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In the past several years, warranty reduction efforts in the centrifugal chiller business unit 
have been successful at reducing warranty rates by a factor of two. Continued 
improvement is desired to make quality a key product differenciator of Carrier products. In 
order to achieve this quality improvement, several steps have been taken recently. First, a 
commissioning form has been introduced, which is designed to solicit direct feedback 
from the startup of all CSS products. This form will supply the necessary data to focus 
Corrective Actions on areas required to eliminate DOA’s. Second, all Carrier Service 
offices in the USA are required to obtain warranty pre-authorization for major repairs. This 
is designed to get instant feedback of more critical job problems to service engineering. 
The next step is to solicit direct technical feedback from all people working with CSS 
products in the field. This Service Bulletin announces the direct feedback device: The 
CSS Problem Reporting Form. 
 
In order to create a better system of feeding back field information, a direct field feedback 
form has been created which allows anyone with technical information, good or bad, 
about a CSS product to share it with CSS engineering. This form is attached to the 
document for use as a hard copy. E-mail versions are available from service engineering. 
 
This form can now be used to Fax directly to service engineering or to any of the District 
Managers. We also encourage use of the form in e-mail format. 
 
It is the intent of CSS to establish a database of product problems and solutions on the 
service intranet. This database is now being rolled out to service engineers and will be 
rolled out to the District Managers within the first half of 2000. CSS will than place the 
CSS Problem Reporting Form onto the Service Intranet in a form, which can be filled in 
on-line. This would be downloaded directly into the problem database. The next step 
would be allowing users of the Carrier Service Intranet to view the problem database 
directly. We plan to post on the Service Intranet the statistics of system activity and the 
use, which has been made of the data. 
 
The form is easy to fill out and self-explanatory. In order to be useful for corrective action, 
the model and complete 10-digit serial number must be entered into the form. Without this 
data, it will not be possible to link the form to the database we are creating. 
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Callback service can be requested with the form. If call back is requested, a call from 
service engineering or one of the district managers will take place within 1 business day. 
Complaints about the speed of response to this service can be addressed to CSS Quality 
(Eric Adams), Dave Roth (Centrifugal and Absorption Chillers), Dan Williams (Unitary 
Products including 30 series chillers) and Arnoud Vasse (Airside products).  
 
The form is designed to be sent directly to Service Engineering in Syracuse. Feedback to 
the District Managers is also encouraged. The District Managers are listed in the table 
below. 
 

Region Unitary Products 
(>= 30 series) 

Heavy Chillers 
(16, 19, 23 series) 

Northeast Dilip Vyavaharkar 
(fax:  315 432-3213) 

Peter Richardson 
(fax:  518 220-2051) 

Southeast Leon Leighton 
(fax:  770 998-9905 

Brice Auten 
(fax:  704 529-5603) 

Midwest Curt Wealti 
(fax:  608 836-5939) 

Quanah Martin (interim) 
(fax:  817 847-8135) 

Southwest Al Schantz 
(fax:  281 858-5208) 

Quanah Martin 
(fax:  817 847-8135) 

West John Egan 
(fax:  503 641-7149) 

Terry Cammack 
(fax:  707 773-0546) 

Asia / Pacific Steve Marshall 
(fax:  662 751-4745) 

Steve Marshall 
(fax:  662 751-4745) 

Outside USA (except APO 
& Canada) 

Eric Adams 
(fax: 315 432-3667) 

Eric Adams 
(fax:  315 432-3667) 

 
For Canada, please use the District Manager in the region located south of your position.  
 
ATTACHED YOU WILL FIND THE FAX PROBLEM REPORTING FORM 
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