
Key Express Tips for Authorizations & Claims 

Before filing authorizations or claims on Key Express, it would help to familiarize yourself with several 
different features available to dealership personnel.  When first logging in to Key Express you are 
automatically directed to the “Message Board”. The Message Board is a key communicator for general 
information from Keystone to the dealer.  Notifications will be displayed for a period of time, and will 
eventually be moved to the archives.  All postings can be reviewed in the archives if needed.   

To the left side of the message board postings is the main “Menu Bar” for Key Express with quick links to 
different resources and functions available to the dealer.  

 

The first section of the menu bar…Customer Service…has several key links that dealer personnel 
should be aware of.  The first link…Manuals…will take the dealer to a FTP (file transfer protocol) website 
that will have many vendor supplied manuals for products installed in Keystone units. It also gives access 
to Keystone’s Policy & Procedure Manual, Flat Rate Manual, Owner’s Manual, PDI Manual & Key Express 
Manual.  All vendor manuals & Keystone manuals are displayed in PDF.  These manuals can be viewed or 
printed.  If a customer has lost a manual, you may be able to replace it for them quickly.  All dealer 
personnel filing claims or authorizations should be familiar with the KRV flat rate and policy & 
procedure requirements.   

 



Also in the Customer Service section are quick links to Training Resources that may give directions for 
specific repairs for a technician and the Product Improvement Focus link that gives the dealer the option 
to send an e-mail to our product team.  This should be used if a dealership has specific product related 
issues; product quality, repair questions or suggested solutions.   There is also a quick link to Product 
Team Contacts that allows you to print a KRV Customer Service contact sheet giving dealers phone, fax 
and e-mails for who to call when you need assistance.  

The next section…Browse…is where you will find the on-line Product Catalog.  

  

While this is highly important for parts advisors at a dealership; warranty administrators should also be 
familiar with these catalogs for parts entries on claims.  Only valid Keystone part numbers can be 
entered on claims.  If you use a dealer stock part for a repair, or purchase a replacement part locally, 
please locate the closest matching Keystone part number from the catalogs for use in your claim.   The 
page display will allow you to choose specific catalogs by product and year by clicking on the unit icon or 
model name.   

 



Parts of parts; or sub-items; will be listed under the parent part.  For example; to find a water heater 
thermostat part number; look first under water heater (picture on left) and sub parts will be displayed 
once you have clicked on the parent part (picture on right).  

 
Please use the closest KRV part number for dealer stock items used in warranty repair claims; this will 
help speed up the review and return process. Part return requirements are NOT identified in the parts 
catalog for warranty claims.  This determination is made at the time of claim submission. 

The Warranty section is where dealers will create and file claims and authorizations.  Additionally 
finance personnel at the dealership will register retail owner information in this section under the 
Warranty Registration link.  A vital tool for dealers to manage service recalls and campaigns is also in 
this section.  All recalls and service advisory repairs must be made on stock units prior to retail sale or 
filing any other claims for repairs.   The easiest way for a dealer to check ANY unit for open 
recalls…even if they didn’t sell the unit….is to click on the Search Unit Info link.  Once the dealer has 
entered either the complete VIN or the 8 digit serial number, Key Express will display details about the 
specific VIN.  This does not display confidential retail information, but it will give the warranty expiration 
date for transient customers.  The first “tab”…Unit Details…gives basic information…the second 
“tab”…Service Campaigns…gives all campaigns affecting this unit and information on when/if the repair 
has been completed. 

 



Prior to retail sale of any unit, service personnel should take the opportunity to verify each unit in this 
section for open service campaigns.  For more details, repair instructions or VIN lists of units sold to a 
dealer on a specific campaign; please use the link to Service Campaigns.  This link allows the dealer to 
choose which campaign they need more detail for.  All recalls and service advisory repairs must be 
made on stock units prior to retail sale or filing any other claims for repairs.  If a unit is sold with an 
open service campaign that has not been completed and claimed, the dealer will be unable to register 
the unit via Key Express.  To complete the registration process, a copy of the bill of sale will need to be 
submitted to Keystone for manual registration.  At that time, we will send a notification to the customer 
of the open service campaign.  Claims for “normal” warranty repairs cannot be submitted/approved 
until the service campaign work has been completed and/or the customer has been notified of the open 
campaign. 

Pre-auth vs Claim…what’s the difference? 

• A pre-authorization is for labor only.  It is a request to have the repair procedure reviewed, not a 
request for payment.  Normally a pre-auth request is submitted prior to all work being 
completed, so the dealer would not know all the parts required for the repair.  Pre-
authorizations are reviewed at Keystone by RVIA certified service advisors.  Once the dealer 
starts the repair in the service shop; if your repair takes longer than authorized; please contact 
the appropriate Keystone Customer Service team and choose option “2” from the phone menu 
to speak to an advisor.  They can offer repair advice and troubleshooting tips or re-open your 
auth to update your complaint/cause/correction information to support allowing more time for 
a repair.  This cannot be done if the authorization has already been claimed.  

•  A claim is notification that a repair is complete and the dealer is requesting payment.  

Pre-Authorizations 

Some repairs may require pre-authorization prior to completing.  The Keystone Flat Rate Manual will 
identify these repairs.  Additionally some repairs that require several steps or that take a dealer longer 
than suggested flat rate time allowances may require authorization.  All sublet repairs must be 
authorized.   A pre-authorization can be requested on any repair; even if the flat rate doesn’t require it 
or the time is not over Keystone’s suggested allowance.  If the dealer has a work order with multiple 
repairs and some require authorization and others don’t; all repairs can be listed on the same pre-auth.  
Please keep in mind that when filing the claim it’s an all or nothing process.  All repairs from the auth 
will be transferred to the claim.  You cannot claim just one or two of the labor lines from an auth.  Pre-
Auth’s are valid for a period of 90 days.  After that time they may be automatically denied.  If the 
customer returns, you can request to have the auth re-opened.  This can be done; but if the unit is out 
of warranty, the work must be completed prior to the auth becoming invalid again.  

To create and manage pre-authorizations; click on the Pre-Authorization link from the menu bar.  This 
will bring up your Pre-Auth list screen.  All pre-auth’s created by your dealership are listed here.  They 



are sorted/displayed with the newest auth at the top of the list.   

 

There are several ways to manage or find auths.  At the top of the screen you should see the words 
Refine by: ALL l Status.   This will allow a quick breakdown of auth’s based on status.  By clicking on the 
status link, you will see a second row of detail about your auth’s.  This allows you to locate auth’s in 
“Draft” or “Requires Feedback” quickly.  

    

By clicking on the appropriate “Status” link only auth’s in those status will be displayed.  You can also 
sort authorizations by ‘Pre-Authorization’, ‘Created by’, ‘Approved date’ or ‘Created date’.  Simply move 
your cursor to the column title and click on it. 

 

To search for a specific auth, you may type the complete authorization number in the search box and 
click search, or use the arrows at the top right hand side of the list to move to the next “page” of auth’s 
from the list.   

On the right hand side of the display are 4 fields that may or may not be displaying a magnifying glass 
icon.  If the icon is displayed, that option is available.  You can always “View” an auth.  This will bring up 
a PDF that you can print with all details entered.  The “Edit” option allows you to change or add to 
information already populated.  The “Delete” option would allow you to completely delete all data from 
the Keystone system and the “Create Claim” icon is a short cut to complete a claim on an approved 
authorization.    To create a new authorization you can click on the “Create” button at the top of the 
auth list of on the Create Pre-Authorization link on the menu bar.  



Your display will require you to enter the complete VIN or 8 digit serial number to proceed.  

 

If you don’t know the VIN, clicking on the lookup icon at the end of the entry line will bring up a list 
of VIN’s sold to your dealership. After you have the VIN info populated, click on the “Create” button.  

A new auth number will automatically be generated for your request.  It’s highly recommended that the 
dealer write this number on the work order for cross referencing. The “header” screen of the auth will 
pull in information from the Keystone system about the VIN, including make/model/retail owner & 
warranty status.  There is a reference section for the dealer to populate.  This will transfer to the claim 
and eventually be displayed on the payment check. Normally the dealer would enter their work order 
number, customer name or stock number.  After you’ve added your reference, you are ready to begin 
adding your labor operations.   To do this, click on the “Add root operation” button. 

 

The next screen is where the appropriate Keystone flat rate code is identified and the dealer submits his 
requested time for the repair with the cause/complaint/correction information.  You can build your flat 
rate codes by using the look up boxes to choose your areas of concern (section/component/root 
operation).  Please note…this is NOT a complete flat rate manual, it does NOT give you all the 
information about part return requirements, photo requirements and model/serial number 
requirements.  That information is in the actual flat rate manual available in the “Manuals” section.  This 
is a short cut to the codes only.  There may not be a ‘perfect’ code for the repair you are completing.  
Please use the one that best describes what repair is being performed.  In the ‘Dealer submitted hours’ 
box…enter what time you are asking for.  If the repair is a sublet…enter the dollar total in the ‘Sublet’ 
box.  The complaint/cause/correction sections are REQUIRED.  If they are not completed with good 
detail, your auth may be rejected.  Abbreviations are fine, and you shouldn’t feel compelled to write a 
novel in each field, but the more data the better.  If the request covers multiple occurrences of the same 
issue…give details & quantities.  (Ex.- 2 windows are leaking, one in bath, one in bedroom) After you 
have your base data entered, click the “Save” button for an error review or to enter a sub-operation.  
Clicking on “Save and Return” will take you back to the prior screen.  



     

Continue to add root operations to your pre-auth request as needed.  If you need to send additional 
information to Keystone, type it in the “Notes” section and click the save button.  If Keystone needs to 
ask you for additional info; our note would be displayed here as well.  If you need to provide photos of 
defects of sublet invoices, use the “Browse” button to find the file on your computer to attach.   

 

After you have all information attached and saved; click the “Submit for approval” button.  This will 
change the auth status from “Draft” to “Pending Approval”.  Keystone will review your auth in a timely 
manner and approve it as appropriate.  Requesting a certain amount of time is not a guarantee of 
coverage.  Please review your auth’s in your auth list and compare your submitted to your approved 
times.  If there is a difference, you can “View” your auth and any Keystone notes will be in the correction 
section explaining our adjustment.  If you disagree, please contact the appropriate team by phone to 
discuss.  Your auth can reopened and adjusted as appropriate as long as it has not been claimed.  

There are several different statuses for authorizations.  They are as follows;  

1) “Draft”...auth not submitted to KRV and not being considered.  These auths are still available to 
the dealer to edit, make changes, delete or to submit.  To step into a “Draft” auth, click the 
“Edit” icon on the right hand side of the screen.  

What is a sub-operation?   

A sub-op is an additional flat rate code that would 

describe the additional steps or occurrences of the repair.  

By adding a sub-op, your base flat rate time is increased 

by the amount of time allowed for the sub-op.  For 

example, for 2 windows, you might add the same flat rate 

code for the second window as your sub-op.  For more 

complicated repairs you would add the additional items 

that required more time.  Your sub-op should ALWAYS 

be supported by the information in your 

cause/complaint/correction fields or it would not be 

considered.  The total of your sub ops and base code do not 

have to “add up” to the amount of time you are 

requesting.  It’s just a guide.  

Add Notes Here! 

Click here to access your computer files 
for attaching photos or invoices. 

 



2) “Pending Approval”…auths have been submitted to KRV for review.  These auths cannot be 
edited by the dealer or deleted.  KRV‘s processing time on these auths is usually 48 hours or less.  

3) “Denied”…auths have been reviewed and denied based on KRV policy.  For details on the 
reasons for the denial, you can “View” the auth.  A denial reason will be listed in the correction 
section. 

4) “Approved”…auths have been reviewed by KRV and approved for repair time.  These auths 
cannot be edited or deleted by the dealer. 

5) “Requires Feedback”…auths have been submitted by the dealer and reviewed by KRV.  If an auth 
is in this status, KRV has a question or concern that needs to be addressed by the dealer before 
the auth can be approved.  The dealer should choose the “Edit” icon to step into the auth.  
Notes from the service advisor will display under the “Notes section”.  Once the dealer reviews 
the note and makes and necessary changes or communicates back to KRV with a new message, 
the auth should be resubmitted.  This will change the status of the auth to “Pending Approval”  

6) “Claimed”…these auths have been claimed as all work has been completed and the dealer is 
requesting payment.  No changes can be made to the auth at this time.  
 

Claims 
 
Claims can be created in two ways; with an authorization or without authorization.  If you have an 
authorization you can create a claim from the pre-auth list by clicking on the “Create claim” icon.  You 
can also create a claim with or without an authorization from the Claims or Create Claims link on the 
menu bar.  Choosing Claims will bring up your claims list screen.  All claims created by your dealership 
are listed here.  They are sorted/displayed with the newest claim at the top of the list.    
 

 
 
There are several ways to manage or find claims.  At the top of the screen you should see the words 
Refine by: ALL l Status.    This will allow a quick breakdown of claims based on status.  By clicking on the 
status link, you will see a second row of detail about your claims.  This allows you to locate claims in 
“Draft” or “Requires Feedback” quickly.   

   



By clicking on the appropriate “Status” link only claims in those statuses will be displayed.   

You can also sort claims by ‘Claim’, ‘Created by’, ‘Approved date’ or ‘Created date’.  Simply move your 
cursor to the column title and click on it.  

 

To search for a specific claim, you may type the complete claim number in the search box and click 
search, or use the arrows at the top right hand side of the list to move to the next “page” of claims from 
the list.   

On the right hand side of the display are 4 fields that may or may not be displaying a magnifying glass 
icon.  If the icon is displayed, that option is available.  You can always “View” a claim.  This will bring up a 
PDF document that you can print with all details entered.  The “Edit” option allows you to change or add 
to information already populated.  The “Delete” option would allow you to completely delete all date 
from the Keystone system and the “Part Tag” icon is a link to print a PDF parts return tag.  To create a 
new claim you can click on the “Create” button at the top of the claims list. 
 
Your display will require you to enter the complete VIN, 8 digit serial number or your pre-auth number 
to proceed.  

 

If you don’t know the VIN, clicking on the lookup icon at the end of the entry line will bring up a list 
of VIN’s sold to your dealership. Once you have the VIN info populated, click on the “Create” button. 

A new claim number will automatically be generated for your request.  It’s highly recommended that the 
dealer write this number on the work order for cross referencing. The “header” screen of the claim will 
pull in information from the Keystone system about the VIN, including make/model/retail owner & 
warranty status.  There is a reference section for the dealer to populate. If the claim is created from an 
auth this will have been transferred to the claim from the auth and will be displayed on the warranty 
check. Normally as a reference the dealer would enter their work order number, customer name or 
stock number.    The ‘Repair start date’ and ‘Repair end date’ fields are REQUIRED.  The repair start date 
is the date the customer dropped off the unit for repairs.  The repair end date is the date the technician 



completed all repairs…not the date the customer picks up the unit.  If the unit is from dealer stock, the 
PDI/Stock box should be “checked”.  Once all fields are populated, click the ‘Save’ button to advance to 
the next screen.   

   

If the claim was created from an auth, the labor operations will already be added to the claim and 
cannot be increased; nor can additional labor operations be added.  If the claim is NOT created from an 
auth, the dealer needs to add all labor operations.   To do this, click on the “Add root operation” button.  

 

The next screen is where the appropriate Keystone flat rate code is identified and the dealer submits his 
requested time for the repair with the cause/complaint/correction information.  You can build your flat 
rate codes by using the look up boxes to choose your areas of concern (section/component/operation).  
Please note…this is NOT a complete flat rate manual, it does NOT give you all the information about part 
return requirements, photo requirements and model/serial number requirements.  That information is 
in the actual flat rate manual available in the “Manuals” section.  This is a short cut to the codes only.  
There may not be a ‘perfect’ code for the repair you are completing.  Please use the one that best 
describes what repair is being performed.  In the ‘Sub hours’ box…enter what time you are asking for.  
The complaint/cause/correction sections are REQUIRED.  If they are not completed with good detail, 
your claim may be rejected.  Abbreviations are fine, and you shouldn’t feel compelled to write a novel in 
each field, but the more data the better.  If the request covers multiple occurrences of the same 
issue…give details & quantities.  (Ex.- 3 battens are loose, one in bath, two in bedroom) Once you have 
your base data entered, click on the “Save” button for an error review or to enter a sub-operation.  If 
the time you have requested is greater than KRV flat rate suggested times, your submitted time will 



automatically be reduced to KRV flat rate allowances. If you have entered sub-ops, you may adjust your 
‘Sub hours’ to the amount of time reflected in the ‘Calculated hours’ section. Clicking on “Save and 
Return” will take you back to the prior screen.  

 

Once you have the labor information completed for a repair line, you can add parts. 

Adding parts to your Keystone Claim 

All parts should be entered for the repair that they relate to.  You must be on the “main screen” to add 
parts.  From the root operation labor line; the right side of the screen has two boxes with magnifying 
glass icons displayed; “Edit” & “Parts”.  To edit or change your labor line, click on the “Edit” icon.  
Remember; pre-authorized labor can only be decreased or removed.  You cannot increase the amount of 
time authorized on a claim, make changes to your flat rate code or make changes to your 
cause/complaint/correction information on authorized labor lines.  If the labor was not transferred from 
an authorization, you can make any changes necessary.  

To add parts to your claim click on the “Parts” icon.  

 

What is a sub-operation?    

A sub-op is an additional flat rate code that would describe 

the additional steps or occurrences of the repair.  By adding 

a sub-op, your base flat rate time is increased by the 

amount of time allowed for the sub-op.  For example, for 3 

battens, you might add the same flat rate code for the 

additional battens as your sub-op.  For more complicated 

repairs you would add the additional items that required 

more time.   Your sub-op should ALWAYS be supported by 

the information in your cause/complaint/correction fields 

or it would not be considered.  The total of your sub ops and 

base code do not have to “add up” to the amount of time you 

are requesting.  It’s just a guide.  

 



 This will bring up a secondary screen for parts entry.  Only valid Keystone part numbers can be entered 
on claims.   

      

 In the “Item Number” entry box, you can enter the KRV part number for parts used in repairs.  If you 
have ordered parts from Keystone using the VIN in your sales order, they will be available on the bottom 
right side of the screen.  Common shop supply type items ($10 or less) are listed at the bottom left side 
of the screen.  Simply click on the “add” icon to transfer the part to the claim.  The item number, 
quantity, pricing and freight can be manually entered as well.  If your pricing is significantly different 
than Keystone standard pricing, we do reserve the right to request supporting documentation to verify 
pricing.  This would be the dealer’s purchase invoice or PO, not a retail work order charge slip.   If you 
purchased the part elsewhere please locate the closest matching Keystone part number from the 
catalogs for use in your claim.  At the top right hand side of the screen, locate the icon that looks like a 
camera with a flashbulb; Click on the icon.  This will bring pop up a new “window” in your KX screen. 

 

 

Parts ordered from KRV 

will be displayed in this 

location for ease in adding 

to claims 

 



In this new window; click on the Product Catalog link from the menu bar in the Browse category. 

 

 

  From the main menu of the Product Catalog, find your unit model and year.  

 

After you have identified the correct Model and Year, use the category/section titles to narrow your 
parts search…just like you were going to order a replacement part. 

       



 Find the KRV part number that most closely matches what you are replacing from the parts listed.  
Make note of the KRV part number and return to your claim.  Your claim is NOT GONE.  It may just be 
minimized behind the other window.  You should be able to re-enter the claim from the Internet 
Explorer window icons at the bottom of your screen.   After you have stepped back into your claim, 
enter the appropriate KRV part number on the parts line, and enter the price you paid/are charging me 
and click save.  You may get an error message (in yellow) warning you your price is over KRV standard.  
Warning messages in yellow do not prevent you from completing your claim; they only advise of extra 
checks and information that Keystone will be reviewing in your claim approval process.   

 

You will also see the message…   {·Part Return will be determined at time of claim processing}.   Dealers 
should retain all parts until Keystone has reviewed the claim for return requirements.  This review is 
done within 48 hours of submitting your claim for approval.  If we do need the part back; you will at that 
time be able to print a return tag from the claims list for use in shipping the parts back to us.  You may 
dispose of parts once the claim is in ‘Approved’, ‘Denied’ or ‘Processing Payment’ status.  Retaining parts 
until then is requested.  Your flat rate manual does give part return requirements for most repairs and 
should be used as a guide.  We do reserve the right to request part return of items for inspection on 
any repair.  Add all parts needed for each repair line.  After all parts are entered for the specific repair, 
click the “Save and return” button to return to the main claim screen.  If other labor lines also require 
parts, find the appropriate labor line and repeat the procedure to add parts as needed.  After all parts 
have been added for all repair lines; review your claim from the main claim screen.  If you have made an 
error in your parts, you can edit the entries from the main screen.  To adjust quantities, pricing or 
freight; simply click on the parts icon for your labor line again.  This will return to you the parts screen 
for that repair and you can adjust the information already entered.  If you need to delete a part; locate 
the “Check” box to the left of the individual parts line you want to remove.  Click the box to display a 
check mark.  Locate the red “X” at the top right side of the parts box.  By clicking on the “X” you will 



remove any checked lines.

 

After review; if you need to send additional information to Keystone, type it in the “Notes” section and 
click the save button.  If Keystone needs to ask you for additional info; our note would be displayed here 
as well.  If you need to provide photos of defects or sublet invoices, use the “Browse” button to find the 
file on your computer to attach.   

 

After you have added all parts, notes or files necessary to complete your claim, click the “I certify…” 
statement check box and then the “Submit for Approval” button.  If your claim is not complete, you 
have the option to “Save” it.  This will leave your claim in ‘Draft’ status.  If your requested labor hours 
are over suggested flat rate, you can “Change to Pre-Authorization”.  This will delete your claim and 
generate a new pre-authorization.  All parts entered on the claim would be removed.  “Check for Issues” 
is a review for errors that may affect your claim review and approval.  

Add Notes Here! 

Click here to access your computer files 
for attaching photos or invoices. 



Claiming a certain amount of time and parts is not a guarantee of coverage.  Please review your claims in 
your claims list and compare your submitted to your approved dollars.  If there is a difference, you can 
“View” your claim and any Keystone notes will be in the comments section explaining our adjustment.  If 
you disagree, please contact the appropriate team by phone to discuss.  Your claim can reopened and 
adjusted as appropriate as long as it has not been posted for payment by KRV accounting.  

After review by Keystone, if a part needs to be returned you will have a link to print the parts tag from 
your claims list. To print the parts tag, click on the magnifying glass icon.  

 

You will be able to print a PDF to attach to parts for return shipping.  All parts must be identified or we 
will be unable to determine what part/claim to approve for payment.  A copy of the claim or a part tag 
is sufficient for part identification.  Keystone’s Policy & Procedure manual outlines the preferred method 
for parts return. (There is also a step-by-step for returns in the Message Board archives dated April 23, 
2012.)  Parts are returned at Keystone’s expense if our procedures are followed.  Keystone may not 
cover return freight if a dealer does not utilize our preferred shippers. All return parts should be 
packaged to prevent damage, and all parts must be returned in testable condition or your claim may be 
denied or adjusted. 

There are several different statuses for claims.  They are as follows;  

1) “Draft”...claims not submitted to KRV and not being considered.  These claims are still available 
to the dealer to edit, make changes, delete or to submit.  To step into a “Draft” claim, click the 
“Edit“ icon on the right hand side of the screen.  

2) “Pending Approval”…claims have no parts listed and have been submitted to KRV for review.  
These claims cannot be edited by the dealer or deleted.  KRV‘s processing time on these claims 
is usually 48 hours or less.  

3) “Under Parts Review”… claims have parts listed and have been submitted to KRV for review.  
These claims cannot be edited by the dealer or deleted.  KRV‘s processing time and 
determination for return of parts on these claims is usually 48 hours or less.  

4) “Pending Parts Return”…claims have parts listed that are required to be returned for claim 
payment.  These claims cannot be edited by the dealer or deleted.  All parts required for return 
must be received prior to KRV‘s final claim payment approval.  All parts must be returned in 
testable condition. 

5) “Denied”…claims have been reviewed and denied based on KRV policy.  For details on the 
reasons for the denial, you can “View” the claim.  A denial reason will be displayed for each part 
or labor line not approved.  



6) “Approved”…claims have been reviewed by KRV and approved for payment.  These claims 
cannot be edited or deleted by the dealer. 

7) “Requires Feedback”…claims have been submitted by the dealer and reviewed by KRV.  If a 
claim is in this status, KRV has a question or concern that needs to be addressed by the dealer 
before the claim can be approved.  The dealer should choose the “Edit” icon to step into the 
claim.  Notes from the warranty processor will display under the “Notes section”.  Once the 
dealer reviews the note and makes and necessary changes or communicates back to KRV with a 
new message, the claim should be resubmitted.  This will change the status of the claim to 
“Pending Approval” or “Under Parts Review”. 

8) “Processing Payment”…these claims have been approved for payment or have been paid.  No 
changes can be made to the claim at this time.  If a check has been issued; the check number 
will be displayed in the claims list.  Checks are issued twice monthly.  
 

Claims are reviewed and approved daily.  For claims with return parts, allow 10-15 business days 
from the ship date of the return part for part receipt and processing by KRV. Please review, track the 
status of and manage your claims on Key Express.  Any adjustments made by KRV to the claim must 
have an appeal request submitted within 60 days of adjustment to be considered for appeal.  Claims 
should be submitted within 30 days of repair completion to be eligible for 100% reimbursement per 
Keystone Policy.  Submitting claims more than 31 days after repair completion could result in 
reimbursement at less than 100%.  If you notice a mistake in your claim… please contact the 
appropriate Keystone Customer Service team and choose option “3” from the phone menu to speak 
to a warranty processor.  We may be able to reopen your claim if it has not already been posted by 
accounting for payment.  Otherwise an appeal would need to be submitted for corrections.  


