
“Wholesalers can reduce their 
process costs by up to 50 percent”

What are the major problems in the 
automotive aftermarket with regard 
to the handling of returns and war-
ranty claims?

Moritz Mahler: Before I started work-
ing at TecAlliance, I was employed by 
a whole saler. I therefore know from 
experience how complicated and in-
convenient returns processing often is 
and how much time is simply wasted. 

In the automotive aftermarket, there 
are often no standardised or digital 
return processes. That means that 
there are several communication 
channels and that the whole process 
is not transparent. 

Masato Dünßer: For a manufacturer 
or wholesale dealer it is difficult to 
know why a part was returned: Is it 
defective? Was it installed correctly? 
And should they accept the part even 
if it is not in its original condition? 
They receive claims through different 
channels in different formats. Many 
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claims do not contain all the infor-
mation a manufacturer needs to de-
cide whether the part may and should 
be returned. And after receiving the 
parts, he must check, sort and recycle 
them etc. 

All these steps take a lot of time and 
tie up resources, although they most-
ly do not add any value to the busi-
ness. And of course, returns logistics 
also heavily affect the environment. 
Many parts end up in landfill and 
tons of CO2 are released into the  
atmosphere due to transportation. If 
the processes are paper-based, this 
has additional negative impacts on 
the environment. 

How could warranty and returns 
processes contribute to value crea-
tion in the supply chain?

Moritz Mahler: Smooth warranty and 
return processes are a chance to im-
prove the customer journey. Close 
communication with customers, i.e. 

short communication channels, fast 
response times and transparent, dig-
ital processes all help to have more 
satisfied customers. 

This is especially important for 
the wholesale dealers: As the link  
between the manufacturer and the 
workshop, they are particularly  
dependent on transparent and smooth 
communication in both directions. 

And of course, optimisation also 
means cost cuttings. Wholesalers can 
save so much time and reduce their 
process costs by up to 50 percent!

Masato Dünßer: And there is anoth-
er big issue: Sometimes it doesn’t 
make sense to have a defective part  
returned. If the defect is clearly visible 
on a photo or video it is in many cas-
es economically unreasonable to send 
back these parts. This means that a 
part of the transports could be avoided, 
again saving time and reducing effort 
and even benefitting the environment.

Read the interview with experts from TecAlliance about returns 
handling in the automotive aftermarket



Why did TecAlliance launch Warranty 
& Returns?

Masato Dünßer: Our Order Manager 
solution was launched in 2000, ena-
bling parts manufacturers and whole-
salers to efficiently process orders 
along the entire supply chain. It allows 
them to carry out all order-related 
processes smoothly and efficiently, 
from availability requests through  
ordering to electronic invoicing. 

However, one piece of the puzzle was 
still missing because the solution did 
not cover the returns processes. But 
returns have process costs and logistic 
costs and also affect the environment. 
Therefore, we listened carefully to our 
customers and developed Warranty & 
Returns to perfectly suit the needs of 
the whole market. 

Why should a wholesale dealer use 
this solution?

Moritz Mahler: I know the processes 
very well because I have worked for 
a whole saler for many years. That 
is why I know that the Warranty &  
Returns module makes it much easier 
for wholesalers to create a claim!

Warranty & Returns is integrated into 
the Order Manager Online Portal. 
Wholesalers can use the module free of 
charge and without any software instal-
lation. TecDoc article and vehicle data 
make it fast and easy to identify the 
correct part. Photos, videos and other 
related documents can be uploaded to 
explain the problem in greater detail.

It takes less than three minutes to  
submit a claim – compared to 

more than 10 minutes for a paper- 
based process. They can reduce 
their process costs by around 50%  
and increase the satisfaction of their  
customers from the first second. 

What are the main advantages of an 
industry solution compared to a self- 
hosted individual solution?

Moritz Mahler: The goal of TecAlliance 
has always been to establish solutions 
for the entire automotive aftermarket. 
Today, more than 35,000 wholesalers 
and 280 parts suppliers are connect-
ed to our B2B platform Order Manager, 
which brings us 140,000 business re-
lations.

If each manufacturer developed 
its own returns solution, wholesal-
ers would have to use hundreds of  
different portals, each with a different 
claims form requiring different infor-
mation, different login details, etc. 

With Warranty & Returns, all parties, 
i.e. workshops, traders and suppliers, 
work with just one standard system 
that is easy to handle and available 
worldwide 24/7. 

Our industry solution radically opti-
mises returns handling. It makes the 
best out of a process that actually 
does not add any value to the busi-
ness. Warranty & Returns digitises 
and simplifies the processes so that 
users can save costs and increase 
their customers’ satisfaction. 

You mentioned that “Warranty & 
Returns” was developed as a solution 
for the whole independent aftermarket 
and you explained the advantages of 
such an approach. However, how can 
a wholesale dealer submit claims to 
a parts manufacturer who is not con-
nected to the Order Manager?

Moritz Mahler: Warranty & Returns is a 
module of our international B2B plat-
form Order Manager. And although 
more than 280 parts manufacturers 
worldwide are connected to the plat-
form, there are still suppliers that 
can’t be reached via our solution. To 
address this issue, we made sure that 
a wholesaler can create claims for any  
supplier  with  Warranty & Returns – if  
he is connected to our platform or not.Moritz Mahler, Product Owner Warranty & Returns module
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For the wholesale dealer, this makes 
sure that he has all his claims in 
one place. In a clearly structured 
list where he can see the status of 
all his claims at a glance. This in-
creases transparency a lot and 
helps him to give instant feed-
back if his customers ask about the  
status of their claims.

Masato Dünßer: Every supplier who 
is using the Order Manager has  
instantly access to Warranty &  
Returns, just like all traders. Claims 
which are submitted by traders are 
available in the claims list of the sup-
plier in any case and could be pro-
cessed by him.

If a supplier is not connected to the 
Order Manager, it’s almost the same. 
The only difference is that the trader 
needs to add the supplier’s address 

manually and send the claim via 
e-mail.

How can a wholesale dealer make sure 
that the garages submit claims via 
Warranty & Returns?

Moritz Mahler: We developed a fea-
ture called „Garage Link“. The whole-
sale dealer can generate links that he 
can place for example on his website, 
in his parts catalogue, web shop, eBay 
shop, in an email or even as a QR code 
printed on delivery notes. The garage 
doesn’t need an Order Manger account. 
If they click the link, they can directly 
create and submit claims to this specific 
wholesale dealer.

What are you planning to further im-
prove and facilitate the handling of re-
turns and warranty cases?

Moritz Mahler: We want to help our 
customers save time and money! That 
is why we work every day to simplify the 
process of returning parts. We want to 
make it as easy as possible for garages, 
wholesalers and parts manufacturers 
to handle warranty and returns claims. 

In the last weeks, we have already 
developed several helpful features: 
Users are now able to upload many 
claims in one step with the mass upload 
functionality. And they can also make 
mass decisions in the claims list. This 
saves lots of time!

Masato Dünßer: When a workshop or 
trader employee takes a photo or vid-
eo of a defective part, he usually uses 
his smartphone. Then the question 
is always: how does he get it onto the 
PC on which he is currently creating 
the claim? Now, we are providing a QR 
code in the digital claims form. The user 
scans this code on the monitor with his 
smartphone, selects the media files or 
takes a photo and directly uploads the 
files to the claim. We received lots of 
positive feedback from the users. It’s 
sometimes those little things that really 
make a difference.

Moritz Mahler: We are currently work-
ing on several functions that will make 
the processes even smoother and more 
streamlined. We want to make it even 
simpler to create a claim and we are 
going to redesign the claims list so that 
is more user-friendly and can be cus-
tomised.

And last but not least: We are planning 
an option for ERP integration because 
this will further improve the process for 
manufacturers. This will bring us one 
step closer to our ideal of an optimal re-
turns process.

You are already using the Order 
Manager, have a TecCom ID, and want 
to give our Warranty & Returns module 
a try? Go to the Order Manager Online 
Portal, log in with your user account 
and create your first claim!

Masato Dünßer, Business Consultant


