly communications via electronic format are sent out providing Dealers with a 1453 

summary of: 1454 

• Paid claims. 1455 

• Claims deemed not approved. 1456 

• Claims that are open and show a ready status. 1457 

In addition to these regular communications: 1458 

• a weekly listing of claims with parts returns messages are sent. 1459 

• a daily message, requesting parts to be returned on open claims that show a 1460 

ready status, are sent. 1461 

• external messages requesting additional information, clarification or 1462 

additional shipping instructions are sent. 1463 

To supplement or augment these communications, Hyster Company provides the 1464 

dealers with claims and truck installation inquiry capabilities so that the dealers can 1465 

proactively monitor their claims activities. (See Parts Return Tracking Information 1466 

Entry Instructions) 1467 

The following is a list of available inquiries from the electronic inquiry menu: 1468 

• Claims by Dealer Claim Number • Claims by Dealer Repair Order 
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Number 

• Claims by Serial Number • Reply to Warranty Claims Status 

• Claims by Receive Date • Claims Awaiting Parts Return 

• Claims Awaiting Message Reply • Units Awaiting FPI Work 

• Sales Orders by Purchase Order 

Number 

• Sales Orders by Estimated Clear 

Date 

• Sales Orders Cleared • Truck History by Serial Number 

• Truck Installations Without 

Signature Sheet 

• Dealer Inventory Status 
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600.00 DEPARTMENTAL STRUCTURE 1469 

600.10 Mission Statement 1470 

“To provide Fair and Equitable reimbursement to the Hyster Company Dealers for 1471 

completed warranty work.” 1472 

600.20 Department Organizational Chart 1473 

Manager Warranty Administration

252-931-5796

Fax: 252-931-5461

Administrative Assistant

252-931-5842

Fax: 252-931-5461

Database Coordinator

252-931-5851
252-931-5852

Fax: 252-931-5820

Supervisor Claims

252-931-5823

Fax: 252-931-5965

Lab Supervisor / Recovery

252-931-5800

Fax: 252-931-5460

Claims Processors

252-931-5833
252-931-5821
252-931-5854
252-931-5817

Fax: 252-931-5965

Lab Technicians

252-931-5797
252-931-5798
252-931-5799

Fax: 252-931-5460

Recovery Technician

252-931-5954

Fax: 252-931-5460

1474 
 1475 
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600.30 Functionality List 1476 

The purpose of this information is to provide a ready reference guide for use by the 1477 

Dealer staff relative to functional areas of responsibility and points of contact with the 1478 

NMHG Warranty Department.  1479 

600.30(a) Truck Installation Group: 1480 

Submission of appropriate truck installation information and resolution of issues 1481 

related to such truck records are to be directed to the following: 1482 

Functional Responsibility Phone Fax 

Database Coordinator 252-931-5851 

252-931-5852 

252-931-5820 

Resolution Procedure: 1483 

Problems arise due to conflicting information and or the lack of appropriate signature 1484 

sheets submitted or processed at the time of Warranty Claim Submission.  All units 1485 

must be properly installed to allow submitted warranty claims to be processed. This 1486 

includes Stock, Demo, Customer and Rental units.   1487 

When issues arise relative to unit installations the primary point of contact is either of 1488 

the individuals listed above.  In those instances when the above individuals are 1489 

unable to resolve a problem it should be brought to the attention of the Warranty 1490 

Manager. 1491 

600.30(b) Claims Submission Group: 1492 

Responsible for the processing of New Truck Warranty Claims and resolution of 1493 

issues related to such claims. Direct claims to the following: 1494 
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Functional Responsibility Phone Fax 

Supervisor of Claims 252-931-5823 252-931-5965 

Claims Processors 252-931-5817 

252-931-5833 

252-931-5821 

252-931-5854 

252-931-5965 

Resolution Procedure:          1495 

When issues arise relative to rejection or payment of Warranty Claims the primary 1496 

point of contact is the individual who initially processed the Warranty claim.  The 1497 

Claims Processor may be determined by a review of the initials recorded on the 1498 

Claim message.  In the majority of instances this individual can quickly review and 1499 

resolve issues. The secondary point of contact for resolution is the Supervisor of 1500 

Claims; failing resolution at that point the third point of contact is the Warranty 1501 

Manager. 1502 

600.30(c) Warranty Lab Group: 1503 

Responsible for the processing of New Truck Warranty Claims that require the return 1504 

of failed Parts and resolution of issues related to such claims are to be directed to the 1505 

following: 1506 

Functional Responsibility Phone Fax 

Supervisor of the Lab 252-931-5800 252-931-5460 
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Lab Technicians 252-931-5799 

252-931-5798 

252-931-5797 

252-931-5460 

Recovery Technician 252-931-5954 252-931-5460 

 1507 

Items Shipped: 1508 

For confirmation or inquiry related to items shipped to the Warranty Lab the primary 1509 

point of contact should be directed to the Recovery Technician by either fax or 1510 

phone.  The following information will be required:  the Claim number, carrier name 1511 

and associated tracking number. 1512 

Resolution Procedure:  1513 

When issues arise relative to rejection or payment of Warranty Claims that required 1514 

the return of Failed Parts to the Warranty Lab, the primary point of contact is the 1515 

individual who initially processed the Warranty Claim.  The Claims Processor can be 1516 

determined by a review of the initials recorded on the Claim message.  If the letters 1517 

BAL or LAB appear on a claim message, the primary point of contact is a Lab 1518 

Technician.  In the majority of instances this individual can quickly review and resolve 1519 

issues.   1520 

 600.30(d) Warranty Manager: 1521 

Responsible for the Truck Installation, Warranty Claims and Warranty Lab groups. 1522 

Functional Responsibility Phone Fax 

Warranty Manager 252-931-5796 252-931-5461 
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Administrative Assistant 252-931-5842         252-931-5461 

Resolution Procedures: 1523 

When issues arise that cannot be effectively addressed or resolved by either the 1524 

individual members or Supervisors of the Departmental Groups contact should be 1525 

made with the Warranty Manager.  The point of contact can be by phone, fax, or 1526 

email as listed above or through the Administrative Assistant. Current e-mail 1527 

addresses are available by contacting Hyster Warranty Administration. 1528 
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700.00   AUDITS – DEALER WARRANTY COMPLIANCE 1529 

700.10 Objective 1530 

The objective of the Warranty Claim Audit procedures is to assure dealer compliance with 1531 

Hyster Company’s Warranty Reimbursement Program for Standard, Extended, FPI, and 1532 

other associated warranty claims. The process will also assist the Dealer in determining its 1533 

warranty process efficiency and the level of training required for claims processors. The 1534 

NACCO Materials Handling Group, Inc. (NMHG) Credit Department is responsible for the 1535 

administration of the Hyster Company Dealer Warranty Compliance Program. 1536 

700.20 Scope 1537 

Applies to all Hyster Company dealers providing service covered under Standard Warranty, 1538 

Extended Warranty, Field Product Improvement or Policy Adjustments. 1539 

700.30 Citing/Cited Documents 1540 

Warranty Policy- 1541 

Credit Dealer Audit Policy-  1542 

700.40 Definitions 1543 

a. a.  Satisfactory Audit 1544 

To be deemed “Satisfactory”, at least 70% of audited claims must be free of Technical Errors 1545 

and Omissions, as defined below, and 80% of the claims free of Major Discrepancies as 1546 

defined in the Table below.  1547 

 1548 
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 1549 

b. Technical Errors or Omissions 1550 
 1551 

A technical error or omission is defined as inaccuracies in data entry, transposition of 1552 

numbers, incorrect dates and times, missing signatures, calculation or any other 1553 

administrative errors that may affect the validation of a warranty claim submission. 1554 

An example of a technical error or omission would be the absence of a customer signature on 1555 

the work order. While customer signatures are required on work orders to satisfy the errors 1556 

and omissions audit component, they are not required on pre-delivery warranty work orders. 1557 

Dealer Technician can sign pre-delivery work orders on behalf of customer. An audit result 1558 

may be deemed “Satisfactory” and still require the repayment of rescinded claims. 1559 

A technical error or omissions may result in a rescission or adjustment to the amount of 1560 

claim, but will generally be noted as an observation and communicated to the dealer as a 1561 

way to improve operations or enhance controls.   1562 

c. Major Discrepancies 1563 
 1564 

 The following table provides examples of what constitutes a Major Discrepancy, which will 1565 

result in the rescission of a previously approved claim, and may further result in an 1566 

“Unsatisfactory” audit finding.   However, this list is intended as way of example, final 1567 

determination is based on the judgment of the Credit Department. 1568 
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 1569 

 Major Discrepancy Technical Clarification 

1 Work Order Not Available 
Work order or equivalent must be available for 
review. Scanned originals are acceptable for 
audit purposes.  

2 Time Sheet Not Available 

If timesheets are not used, technicians are paid 
on salary, or approved outside contractors are 
used, then an alternate form of documentation 
must be available. The Auditor will determine the 
acceptability of supporting documentation. Time 
sheet documentation will not affect flat rate 
allowances. 

3 Repair Date Alteration 
Date changes intended to extend the warranty 
coverage or circumvent the allowable claim 
submission period. 

4 Part Number Inconsistency Use of parts, which are not appropriate or 
required to correct reported problem. 

5 Serial Number Discrepancy 

If listed serial number is not installed at location 
of completed warranty repair or if the dealer is 
unable remedy an incorrect serial number 
submission. 

6 Hour Meter Discrepancy 

Changes to hour meter reading in order to 
qualify a warranty claim or meter readings that 
are inconsistent with recorded hours on 
previously submitted claims  

7 Work Order Discrepancy Discrepancy between work order # and claim #, 
which cannot be reconciled by dealer. 

Credit Management believes 20% to be an acceptable tolerance for Major Discrepancies 1570 

but reserves the right to require a lower rate in order for an audit to be deemed satisfactory. 1571 
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700.50 Description 1572 

A. Warranty Audits will generally, to be conducted with a minimum of ten (10) business 1573 

days notice to the dealership to ensure adequate staffing and participation of the 1574 

appropriate dealer personnel. In the event Credit Management determines, in its 1575 

judgment, to provide a lesser notice period, it will notify the Hyster Director of Dealer 1576 

Development.  1577 

B. Credit Management will coordinate audit scheduling. 1578 

C. Audit Sample – NMHG will audit 5% of paid claims during the sample period, but no 1579 

less than (20) claims for each Hyster Dealer. NMHG reserves the right to audit claims 1580 

across multiple submitting locations. Within (10) business days prior to a warranty 1581 

audit, Credit Management will extract from the warranty database a list of claims paid 1582 

by NMHG within the preceding (18) months. A pattern of abuse or material 1583 

irregularity may necessitate an extended sample selection period. From this list, a 1584 

random sample of claims to be audited will be selected. Warranty Administration and 1585 

Credit Management reserve the right to audit specific, non-random claims. 1586 

D. Audit Sites – Audits may be conducted at more than one dealer location based on 1587 

the concentration of claims. The annual audit site(s) will be determined based on 1588 

priorities identified in the prior audit and volume of claims from various submitting 1589 

locations. 1590 

E. Document Procurement – The auditor will meet with the dealer’s audit coordinator or 1591 

assigned contact person to discuss the audit plan and obtain a general overview of 1592 

the location of the claim documents and all supporting material.  In the event that 1593 

documentation is at branch locations, the auditor will request that the required 1594 

documents be faxed or e-mailed to the audit location.  Any missing documents will be 1595 

reported as part of the audit report. 1596 
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F. Procedural Verification – Many facets of the Warranty Claim Process – DCN – XXX 1597 

will be validated for compliance with the warranty claims policy – DCN -xxx.  This 1598 

includes, but is not limited to the following: 1599 

• Work Order  1600 

• Customer Signature 1601 

• Serial Number  1602 

• Hour Meter Reading 1603 

• Repair Date  1604 

• Customer Name/Address  1605 

• Parts Replacement  1606 

• Labor Performed  1607 

• Invoices 1608 

• Technician Time Sheet 1609 

• Miscellaneous Expense Invoices 1610 

At the auditor’s discretion, this step may be conducted at the dealer site or 1611 

documents may be copied and forwarded to NMHG for additional analysis. 1612 

G. Verification of Charges – Each claim will be scrutinized for compliance with the 1613 

warranty claims standard allowances. This includes, but is not limited to the following: 1614 

• Labor rate is within guidelines of the warranty policy for work performed 1615 

• Travel time is not excessive and within the guidelines of the warranty policy for 1616 

work performed 1617 

• Repair charges are consistent with flat rate schedule or authorization as noted on 1618 

the claim 1619 

• Same repair has not been charged multiple times 1620 

• Parts are properly priced 1621 
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• Miscellaneous expenses are consistent with supporting invoices 1622 

At the auditor’s discretion, this step may be conducted at the dealer site or 1623 

documents may be copied and forwarded to NMHG for additional analysis. 1624 

H. Supporting Document Analysis – All charges and documents referenced in the claim 1625 

or the work order may be verified. This includes, but is not limited to the following: 1626 

• Timesheet or alternate documentation consistent with work order for person, date 1627 

and hours charged 1628 

• Invoices for outside services match charges on claim 1629 

• Parts submitted on claim were actually delivered to the subject work order 1630 

• Parts delivered to this work order are priced properly and are appropriate to the 1631 

repair 1632 

This step may be conducted at the dealer site or documents may be copied and 1633 

forwarded to NMHG for thorough Analysis. 1634 

I. Frequency- Warranty Audits are generally an after the fact review of claims and the 1635 

supporting documentation. In this static environment, claims can be reviewed at any 1636 

time after the claims are paid; therefore the frequency can be reduced and claims 1637 

covering a longer time span can be reviewed during each audit. 1638 

Based upon the initial warranty audit findings, a determination will be made as to the 1639 

frequency of the audits. Regardless of the results of an initial audit, the audit interval 1640 

shall not exceed twelve (12) months. Dealers found to be submitting claims 1641 

containing errors, omissions or other irregularities may be audited with increased 1642 

frequency and scope. Dealers whose audit frequency is increased will return to an 1643 

audit interval not to exceed twelve (12) months subsequent to a satisfactory audit 1644 

report; however, Credit Management reserves the right to determine audit frequency 1645 

for dealers operating outside the terms of the Warranty Policy. 1646 



HYSTER WARRANTY POLICIES AND PROCEDURES 

WARRANTY CLAIM AUDIT  

 

P/N 1524144 – Revision 11/2003 8-7

Warranty audit frequency may increase in response to factors including, but not 1647 

limited to: 1648 

1. Deteriorating financial condition 1649 

2. Claims volume outside normal range for dealer volume 1650 

3. Unsatisfactory warranty audit results 1651 

4. Change in ownership or control 1652 

5. Change in dealer status as determined by Hyster Company 1653 

J. Audit Performance- Warranty Audits may be performed by:  1654 

1. Field Service Engineers 1655 

2. Warranty Department Staff 1656 

3. Independent Auditing Firms or Contractors 1657 

4. Other Agency or Individual designated by Hyster Company 1658 

K. Review And Reporting  1659 

1. The Audit will address two categories of irregularities, Technical Errors and 1660 

Omissions and Major Discrepancies   1661 

2. Dealer Audit Review- A closing review of the initial audit results will be 1662 

conducted with the designated Dealer Representative to allow for further 1663 

investigation, if required, to answer questions raised, or to locate missing 1664 

documents. Dealer Representative can request a summarized listing of 1665 

discrepancies and observations noted during the audit. The Dealer Principal 1666 

or Dealer Representative will be given ten (10) business days from the date 1667 

of the closing review to submit all supporting documentation to the Warranty 1668 

Claims Supervisor for further analysis. Late submissions will not be 1669 

considered.   1670 

3. Remedies and Audit Charges- Routine, scheduled dealer Warranty Audits 1671 

will be performed at NMHG’s expense. If an audit is deemed “Unsatisfactory” 1672 
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the following course of action will apply: 1673 

a. If an audit is unsatisfactory, NMHG will perform a follow up audit 1674 

within (180) days 1675 

b. If the subsequent audit result is “Unsatisfactory”, the dealer will 1676 

absorb a maximum of $1,000 in costs associated with performing the 1677 

second audit, and will continue to absorb $1,000 in cost for all 1678 

subsequent audits until a “Satisfactory” audit result is achieved. 1679 

c. If the second audit result is satisfactory, NMHG will absorb the audit 1680 

cost. The costs borne by the dealer in this way impose 1681 

consequences for continual abuses of the warranty claims process. 1682 

d. Aggregate audit recommended rescissions of less than $300.00 or 1683 

1% of the total audited claim dollars would not be invoiced to dealer. 1684 

4. Reporting- Any action to correct identified deficiencies, including remedial 1685 

training, rescission of claim, or other remedies as specified in the section 1686 

700.40 will be the responsibility of the Manager of Warranty Administration.  1687 

The actions taken in response to the audit results will be reported back to the 1688 

Warranty Claims Supervisor and maintained in the audit file.  The dealer will 1689 

be notified in writing of the audit results and any resulting change in audit 1690 

frequency or expenses that may be incurred as a result of the audit findings. 1691 

700.60 Records 1692 

 1693 

 1694 
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800.00 Hyster Warranty/Ownership/Unit Sales User Instructions 1695 
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800.01 Part Return Tracking Information Entry Instructions 
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800.10 Additional Hyster Warranty/Ownership/Unit Sales Information 1696 
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900.00 APPENDIX 1697 

900.10 Hyster New Truck Warranty Authorization Policy (MA00023R1) 1698 
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900.20 Hyster Precautions for Trucks Placed into Storage (MA00009) 1699 
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900.30 Hyster Limited Warranty (Up To 16,500 LB. Capacity) 1701 
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900.40 Hyster Limited Warranty (16,500 LB. Capacity and Greater) 1702 
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900.50 Hyster Extended Limited Parts Only Warranty 1703 
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900.60 Hyster Extended Limited Parts & Labor Warranty 1704 

 
 1705 
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900.70 Hyster Company’s Extended Warranty Programs – MA00015R21 1706 

 
                                                      

1 Hyster Company reserves the right to update this document on a periodic basis. Updates are available via 
email and/or formal distribution. 
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900.80 Hyster Plant Hotline Listings NC000052 1707 

 

                                                      

2 Hyster Company reserves the right to update this document on a periodic basis. Updates are available via 
email and/or formal distribution. 



HYSTER WARRANTY POLICIES AND PROCEDURES 

APPENDIX  

 

P/N 1524144 – Revision 5/2002 10-21

 



HYSTER WARRANTY POLICIES AND PROCEDURES 

APPENDIX  

 

P/N 1524144 – Revision 5/2002 10-22 

 



HYSTER WARRANTY POLICIES AND PROCEDURES 

APPENDIX  

 

P/N 1524144 – Revision 5/2002 10-23

 



HYSTER WARRANTY POLICIES AND PROCEDURES 

APPENDIX  

 

P/N 1524144 – Revision 5/2002 10-24 

900.90 Hyster Electric Truck Printed Installation / Delivery Report (P/N 599825 R5) 1708 
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900.100 Hyster ICE Truck Printed Installation / Delivery Report (P/N 599824 R7) 1709 
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900.110 Hyster Electric Truck Periodic Maintenance “A” Service Report (P/N 852185) 1710 
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900.120 Hyster ICE Truck Periodic Maintenance “A” Service Report (P/N 599483) 1712 

 
 1713 
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900.130 Hyster Periodic Maintenance “B, C, D” Service Report (P/N 852524) 1714 
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900.140 Quality Assurance Hot Line Report 1715 
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900.150 Unisource – Remanufactured Starters and Alternators 1716 
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900.160 Unisource – Cascade Hang-On Sideshifters Offer 1717 
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900.170 Registering for Cummins Engine Warranty (Hyster Gram AA00112R1) 1719 
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900.180 Electric and Internal Combustion Truck Pre-Delivery Reports – MA00025 1721 
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900.190 Hyster New Truck Limited Customer Warranty  – Hyster Gram MA00026 1722 
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900.200 Warranty Claim Submittal Policy  – Hyster Gram MA00024 1724 
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900.210 Hyster Gram Index 1725 

Double Click on the icon to open the Gram Index in Microsoft Excel 1726 

"Gram Index.xls"

 1727 

900.220 Hyster Company – Warranty Administration Key Personnel 1728 

Double Click on the icon to open the Gram Index in Microsoft Excel 1729 

Contact_List.xls

 1730 

 1731 


