
Automotive manufacturer uses WAC  
to automatically classify warranty claims

Case Study

The Issue
Like any high end marque, the automotive 
company invests a great deal of resources into 
the handling of warranty claims – processing 
them effectively and tackling issues proactively by 
identifying them early and prioritising their fix.

Although dealers enter detailed trouble codes into 
the warranty system, there are many challenges: 
Firstly, different dealers might see the same 
underlying problem in different ways and enter 
different trouble codes, or assign different problems 
with the same codes. Furthermore, as vehicles 
have become more complex, there are a growing 
number of symptoms and possible trouble codes 
for the same underlying problem, compounding the 
challenge of correctly classifying the issue.

The current methodology at the firm is for a team 
of engineers in the UK and in India to use their 
knowledge of the vehicles to check the dealer 
trouble codes and notes to ensure the correct 
project codes (i.e. the internal classifications) have 
been applied. This is a resource intensive process 
and along with the growth of the company means 
there is an ever-growing backlog of warranty claims 
to classify. It is also prone to human error as well 
as having a limited number of languages which 
the team can deal with. There are also secondary 
issues such as some issues being more difficult 
to classify than others whether they are new, or 
because they have multi-symptoms. This means 
that some project references can inevitably become 
‘catch alls’ with disparate issues in the same 
project code even though they are fundamentally 
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different. This doesn’t help resolve the root causes 
of issues and presents challenges for the early 
warning of growing issues. Other secondary issues 
are those involving dealer error and even fraud 
where classification helps to spot outliers and 
suspicious patterns. 

The Solution
WAC is a product from Warwick Analytics which 
interfaces with a warranty or quality system and 
processes warranty claims automatically. It uses a 
suite of proprietary predictive analytics ‘workflows’ 
in a big data parallelised platform to automatically 
generate and validate predictive models on-the-
fly. The particular workflows deployed for any one 
customer depends on the use case, for example 
whether the requirement is to classify claims, check 
for error or fraud, early warning of issues, or a 
combination of all of the above.

The key proprietary technology came from over 
a decade of academic work and commercial 
development: It is the workflows, the parallelised 
platform (called A3) and “AIR” – Automated 
Information Retrieval – which takes any kind 
of data and extracts the maximum information 
from it, whether structured, semi-structured or 
unstructured. All this technology is packaged within 
WAC and runs either in the cloud or on-premise.

The automotive company had a requirement 
for all of the above use cases surrounding their 
classification process. The data contained both 
structured and unstructured data, in particular the 
text/notes from the dealers was key for assigning 
project code references and validating the dealer 
trouble codes. This use case meant that WAC had 
to use a combination of ‘supervised classification’ 
workflows to label the claims where a previous 
project reference was known to classify it, and 
also ‘unsupervised clustering’ to check against the 
classification and also to provide insight for new 
claims where there was not yet project references, 
or where they were ambiguous.

During the deployment, it was shown that WAC 
was able to automatically classify with over 85% 
accuracy. It could also provide suggestions for 
the second and third most likely project reference 
to speed up the manual processing of the ones 
which it couldn’t classify. Of the claims that 
it didn’t classify accurately, these highlighted 
heterogeneousness in the claims and therefore 
possible issues with current labelling.

The unsupervised clustering workflow was also 
used to validate the classifications and group 
disparate or new claims which might not have a 
label. With further training and improvements to 
the process, the accuracy and coverage will only 
increase. Errors and fraud can be more easily 
spotted as well as early warning for growing issues.

“We are very impressed with the technology from 
Warwick Analytics. Prior to engaging with them, we 
engaged with leading technology vendors and data 
scientists but viewed this problem as very hard. 
WAC will help us to speed up our processes and 
improve accuracy, saving costs and ensuring that 
we meet the high standards of quality which we’re 
famous for.” Warranty Systems Manager.
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“The particular workflows deployed 
for any one customer depends 
on the use case, for example 
whether the requirement is to 
classify claims, check for error or 
fraud, early warning of issues, or a 
combination of all of the above.”


