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• reason, used car buyers will be looking for a higher
degree of reassurance from their purchases and
will want increased protection from unexpected bills.
This makes the warranty more important than ever 
as an element of the overall used car proposition. 

"Dealers are already responding to these changing 
market conditions by offering better levels of cover
and many are improving the standard warranty that
they include with each car . We may also soon see 
a higher number of customers choosing to extend
warranty cover both in terms of length and scope. 

"A 2016 trend that is continuing into 2017 is for 
dealers to increasingly view warranties as customer
retention tools, providing the opportunity to invite
the customer back for servicing and maintenance 
over the one-to-four-year warranty period. They 
can use this opportunity to underline their ability
to del iver great service and therefore build an 
excellent relationship with the customer."

AutoProtect director Nick Wake, also picks up
on the issue of quality, duration and customer
satisfaction.

"The clear drive is towards quality in terms of
the product, customer experience and transparency. 
Not all warranties are the same and just saying a
car has a warranty is simply not enough. Increasingly, 
today's car buyer makes an informed buying decision
about all aspects of the package, the car, dealer, 
finance and warranty. Dealers who positively and 
pro-actively promote a high-quality warranty are
winning customers' trust."

Robert Dockerill, CEO of Autoguard Warranties, 
is another who sees greater demand for longer 

Dealers see extended warranty 
as an important customer 
retention product 
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PREMIUM PACKAGE: BMW Approved comes with unlimited 
mileage protection against breakdown and repair costs for parts 
and labour for 12 months but there is a lengthy list of exclusions 

warranties with improved cover but he goes further.
"We have seen a marked increase in customers 

demanding longer periods of  warranty and actually 
making purchasing decisions based upon the quality
and period of warranty included in the vehicle price.

"We have also seen an increase in customers 
requesting a quality recovery package in order for 
them to have greater peace of mind when purchasing 
a new vehicle. This fitted in with an increase in
dealers wanting to cover themselves fully, so that
they avoid letting customers down during non
working hours, such as late at night or Sundays when 
they may not be available to assist in the event of an 
issue occurring. We believe 2017 will see customer 
continuing to demand better products with increased
peace of mind, all to be included in their purchases." 

Longer and better quality warranties are cited as
key trends by  most suppliers but how is the market
doing in terms of the amount of business transacted?

LONGER WAR�TIES: Volkswagen 
Das Welt approved cars come with 

a minimum 12 month warranty 
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We can get some idea of this from Alllianz Global 
Assistance, which has big contracts with carmakers 
supplying warranty products. Liz Grindell head of 
warranty at Allianz Global Assistance, said last year 
was good for business. Volumes were up. 

"Last year saw good growth in all of our warranty 
lines of business. Used car warranty sales increased by
15% over 2015, reflecting our strong product offerings,
which support our clients' and their dealers' used car
requirements. And for extended warranty, sales also
increased with an 8 % rise over the previous year, with
an increase in customers opting for 12 month cover
policies rather than monthly.

"Ensuring our products meet real consumer needs
remains at the heart of our warranty operation 
and ear ly 2017 will see us focusing on the output
of recently commissioned consumer research into
customer perception of warranties. 

"For example, in a survey we carried out, an 
extremely high 45% of respondents when presented
with a list of vehicle components, said that they 
weren't sure if they would be covered by warranty 
or not. And while the majority recognised a car's 
basic components as being likely to be covered by
warranty, many did not realise that items such as 
satellite navigation, air conditioning units and electric
window motors could be covered, "she said. 
The last word goes to David Brock, managing

director at MB&G Insurance Services who thinks 
that selling warranties may become more regulated. 

"In 2017 the main concern will be the results 
of the joint FCA Financial Ombudsman Service
investigation into connected contracts and whether 
in fact these are insurance. The vast majority of
used car warranties sold in the UK are dealer 
schemes, which traditionally have not been treated 
as insurance. 

"Thus, dealers did not usually need FCA 
registration for anything other than finance. This 
change could be very damaging as few used car 
dealers can afford the costs of the full compliance 
needed to be properly FCA regulated," he said. mi
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