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Welcome to the Web Portal 

 
Once you have logged into the site, you will be on the “Home page of the site.”  This 
document will describe what each portion of the screen is used for. 
 
The Content Pane is the large portion of your screen where most functions are 
performed.  Based on which screen or form you are on, this screen’s appearance may 
dramatically change. 
 

 
 
 
The Home page screen will provide a grid of messages from our message board.  You 
will also see a message that lets you know haw many orders are in Requires Feedback 
status. This message only appears when you first log in.  (To learn how to give 
feedback to an order see section 1 How to reply to a Requires Feedback Order.) 
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The Navigation Bar is located on the left hand portion of the screen where you will 
select the different functions you wish to perform.  Each of the selections will perform 
specific actions related to the button you have selected. 
 
 

 
 
 
 
Each Button has a relating document on how to perform the functions related to that 
subject.  For a complete list of training documents available, see the Table of contents.  
 
 

Security Note: 
Each button requires a certain level of security.  This security is set by 
the site administrator from your dealership.  If you receive an error 
message that you do not have enough rights to access, then you 
should consult with your site administrator to have the issue resolved. 

 
The button group will always appear on the left side of you screen no matter what 
appears in the Navigation Pane of your session. 
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The Parts Search tool is located directly above the Button Group.  This option is 
available at all times, no matter what is displayed in the Navigation Pane of your 
session. 
 
This tool will allow you to conduct a search in the parts catalog quickly based on the 
“keywords” you enter into the field provided.   
 
Once you have entered the word or words you wish to search for, click the Go button 
or, hit enter on your keyboard. 
 
 

 
 
 
This search will return a grid of items that contain the “keyword” in the description.  
You can also enter a number and it will find the item number you have entered. 
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In the upper right hand corner there is a link to log off the site and also a link to our 
help document.  When you click on this icon it will take you to the log in screen and you 
can log back in if you wish to do so. 
 
 

 
 

Special Note: 
If you are inactive for 15 minutes while logged into the site, the system 
will automatically log you off the system. 
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Viewing the Message Board 
 
When you first log into the site you will be viewing our Message Board.  It also will 
have a message at the top if you have any items in the Requires Feedback status for 
parts orders. 

 
The Archive button on the bottom left of the message board will show you all messages 
that have been on the board. 
 
The Message Board is used to notify dealers of any changes, new policies, service 
advisories, and much more.  The message board includes the date the message was 
posted, a short description of the message, and what products line it affects.  If you 
want to view the documents that are attached to a certain message click on the icon in 
the documents box and it will open. 
 

 
 



  

HOME 

Viewing the Policy and Procedures Manual 
 

If you would like to view a hard copy of our Policy and Procedure Manual click on the 
Policy and Procedures button on the left hand side of you screen under the 
Warranty section. 
 

 
 

A New Window will open this will have a list of the different section in the manual click 
on the section you would like to view. A new window will appear with the PDF Version 
of our Policy and Procedures manual. 
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Search Unit Info 
 

The Search Unit Info tab is a place you can view the Basic Information, Technical 
Specifications, and the configuration which is the options for any unit, whether or not it 
was sold to your company. 
 

To get to this screen choose the Search Unit Info button from the button groups on 
the left hand side. 

 
 

A new screen will appear type in an 8 or 17 character VIN number and click the search 
button. 

 
The next screen will be the Unit Information Screen. 
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How to Change your Password on KeyExpress 

 

If you want to change your own personal password, start by logging onto the site.  
Then from the navigation bar on the left look for View Account button and click on it. 

 

 
 

A new group will then appear on the navigation bar called Common Tasks, under the 
common task group look for Change Password. 
 

 
 
A new screen will appear, you will need to put in your old password and a new 
password plus you must confirm the new password, after that click the Change Now 
button. 
 

 
 
When your password has been correctly changed, you will see the following message. 
 

 
 



  

HOME 

How to Create a New Contact Person 
 

If you need to add a new contact person to your dealership log in.  You will need to 
click on the view account tab group on the left hand side of the screen. 
 

      
 
That will bring you to a grid with all your dealerships contacts.  To create a new 
contact, click on the Create contact person link. 
 

      
 
To navigate thru the boxes use your tab key on the keyboard.  Any field with a red star 
“*” annotates that the field is required. 

 
 
 
 
Then click the tab that says Password and Security.  You will use this to set their 
password and their security with what functions you want them to have access to.   

 
 
 
 
 
 

 



  

HOME 

First you need to give your contact person a unique log on name.  Then give them a 
password and confirm it.  They do have access to change their password when they log 
on to the site. 
 

 
 
The Dealer Rights set of check boxes is used for specifying security for the user you 
are creating for a single location.  You will use this if you have one location, or if you 
multiple locations and you wish to have the contact to access one location. 
 

• Register dealer vehicles: This gives you access to enter retail warranty 
registrations for just the one lot they are affiliated with. 

 
• Order dealer parts: This gives you access to order parts for just the one lot 

they are affiliated with. 
 

• View dealer warranty claims: This gives you access to submit pre-
authorizations and warranty claims for just the one lot they are affiliated with. 

 
• Dealer Administrator: This will give a user the rights to create contact people 

or change securities for the location they are affiliated with. 
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The Dealer Group Rights set of check boxes is for specifying security for the user you 
are creating for multiple locations.  You should use this if the user should have access 
to perform these functions for all locations.  If you only have one location, you do not 
need to mark any of these check boxes. 
 
 

• Register group vehicles: This gives you access to enter a retail warranty 
registration for all the different lots your dealership has. 

 
• Order group parts: This gives you access to order parts for all the different lots 

your dealership has. 
 

• View group warranty claims: This gives you access to submit pre-
authorizations and warranty claims for all the different lots your dealership has. 

 
• Group Administrator: This will give a user the rights to create contact people 

or change securities for all locations. 
 
Click the Create contact person link to finish.  If there are not any errors you will see 
a message at the top of your screen that says “The contact person has just been 
created”. 
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How to Change a Contact Person’s Securities or Password 
 
If you need to change a contact person’s securities or 
password, you will need to select the View Account button 
from the Navigation Bar on the left hand side of the home 
page. 
 

That will bring you to a grid of all contacts for your dealership.  Click on the Name of 
the person you wish to change. 

 
 

Navigate to the Password and Security tab.  Now you may uncheck or check any of 
the security boxes you wish to change. You can also type in a new password and 
confirm it to change their password.  Click the change now box at the bottom of your 
screen. 

 
 

Once you click the button, the changes are effective immediately. 
 

You will get a message at the top of your 
screen that reads “The contact person has 
been updated”. 
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How to Deactivate a Contact Person 
 
If you need to disable or deactivate a contact person from your dealership, you must 
first log in.  Next, you will need to click on view account button on the left hand side of 
the screen. 

 
This will bring you to a grid which displays all the contacts for your dealership.  Select 
the user you want to disable by clicking on the Name of person you wish to disable. 

 
Now you will need to go to the password and security tab.  Uncheck the login active 
box and click change now box at the bottom of your screen. 

 
Once a contact person is deactivated, they will no longer be able to log into the Key 
Express site.  If you wish to reactivate a contact person, you can recheck the box, and 
the user will able to log into the site again. 
 
You will get a message at the top of your screen that reads “The contact person has 
been updated”. 
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Purchase Orders 
 

This screen will show you all the purchase orders from your dealership.  After you have 
logged onto the Key Express web site click the Purchase Orders button in the button 
group on the left. 

 

 
 

You can search this table by Purchase Order number, all, status, or if you know a 
specific sales order number.  You can also scroll thru the table by using the arrows 
located at the top right hand corner of the table. 
 

This table will show you most information about a sales order such as sales order 
number, customer account number, dealer PO, VIN number, created date and also the 
status of the sales order number. 

 

You can also sort this table by clicking on the column header that you want it sorted by. 
  
If you click in the KRV sales order column it will take you to a screen where you can 
view the Invoice, Packing Slip, and Confirmation. (You can also print these documents.) 
 

 
 

(To reply to an order with Requires Feedback status, please see the Replying to 
Requires Feedback document in section 1.) 
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Replying to a Requires Feedback Purchase Order 
 
To view the items you have in Requires Feedback status for parts choose the 
Purchase Order button from the button group on the left hand side.  This will open 
the Purchase Order table.  There is a column that will have a check box in it if it is in 
Requires Feedback Status. 
 

 
To reply your feedback, click on the KRV Sales Order number in blue on the left hand 
side. 

 
In this screen you can view the information for the Purchase Order.  You can view all 
the notes at the bottom.  To reply back click in the Add box type your notes and then 
click the Submit Feedback button. 

 
 

Note:  
You may view the message board at anytime by clicking on the Message Board 
button on the left hand side of your screen. 
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Invoices 
 
This screen will show you all the invoices for your dealership.  You can get to this 
screen by logging into the Key Express web site and clicking on the invoice button in 
the button group on the left. 
 

 
 

This table has all your invoices on it.  You can search a specific invoice number by using 
the search button.  You can also scroll thru the table by the arrows located on the top 
right side.   
 
This table shows you invoice information such as Invoice account number, keystone 
order number, the date it was made, the invoice number, dealer PO, and the invoice 
amount. 
 
You can also sort this table by clicking on the column header that you want it sorted by. 
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How to Register a Unit 
 
From the Navigation Bar on the left hand side, look for the option called Warranty 
Registration. 

 
 
This will bring you to a screen were you 
can type in your full VIN number or just 
the eight digit serial number. 
 
 
Or you could choose to pick the box for all unregistered.  
This will bring you to a new screen  
 
 
This will bring you to a list of all your unregistered units for your dealership.  Choose 
from the list the arrows at the top of the page will let you scroll pages.  Click the 
register now button.  (If you click the VIN Number it will just give you unit information.) 

 
 
Next on the page will be the unit and dealer information. 
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The next section is the buyer’s information.  Make sure to fill out the boxes with red 
stars; these are mandatory fields that will not allow you save until these boxes are 
filled. To navigate from box to box use the tab key on your keyboard. 
 

 
 
 

Special Note:  
Make sure that you read and understand the Acknowledgment check box.  It is 
very important that you keep signatures on file.  Keystone reserves the 
right to request this information at any time. 
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The next section of the screen is dedicated to information regarding the salesperson 
that sold the unit.  This information is required if the unit is part of a dealer incentive 

program. 
 

 
 
 

Security Note: 
The social security number is required for payment of a dealer 
incentive program.  For your safety the data entered into this screen 
is encrypted before it is sent across the network. 
 

 
Once you have completed the registration, you must click on the Save Button.  If 
required fields are missing it will display an error message and describe exactly what is 
wrong. 
 

 
 
 
 
 
 
 



  

HOME 

Keystone RV Company 
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Browsing the Product Catalog 
 
When you click on the Product Catalog from the navigation pane on the left it will 
provide a grid of product lines that Keystone currently produces or continues to 
support.  

 
 
You may select a Product Line by either clicking on the logo for the product line, or 
the text underneath the logo. 
 
Once you select the product line you want, the content pane will load with a new list 
Model Years that Keystone has a catalog for the product you selected. 
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To select a Model Year, click on the colored square of the model year you wish to 
search in. 
 

 
 
 

Note:  
If you see the category you want to view in your model year box, you may click 
on the text of that category and you will go directly to a list of “Sub Categories” 
for that “Main Category” 

 
 
 
Now you should see a new screen with grid of “Main Categories.”  There are 27 Main 
categories that describe the type of item that you are looking for. 
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From this screen you can select the Main Category, and you will be taken to a list of 
the sub categories relating to that Main Category.  The main category is the larger bold 
print in the upper left corner of each square on the grid. 
 
 

 
 
 
 

Note:  
You may also click on the Sub Categories displayed under the bold text in the 
smaller text.  The Sub Categories displayed are not a complete list of categories. 
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A new screen now appears with a listing of the sub categories, in the Content Pane. 
 

 
 
Select a Sub Category or “Noun” by clicking on the large bold text of the option you 
wish to select. 
 
This will take to a listing of items and details about the items that pertain to the “Noun” 
you selected. 
 

 
 
Once you click on the Show Images link the screen will now appear like this: 
 

 
 



  

HOME 

 
There is a link to show and hide pricing depending on each user’s preferences.  The 
next time you log in to the site, it will remember what your last selection was. 
 

 
 
Once you click on the Show Prices link, the screen will appear as follows: 
 

 
 
 
The Arrow Icons will allow you to move forward and backwards when there is more 
than one page of items to be displayed on the grid 
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If you click on an Item Number, the Item Details will appear with details about the 
item number, and larger photo if available. 
 

 
 
From the Item Details screen you may type a quantity that you wish to add to your 
shopping cart, and then click on the Add to Cart button, and the items will now be in 
your shopping cart.  (For more information on how to access you shopping cart items, 
see Using Your Shopping Cart.) 
 
If you do not wish to purchase any items, you can click on the back button in your 
browser window.   
 

 
 
You can also use the Add to Cart Icon from the main grid to add items to your cart.  
When you click on this option, you will be prompted to enter a quantity of items to be 
added to the cart. 

 



  

HOME 

Create a New Parts Order 
 
To create a new part order, select New Parts Order from the Navigation Bar on the 
Home Page.   

 
 
The Create new parts order screen should now appear.  To create the order, do the 
following: 
 

1. Select a location, if your dealership only has one location, you may skip this 
step. 

2. Specify a 17 character VIN or an 8 digit Serial number. 
3. If the order does not pertain to a VIN, then you must check the Stock Order 

check box. 
4. Click on the Create Order Button. 

 

 
 
If you specify a VIN or Serial Number, and click on the Create Order Button, you will 
be taken to the Main Category Screen of the Parts catalog for the Product Line and 
Model Year of the VIN you specified. 
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The next step is to browse through the Main Categories and either select the Main 
Category; or, to select a Sub Category from the grid. 

 
 

• If you select a Sub Category your Content Pane will be a list of the items under 
that Sub Category.   

 
• If you select a Main Category, your Content Pane will be a new Grid with a list of 

Sub Categories to select from.  Once you select a Sub Category, the Content 
Pane will be a grid of the items in that Sub Category. 

 
Once you are to the Item List you can use the following set of guidelines to finish 
creating your order. 
 
This will take to a listing of items and details about the items that pertain to the “Noun” 
you selected. 
 

 
 
 
Once you click on the Show Images link the screen will now appear like this: 
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There is a link to show and hide pricing depending on each user’s preferences.  The 
next time you log in to the site, it will remember what you last selection was. 
 

 
 
Once you click on the Show Prices link, the screen will appear as follows: 
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The Arrow Icons will allow you to move forward and backwards when there is more 
than one page of items to be displayed on the grid 
 

 
 
 
If you click on an Item Number, the Item Details will appear with details about the 
item number, and larger photo if available. 
 

 
 
From the Item Details screen you may type a quantity that you wish to add to your 
shopping cart, and then click on the Add to Cart button, and the items will now be in 
your shopping cart.  (For more information on how to access you shopping cart items, 
see Using Your Shopping Cart.) 
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If you do not wish to purchase any items, you can click on the back button in your 
browser window.   
 

 
 
You can also use the Add to Cart Icon from the main grid to add items to your cart.   
 
When an Item is added to your cart, a message will display on the header that the part 
has been added to your cart.  When you are finished shopping and adding items to your 
cart, you can save you cart and submit your cart.  (For more information, see Viewing 
your Shopping Cart or Viewing your Draft Orders.) 
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Quick Entry Sales Orders 
 
A Quick Entry Sales Order will allow you to create a sales order if you know the Item 
Numbers and do not want to browse through the catalog. 
 
 
From the Home Page, select Quick Entry from the Navigation Bar.  
 
 
Now you will need to specify a VIN or select Stock Order. 

 
Now you should be on the Quick entry screen. 
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From this screen you can do the following: 
• Type the item number you want to add. 
• Enter a quantity of items to be purchased. 
• Use the Add Icon to add more items to the order. 
• Click on the Shop Icon to go to the catalog and browse. 
• Use the Checkout Button to complete the order. 

 
(For more information on checking out, see Viewing Your Shopping Cart.) 
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Viewing your Shopping Cart 
 
When browsing through the catalog or creating orders, you can add items to your 
shopping cart to be viewed or saved for later use. 
 
To view your Shopping Cart, select View Cart from the 
Navigation Bar on the Home Page. 
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If you are finished with the order, click on the Checkout Button.   
 

• The check out screen will allow you to attach your PO number to the order.  
 
• You can specify the Shipping Method.  If you choose any option other than 

Best Way, you must acknowledge that it may not qualify for warranty 
reimbursement. 

 
• If you need the item delivered somewhere else, you can enter the Delivery 

Address.  
 

 
 
When you are finished, click on the Next button and you will have a chance to preview 
the order before you finish it. 
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Once you have reviewed the order and are satisfied, click on the Finish Button on the 
bottom of the screen. 

 
 
If you are not satisfied with the order you can click on the Shop link or click the Back 
button in your browser window. 
 

 
 
If you choose the Save as Draft button you will get a new screen where you can name 
the order and click the Save as Draft Button again. 
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Viewing your Draft Orders 
 
In Draft Orders you can save a cart that you might not want to submit as an order.  
You can save and view or submit this order at any time.  To view your draft order after 
logging in to the Key Express website click on Draft Orders Button on the left hand 
side of your screen. 

 
 

 
 

 
 
At the top of your screen you have some instructions on how to use the draft orders. 

 
 

 
 
 

Next on the page you have the space that you can save your draft order.  Type any 
name you wish to save your draft as in the space given.  Then click the Save as Draft 
button to save it. 
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At the bottom of the page you can view all your draft orders.  You can delete or go to 
the basket to place your order.   
 
To delete an order click the check box on the right and then click on the red X at the 
top of the table.  This will delete that order. 
 
To go to your basket simply click the Get Basket button on the right hand side of the 
table.  This is where you can submit your order or add to it. 
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Using the Parts Search Tool 
 
The Part Search Tool can be accessed from two spots on the Home Page.  Both 
locations function exactly the same way.  The purpose of the Parts Search tool is to 
make “Keyword Searches” quick and easy. 
 

 
 
A quick search for the word “Lug” will be demonstrated, this could be replaced with any 
words, letters, numbers, dimensions, etc. 
 

 
 
Once you click on the Search button, a listing of items and details about the items that 
pertain to “lug” will now display. 
 

 
 
You can use the “Images link” to control whether a thumbnail will appear on the grid 
when searching for parts. 
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You can also use the “Prices link” to control whether a pricing will appear on the grid 
when searching for parts. 
 

 
 
Once you click on the Show Prices link, the screen will appear as follows: 
 

 
 
 
The Arrow Icons will allow you to move forward and backwards when there is more 
than one page of items to be displayed on the grid 
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If you click on an Item Number, the Item Details will appear with details about the 
item number, and larger photo if available. 
 

 
 
From the Item Details screen you may type a quantity that you wish to add to your 
shopping cart, and then click on the Add to Cart button, and the items will now be in 
your shopping cart.  (For more information on how to access you shopping cart items, 
see Using Your Shopping Cart.) 
 
If you do not wish to purchase any items, you can click on the back button in your 
browser window.   
 

 
 
You can also use the Add to Cart Icon from the main grid to add items to your cart.  
When you click on this option, you will be prompted to enter a quantity of items to be 
added to the cart. 
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Using the Operation Code Wizard 
 
If you do not know your operation codes you can use the wizard to help navigate 
through the different sections of the code.  Start by clicking on the icon for the wizard.  
It it’s located beside the root operation box. 
 

 
This will bring you to a screen to pick the first part of your operation code. The first pull 
down box is the “location” of the problem. 
 

 
 
The next second pull down box is them “item” that is having the problem.  Choose from 
the second pull down list and click the search button. 
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The third pull down box has the “fault” of the problem.  Select the fault by clicking on 
the operation number.  This will automatically fill in the root operations box.  Then you 
can continue filling out your pre-authorization or your warranty claim.  (See Creating a 
Pre-Authorization or Creating a Warranty Claim for more information.) 
 

 
 
You can use the same wizard for choosing a sub operation code also.  The same icon is 
located beside the sub operation box. 
 

 
 

 
 
 
 
 
 
 



  

HOME 

Pre-Authorization Overview 
 
The Pre-Authorization screen is where you can get any information about a specific pre-
auth.  To view, select Pre-authorization from the Navigation Bar on the left hand side 
of your screen. 

 

  
 
This will bring you to a grid of your pre-authorizations. This table will give you the 
status and let you view your pre- auth and the reference number if applies.  You will 
also be able to view the user name of the person who created the pre-auth.    You can 
also edit, delete, or make a claim from your pre-auth. 
 

 
 
There are many ways you can search for a pre-authorization: 

• You can search from the reference number. 
• You can use the search key and put in a serial number and bring up the pre-

authorization for a specific unit.   
• You could also use the status button this will sort your pre-auth’s by status.  
• You can search using the Pre-authorization number. 

 
You can also sort the columns by clicking on the column header you want to sort by. 
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If you view your claim this is what it will look like.  You can print a copy of it from this 
screen.  To get back to the grid, click on the navigation pane on the left hand side. 
 

 
 
You can also use the Delete button from the main grid if your claim has not been 
approved or claimed. 
 

 
 
You can also edit a pre-auth if it is in a feedback status.  (See editing a pre-auth for 
more information on how to do this.) 
 
You can also create a claim from here also.  (See creating a claim from a pre-auth for 
more information on how to do this.) 
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Creating a Pre-Authorization Request 
 
If you need to create a Pre-Authorization, you must first log into the key express web 
site.  Select Create Pre-authorization or Pre-authorization from the Navigation 
Bar on the left hand side of your screen.  If you have selected create pre-authorization 
it will take to a screen to start creating your pre-auth. 

 
 
If you click Pre-Authorizations, it will bring you to a grid of your most recent pre-
authorizations. 
 

 
 
To create a new pre-auth, click on the create button.  This will bring you to a new 
screen where you will create a new pre-auth. 
 

 
 
When you are creating a new pre-auth you will need to enter the serial number of the 
unit that is being serviced and the location it will be serviced.   
 

• If you have multiple lots you can choose which location the pre-auth is being 
serviced from in the drop down selection for Dealership.   

• Enter the serial number (8 digits) and click the Create button. 
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Now you should be on a new screen where you fill out your pre-auth request and 
submit it.  At the top of the pre-auth screen it will have details pertaining to the VIN 
and location selected.    

 

 
 
The lower half of the screen will be used for data entry of the operations to be 
performed.  Click the Add Root Operation button to add the operation code for 
problem that you need a pre-authorization for. 
 

 
 
If you know your root operation code you can type the code into the root operation box 
and click the Save button.  If you do not know the root operation you can use the 
wizard.  (See Using the Operation Code Wizard for more help with this.) 
 
The root operation is the main problem you are having with the unit. 
 
Once you click the save button this will fill in the flat rate amount.  You can fill in the 
dealership submitted hours if you need more or less time. 
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If you do not know your operation codes you can use the wizard to help navigate 
through the different sections of the code.  Start by clicking on the icon for the wizard.  
It it’s located beside the root operation box. 
 

 
This will bring you to a screen to pick the first part of your operation code. The first pull 
down box is the “location” of the problem. 
 

 
 
The next second pull down box is them “item” that is having the problem.  Choose from 
the second pull down list and click the search button. 
 

 
 
 
The third pull down box has the “fault” of the problem.  Select the fault by clicking on 
the operation number.  This will automatically fill in the root operations box.  Then you 
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can continue filling out your pre-authorization or your warranty claim.  (See Creating a 
Pre-Authorization or Creating a Warranty Claim for more information.) 
 

 
 
You can use the same wizard for choosing a sub operation code also.  The same icon is 
located beside the sub operation box. 
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Fill in the Dealer Submitted hours. 
 
Use the Complaint Cause and Correction field to document what is wrong and how it 
will be corrected. 
 
Once you have typed in the root operation code, and clicked the save button, a box for 
sub operations will appear under the correction box. 
 
A sub operation is any problem that was directly caused from the root 
operation. 
 
If you know your sub operation code type it in the box that is marked sub operations 
and hit the save button.   
 
If you do not know the operation code, you may use the wizard to find it.  (See Using 
the Operation Code Wizard for more help with this.) 
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Once you are finished adding sub operations, click the Save and Exit button to go 
back to the main screen where you can view your operations and submit them for 
approval.  
 
 
This overview screen will now show you all of your root operations and sub operations.   
 
You may add any notes that you would like your keystone team to review.  You can 
also attach a file which could be a picture or anything else you want to be attached to 
this unit. 
 
If you have more root operation for the same unit that needs a pre-authorized, you 
may submit them on the same pre-auth just click the add root operation and repeat the 
steps above. 
 

 
 
Once you have added all operations and are satisfied with the claim, click the Submit 
for Approval button and it will automatically be submitted to Keystone for approval. 
 
 
The next time you log in you can view your pre auth to see if your request has been 
approved.  (For more help with this, please see Pre Auth Overview.) 
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Editing a Pre-Authorization Request 
 
You can edit any pre-authorization that is still in the feedback status.  If it has already 
been approved you can not edit it.  To edit a pre-authorization you should click on the 
Pre-authorization tab in the Navigation Bar on the left hand side of your screen. 

 

 
 
This will bring you to a table of your most recent pre-authorizations.  This table will give 
you the status and let you edit your pre-authorization. 
 

 
 
If you can edit a pre-authorization the Edit Button will be in black and you will be able 
to click on it.   
 

 
 
If you wish to edit a sub operation, you must click on the Edit Button next to the Root 
Operation you wish to edit. 
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You may edit any fields that you can edit when creating the pre auth. You can also add 
operations, notes, or pictures. 
 

 
 

• To save the pre auth click on the save button at the bottom of the Content Pane.   
• To save and return to the overview grid, click on the Save and Exit Button. 
• Clicking on the Submit for approval button will save the changes and submit the 

pre auth to Keystone for approval. 
• Any pre-authorization that is in Feedback status will need to be submitted for 

approval once the required information is added to the request. 
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Creating a Warranty Claim from the Pre-Authorization Screen 
 
If you need to create a warranty claim from a pre-authorization you can do this from 
this screen.  From the home page, click the pre-auth button on the Navigation Bar on 
the left hand side of your screen.   

 
 
This will bring you to a grid of your most recent pre-authorizations. 
 

 
 

You can search for a pre-auth by typing in the serial, reference number or the pre-auth 
number.  You can also click on the Status Link and search by status.  A list will appear 
and clicking on the Approved link will display all pre-auth’s that are not used on a claim 
yet. 

 
 
On the next screen, you will want to click on the Create claim button. 
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Creation of a claim is broke down into three sections: 
• The Claim Header which displays basic unit, dealer, and date information 

pertaining to the service being performed. 
• The Operations Section which is where Root and Sub Operations will show 

details about the work performed and the time used to perform the service. 
• The Parts Section will display items and cost related to parts that were used to 

repair the unit for any particular Root Operation. 
 

Once you click the Create button you will then need to enter in the following 
information: 
 

• Reference Number:  This will display on the check and can be any word or 
number you wish. 

• Start Repair Date: This is the day you started servicing the unit. 
• End Repair Date:  This is the day the customer was able to pick up the unit. 
• PDI/Stock Repair: This is for units that are not retail sold. 

 

When finished, click the Save button. 
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The first half of the screen contains all the information you have entered.  If you need 
to edit any of it click the Edit claim header button.  To begin adding Root Operations,  

 

 
 
The middle section of the screen is where you can view the parts and operations that 
go along with this warranty claim. Your operations will automatically be displayed from 
your pre-authorization.   
 
 
 

 
 
You can also add notes in this screen by typing in the notes box and clicking the save 
button. 
 
If you need to edit a Root Operation you may click on the Edit button.  
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If you need to add parts related to an Operation code, click the Parts Button next to the 
Operation they relate to.  (For more help on how to add parts, see Adding Parts to a 
Claim.) 
 
Any Parts you add will display in the middle of the screen under parts.  You can delete a 
part line by clicking the check box on the left and clicking the red X. 
 

 
 
You can attach a picture or any other document by clicking the browse button and 
attaching one of your files.   
 
When you are ready to submit, you must click the check box stating that everything is 
correct on this claim and you have the customer’s signature on file.  Then click the 
Submit for approval button.   
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Submitting a Pre-Auth for a Service Advisory 
 
If you have a unit you need to submit a Service Advisory claim for it needs to be on a 
separate pre-authorization than your normal warranty operation codes.  If you try and 
put service advisory operation on a pre-authorization with other operation codes it will 
give you an error message similar to the one below. 
 

 
 
It will have the operation code that is not allowed in the error message.  To get back to 
the pre-auth screen click the back button and then click refresh. 
 
For more information on creating a pre-auth see Creating a Preauth Request in 
section 5 of the Help Document. 
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Using the Operation Code Wizard 
 
If you do not know your operation codes you can use the wizard to help navigate 
through the different sections of the code.  Start by clicking on the icon for the wizard.  
It it’s located beside the root operation box. 
 

 
This will bring you to a screen to pick the first part of your operation code. The first pull 
down box is the “location” of the problem. 
 

 
 
The next second pull down box is them “item” that is having the problem.  Choose from 
the second pull down list and click the search button. 
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The third pull down box has the “fault” of the problem.  Select the fault by clicking on 
the operation number.  This will automatically fill in the root operations box.  Then you 
can continue filling out your pre-authorization or your warranty claim.  (See Creating a 
Pre-Authorization or Creating a Warranty Claim for more information.) 
 

 
 
You can use the same wizard for choosing a sub operation code also.  The same icon is 
located beside the sub operation box. 
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Warranty Claim Overview 
 
The Claim screen is where you can get any information about a specific claim.  To 
view, select Claim from the Navigation Bar on the left hand side of your screen. 
 

 
The main table shows all your warranty claims.  This table will give you all the 
information about the repairing dealer, claim number, what user created the claim, VIN 
number, make, repair date, current owner, status, claim amount, and check number.  
You can also view, edit, delete, or print your parts tag form this screen. 
 
You can also sort the columns by clicking on the column header you want to sort by. 
 

 
 
At the top of the page you can sort the way you view your claims on the screen by 
clicking the ALL button you will see all your claims.  You can also search for a specific 
claim by typing the claim reference number or serial number of a unit.  If you need to 
create a claim from scratch click the create button. 
 

 
 
The Status button will show your claims by there status.  Choose the status you are 
looking for. 
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Creating a Warranty Claim 
 

If you need to create a Warranty claim, you must first log into the key express web site.  
Select Create Claim or Claims from the Navigation Bar on the left hand side of your 
screen.  If you have selected create claim it will take to a screen to start creating your 
pre-auth. 

 
If you went into the claims screen you can click on the Create Button next to the 
search button on the top portion of the screen.  This will bring you to a screen to create 
a new warranty claim. 

 
If you have more than one lot choose the lot the warranty claim is for.  Select your VIN 
or serial number and then click the Create Button.  You can also pick from a drop 
down list of approved pre-authorizations. 
 

 

        
 

You can also create a claim from a pre-authorization number.  Type in your pre-
authorization number and click create.  If you don’t know the number, you can the pre-
authorization number from the drop down menu and then click create. 
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The claim number, dealer, and retail information are now displayed in the Content 
Pane.  It will also show you the warranty status of the unit.  
 

• The Reference Number can be used for your RO or Work Order number.  The 
information you enter here will print out on the check.  You can navigate through 
these boxes by using the tab key. 

 
• The Repair Start and End Date is required. 

  
• For a PDI/ Stock repair the unit must be unregistered to click the box at the 

bottom of your screen.  Once you are finished click the Save button. 
 

 
 
This will bring you to a new screen to enter the information regarding why this is a 
warranty claim.  The first half of the screen is all the previous information you have 
given.  If you need to edit any of it, click the Edit claim header button. 
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The middle section of the screen is where you can view the parts and operations that 
go along with this warranty claim.  To add an operation, click the Add Root 
Operations button. 

 
 

This is where you need to enter the root operation code if you know it.  If you do not 
know the codes use the Operation Code Wizard.  (See how to use the operation code 
wizard.)   
 

When finished, click the Save button and the flat rate hours will fill in.  The complaint, 
cause, and correction box must be filled out for each operation added to the claim. 
 

You can also add any sub operations by typing in the code number or using the wizard.   
When a sub operation is entered you must change the submitted hours to reflect the 
hours for both operations.  Click the Save and Return tab this will take you to the 
claim grid. 
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If you do not know your operation codes you can use the wizard to help navigate 
through the different sections of the code.  Start by clicking on the icon for the wizard.  
It it’s located beside the root operation box. 
 

 
This will bring you to a screen to pick the first part of your operation code. The first pull 
down box is the “location” of the problem. 
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The next second pull down box is them “item” that is having the problem.  Choose from 
the second pull down list and click the search button. 

 
 
 
The third pull down box has the “fault” of the problem.  Select the fault by clicking on 
the operation number.  This will automatically fill in the root operations box.  Then you 
can continue filling out your pre-authorization or your warranty claim.  (See Creating a 
Pre-Authorization or Creating a Warranty Claim for more information.) 
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You can use the same wizard for choosing a sub operation code also.  The same icon is 
located beside the sub operation box. 
 

 
 
This screen will show you your operations that you just chose.  If you need to edit 
simply click the Edit button.   
 
If there are parts that relate to the Operation Code, then click on the Parts button next 
to the Operation Code the parts were used on.  (For more help on how to do this, see 
Adding Parts to a Claim.) 
 
If you need to delete a part line, click the check box on the left and then click the red X. 
 

 
 
You may attach a picture or any other document by clicking the browse button select 
one of your files.  Always click the save button after you have attached a picture or file.   
 
When you have filled in all your operations and parts you are ready to submit.  You 
must click the check box stating that everything is correct on this claim and you have 
the customer’s signature on file.   
 
Then click the Submit for Approval button and you have finished the Warranty claim. 
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Adding Parts to a Claim 
 

To add parts that relate to the Root Operation, click on the Parts Button next to the 
Root Operation.  

 
 
If you ordered your parts from Keystone, your invoices will show on the lower right 
hand grid.   
 

 
 
If you did not order the part from Keystone, you can enter the Keystone item number 
manually. 

 
 

• Type your parts number in the Item number box.   
• Then type the quantity in the Qty.   
• Some parts require the make and model it will prompt you if this is required for 

the part you are claiming on.   
• The dealer price will automatically fill in with the price.   
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If you did not get the part from Keystone enter the closest Keystone part number and 
then change the dealer price to the amount you paid for it. 
 

When you have finished adding the part, click the Save button.   
 

If you need to claim service materials click the add button and type in the price in the 
Dealer Price box.  Then click the Save button.  

 
When you have finished adding all your parts click the Save and Return button.  This 
will bring you back to the previous screen.  You will have a message at the top of your 
screen telling what parts you just claimed. 

 
It will also show in the middle of the screen under parts.  You can delete it by clicking 
the check box on the left and clicking the red X. 

 
 

You can attach a picture or any other document by clicking the browse button and 
selecting one of your files.  When you have filled in all your operations and parts you 
are ready to submit.  You must click the check box stating that everything is correct on 
this claim and you have the customer’s signature on file.  Then click the Submit for 
approval button.  Then you have finished the Warranty claim. 
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After you have submitted your claim for approval it will bring up a screen with a picture 
of your claim which you can print.  If this claim has must return parts there will a 
button to click to create your part tag.  To get back to the grid, click on the navigation 
pane on the left hand side. 
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Submitting a Claim for a Service Advisory 
 
If you have a unit you need to submit a Service Advisory claim for it needs to be on a 
separate claim than your normal warranty operation codes.  If you try and put service 
advisory operation on a claim with other operation codes it will give you an error 
message similar to the one below. 
 

 
 
It will have the operation code that is not allowed in the error message.  To get back to 
the claim screen click the back button and choose refresh. 
 
For more information on creating a pre-auth see Creating a Warranty Claim in 
section 6 of the Help Document. 

 
 


