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Warranty/Recall Reimbursement Survey 2017 
Executive Summary  

 

Dealernews conducted the Warranty/Recall Reimbursement Survey in December 2017. Survey questions were 

developed in partnership with the DN Dealer Advisory Board; Dealernews acknowledges the special participation 

of advisory board member Jim Boltz.  

 

The Warranty/Recall Reimbursement Survey incorporates responses from 191 powersports retailers. Of the 

franchised dealerships responding: Arctic Cat/Textron (5.8% of total respondents), BMW Motorrad (3.7%), 

BRP/Can-Am (6.3%), Ducati (3.1%), Harley-Davidson (4.7%), Honda (15.7%), Kawasaki (10.5%), KTM/Husqvarna 

(5.2%), Polaris (20.4%), Suzuki (4.2%) and Yamaha (10.5%). Responses for CFMoto, SSR, Kymco, Piaggio Brands, 

Triumph, Ural and Zero are included in the overall results but are not broken out separately due to low number of 

submissions (1-3 for each). 

 

FINDING #1: Nearly all respondents – more than 90 percent - want OEMs to provide an administrative 

allowance to reimburse Dealers for related paperwork, time on the phone with OEM support, etc. 

Specifically, 93 percent of respondents said their OEMs should provide an admin allowance; of these, 38 percent 

said that reimbursement should be 15 minutes, 52 percent voted for 30 minutes, and another 10 percent selected 

60 minutes. Only 7 percent of respondents said that an admin allowance was not needed; however, this included 

28.6 percent of BMW Dealers, 11 percent of Harley-Davidson and 13 percent of Honda Dealers. 

 

SURVEY: Should your OEM provide an admin allowance for warranty/recall work? 

 Yes  93.12% 

  15 minutes 37.99% 

  30 minutes 51.96% 

  60 minutes 10.06% 

 No  6.88% 

 

 

“We had to hire a warranty administrator for paperwork, pictures, and to start cases or communicate with 

the manufacturer.” 

 

 “This would include the time it would take to create a repair order, ensure all necessary parts are 

available, store the old parts for the appropriate number of days and return any requested parts.” 

 

 

“A minimum of 30 minutes should average out [time reimbursed] over the course of a year.” 
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FINDING #2: Three out of four respondents say their OEMs do not reimburse adequately for recall and 

warranty work.  

Many respondents complained of low OEM parts reimbursement rates and the failure of the OEM to account for 

related work like vehicle cleanup. Others said OEMs fail to reimburse for a backup technician or extra training time 

that might be required by the OEM for a particular recall.  

 

Specifically, 77 percent of respondents stated that their OEMs do not reimburse adequately for warranty/recall 

work, and 23 percent said they were adequately reimbursed. Dealers more likely to complain over this issue 

represented Arctic Cat/Textron, Polaris and BRP/Can-Am. Of the Dealers stating that they are reimbursed 

sufficiently, they more likely represented Harley-Davidson, KTM/Husqvarna, BMW Motorrad and Yamaha brands. 

 

“Paying only for the replacement of a part does not cover the expense of the repair.” 

 

“Labor times are for a sterile environment with all tools laid out and all parts sitting ready and unpacked. 

Labor times are generally about 66 percent of the actual time to do the job.” 

 

“When my best tech, after performing the same recall job many times, can’t even come close to the time 

for which we are paid, [discrepancy in rates] is very evident.” 

 

 

FINDING #3: When it comes to the overall relationship a Dealer has with its OEM for warranty and recall 

work, Dealers rated their vehicle manufacturers 55.7 on a scale of 1 (poor) to 100 (excellent). Dealers gave 

their lowest ratings for repair time allowance and labor rates, and provided their highest ratings for the OEMs’ 

ability to provide timely payments and overall communication. OEMs receiving the highest satisfaction ratings 

were Kawasaki, Suzuki, Yamaha and Harley-Davidson. OEMs receiving the lowest overall satisfaction ratings were 

Arctic Cat/Textron and Polaris. 

 

“If parts return is an upfront requirement, like the splash panel recall, they should have included an 

appropriate shipping carton for the return parts with the kit.” 

 

“You are really lucky to get [reimbursement] in 30 days. They will only issue a credit to your parts account. 

Pretty hard to pay your mechanics with a credit.” 
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THE OEM REPORT CARD: WARRANTY/RECALL REIMBURSEMENT 
Dealers were asked to rate their OEMs based on a scale of 1 (poorest) to 100 (excellent) 

 

ALL BRANDS  

OEM communication 65 

Replacement parts availability 57 

Repair instruction 73 

Repair time allowance 27 

Additional documentation requirements 50 

OEM vs. retail labor rate 48 

Timely payments to Dealers 70 

OVERALL AVERAGE RATING 55.7 

 

ARCTIC CAT/TEXTRON  

OEM communication 50 

Replacement parts availability 28 

Repair instruction 60 

Repair time allowance 15 

Additional documentation requirements 42 

OEM vs. retail labor rate 29 

Timely payments to Dealers 63 

OVERALL AVERAGE RATING 41 

Dealers responding: 11. Comments: 

 I believe the labor times are somewhat thin, considering recalled units have been in the field for quite some 

time and require more cleaning and prep to complete the job. 

 Recall kits should include the necessary hardware so we don’t have to waste time reusing fasteners designed 

as one-use. 

 

BMW MOTORRAD  

OEM communication 57 

Replacement parts availability 35 

Repair instruction 68 

Repair time allowance 33 

Additional documentation requirements 57 

OEM vs. retail labor rate 58 

Timely payments to Dealers 66 

OVERALL AVERAGE RATING 53.4 

Dealers responding: 7. Comments: 

 Our labor rate is fair, but BMW is very poor with communication and supplying us with the parts and with 

support when there is a question. 

 Phone support is poor, especially if they claim “Germany” has to be contacted. “Germany” is code for “this is 

going to take weeks” to resolve, and we will get nothing in terms of reimbursement for our time, let alone 

the customer’s. 
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BRP/CAN-AM  

OEM communication 75 

Replacement parts availability 51 

Repair instruction 75 

Repair time allowance 24 

Additional documentation requirements 65 

OEM vs. retail labor rate 50 

Timely payments to Dealers 74 

OVERALL AVERAGE RATING 59.1 

Dealers responding: 12. Comments: 

 Some of the flat rates are not realistic. 

 Flat rate time is nearly impossible to meet on 85 percent of the jobs. Overall, easy to do business with. 

 Little to no return on diagnosis time. 

 

DUCATI  

OEM communication 62 

Replacement parts availability 74 

Repair instruction 79 

Repair time allowance 24 

Additional documentation requirements 43 

OEM vs. retail labor rate 73 

Timely payments to Dealers 61 

OVERALL AVERAGE RATING 59.4 

Dealers responding: 6. Comments: 

 The manufacturer’s time allowance is for the replacement of the part in a perfect environment. There is no 

time allowance to put the bike on the lift, take the bike for a test ride (as is often required – and should be 

done to confirm the repair) and complete the documentation. 

 They base their times on everything already being disassembled. 

 

HARLEY-DAVIDSON  

OEM communication 76 

Replacement parts availability 66 

Repair instruction 79 

Repair time allowance 35 

Additional documentation requirements 44 

OEM vs. retail labor rate 55 

Timely payments to Dealers 68 

OVERALL AVERAGE RATING 60.4 

Dealers responding: 9. Comments: 

 Labor times should be a little bit longer. 

 Harley-Davidson currently allows 0.1 [hour] admin time. 
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HONDA  

OEM communication 66 

Replacement parts availability 60 

Repair instruction 84 

Repair time allowance 27 

Additional documentation requirements 58 

OEM vs. retail labor rate 42 

Timely payments to Dealers 78 

OVERALL AVERAGE RATING 59.3 

Dealers responding: 30. Comments: 

 Off-road vehicles are rarely in the pristine condition required to come close to FRT allowances. 

 Reimbursement should be MSRP on parts and posted shop rate at the OEM flat rate time. This needs to apply 

to both recall and warranty work. If handled well at the dealer level, warranty-recall work can be turned into 

a positive with the customer. 

 Flat rate time is paid usually half of actual time. 

 Parts at cost plus 40 percent is well below what we would charge a retail customer. The parts markup is not 

applicable for claims submitted more than 20 days after the repair order date. 

 

KAWASAKI  

OEM communication 77 

Replacement parts availability 70 

Repair instruction 83 

Repair time allowance 28 

Additional documentation requirements 63 

OEM vs. retail labor rate 68 

Timely payments to Dealers 80 

OVERALL AVERAGE RATING 67 

Dealers responding: 20. Comments: 

 Flat rate times are almost always short by 10-25 percent for the repair work alone. Never compensated for 

time needed to order parts, file claims, test equipment, etc. 

 Kawasaki is at least trying to be fair. 

 Billable time allowed is not sufficient to cover the job. 

 When my best tech, after performing the same recall job many times, can’t even come close to the time for 

which we are paid, [the discrepancy in rates] is every evident. Also the recall times are usually MUCH lower 

than the OEM’s own flat rate schedule for that same work. 

 Suggest 15 minutes [admin processing fee] if the claim doesn’t require a phone call to the OEM, 30 minutes 

if the claim requires contact via phone. 

 Overall, the best of my OEMs. 

 They are trying, but a bit short, still. Closest OEM we have. 
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KTM/HUSQVARNA  

OEM communication 47 

Replacement parts availability 51 

Repair instruction 58 

Repair time allowance 38 

Additional documentation requirements 50 

OEM vs. retail labor rate 57 

Timely payments to Dealers 55 

OVERALL AVERAGE RATING 50.9 

Dealers responding: 10. Comments: 

 They give admin time. 

 They do not allow any time for paperwork needed for the warranty claims and pictures. 

 KTM is famous for calling everything ‘good will.’ 

 

POLARIS Indian, Slingshot Off-Road Vehicles  

OEM communication 62 53 

Replacement parts availability 43 44 

Repair instruction 75 64 

Repair time allowance 12 18 

Additional documentation requirements 41 30 

OEM vs. retail labor rate 36 30 

Timely payments to Dealers 66 69 

OVERALL AVERAGE RATING 47.9 44 

Dealers responding: 8 (Indian, Slingshot), 31 (ORV). Comments: 

 Time allowance is lean, although processing is easy. Recall paperwork and photo documentation can be 

long-winded. 

 The time it takes to complete the task is always a lot longer than paid. Parts payment at cost is not fair. 

 You have to look up every unit before you do the work to make sure it qualifies [for the recall repair], and 

then argue with the customer because they received a recall letter. 

 We’ve had to hire more people for warranty alone, as well as stock all of the warranty (some non-returnable) 

parts totally out of our pocket until the work is completed and paid. Disappointing on this magnitude of a 

problem. 

 If a flat rate repair pays under 30 minutes, there should be a handling fee added. 

 They require two techs to check off the job and don’t pay for it. Then they give the customer a coupon for 

free accessories and the Dealer has to contribute his profits with the coupon! 

 Time for doing claim filing is way too involved. Our warranty person spends 17-29 minutes per claim. 

 It seems like any lawnmower shop can be a Polaris Dealer. The problem is, they don’t know how to work on 

the Polaris line. With all of the recalls that Polaris has issued, roughly 75 percent of the ones we do did not 

buy the unit from us. 

 Best claims process in the business, but [Dealers] should get something for the effort of completing work 

orders and claims. 

 Pay us for our time to watch [training] videos, take tests, etc. to work on their mistakes. Also pay us for the 

second tech who has to sign off on the job. 
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SUZUKI  

OEM communication 71 

Replacement parts availability 76 

Repair instruction 84 

Repair time allowance 37 

Additional documentation requirements 45 

OEM vs. retail labor rate 47 

Timely payments to Dealers 77 

OVERALL AVERAGE RATING 62.4 

Dealers responding: 8. Comments: 

  [Our] local law requires OEMs to pay MSRP for parts; however, it seems that recall parts are much less 

expensive than others. Example: a voltage reg/rec assembly has an MSRP of $231.70 (with just over 60 

percent markup) but the replacement “recall part” retails for $88.74? 

 I think 30 minutes [admin allowance] would be good. A sliding scale for processing times would work OK. If 

the parts had to be repackaged and returned, 30 minutes; if not, 10-15 minutes would be enough. 

 

YAMAHA  

OEM communication 69 

Replacement parts availability 65 

Repair instruction 74 

Repair time allowance 31 

Additional documentation requirements 61 

OEM vs. retail labor rate 54 

Timely payments to Dealers 73 

OVERALL AVERAGE RATING 61 

Dealers responding: 20. Comments: 

 Small jobs seem more than fair, larger ones like the R1 recalls do not provide enough time for a quality job. 

 They are trying, it seems. 

 They pay a fair labor rate, but there should be definitely a minimum [processing] time. 

 Overall, we are reimbursed OK, but the labor paid from flat rate is not always enough. 

 They do not allow for taking off fairings and accessories. 

 More expensive parts are billed at cost with no profit margin. 

 They should issue checks, not parts credits. 
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