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SITUATION: 

The purpose of this bulletin is to establish the proper procedure for warranties involving National Accounts that use Service USA to dispatch Carrier Commercial Service (CCS) technicians. The bulletin covers proper procedures and typical mistakes in the process in order to help to speed the repair, authorization and claiming process.
SOLUTION:

The following guide should be used for the “Service USA” process.

At Startup

The branch is responsible for registering standard warranty AND EXTENDED WARRANTY and filing the commissioning report on all pieces of equipment started by the branch.  In order to register all the correct warranties, National Accounts and/or Service USA must communicate all the equipment warranties to the branch.

Service USA is responsible for registering standard warranty for all contractor-started units. Service USA is responsible for registering the extended warranties on all pieces of equipment purchased with extended warranty, when purchased through National Accounts AND not started by Carrier Service.

At Customer Contact to Service USA:
As the manager of the account, Service USA is responsible to know the warranty on all pieces of equipment at their job sites. At the time of the call to Service USA, Service USA will attempt to verify if the call is service or warranty in nature and dispatch accordingly. If the call is believed to be warranty, at the time of a service request, a "T9" job number will be provided to the local CCS office by Service USA. Service USA needs to pass along to the branch the limits, if any, of the warranty coverage for the specific national account (e.g. Parts only, Parts and Labor, etc.). The branch MUST verify the warranty coverage on the unit, and verify that the correct coverage has been registered in the warranty system (SAMS). 

Service USA is a dispatching service ONLY for warranty jobs. The local CCS office is responsible for following all normal warranty procedures, including, but not limited to, the authorization process as outlined in bulletin number C9924.  

It is good practice for the branch to verify all warranty coverage directly in the Carrier warranty system (SAMS) during the process of dispatching the technician to the job site.  Remember: Standard warranty for ALL non-chillers is DOA labor ONLY. This means that when the failure date is after 30 days, there is no STANDARD labor coverage on the unit if it is not a chiller (some chillers also have only DOA labor coverage). However, for National Accounts dispatched by Service USA, there MAY be an LU1, first year labor extended warranty.  Thus, EXTENDED WARRANTY may cover the labor. If the extended warranty is not registered – confirm the coverage with Service USA and/or National Accounts. Register the correct coverage. Since, the exact warranty varies by account, and changes with time, verification is required when the extended warranty is not registered in the system.

The Carrier warranty system only processes costs that are legitimate warranty costs. When reaching the job site, if the CCS office determines that the call is NOT warranty in nature, Service USA needs to be immediately contacted for additional billing and job instructions.

Authorizations for Warranty Work at the Job Site:

For warranty work, costs for the job will be accumulated in the "T9" job number given by Service USA. The Branch is responsible for obtaining all warranty authorizations.

When authorizing warranty work, it is necessary to check the warranty coverage of all units so that the authorization can be given in the correct warranty status. Specifically, it may be necessary to authorize parts only, to authorize parts in status=1 (standard), but labor in extended (status=5). The Carrier Warranty system (SAMS) can be used to look up the coverage of a unit knowing the 4-digit model number and the full 10-digit serial number.

If the coverage registered in the Carrier Warranty system is different than the warranty coverage stated by Service USA, most likely the warranty coverage was not correctly registered. The branch should verify the warranty coverage with Service USA and/or National Accounts, and then register the correct extended warranties in the Carrier warranty system (SAMS).

Depending on the installation date and the type of extended warranty, the Carrier warranty system may not allow registration of the extended warranty (for example, if the unit already has an extended warranty registered or if the unit’s standard warranty has expired). If problems with registration occur, contact Carrier Warranty Administration at “GP CAR SAMS Admin”. 

Authorizations for warranty work are given only the commercial District Managers, NOT Service USA. Service USA is only dispatching the technician. Failure to follow the correct warranty procedures places the branch in financial risk. 

Make sure to communicate the complete warranty coverage to the District Manager when seeking authorization. 

The District Manager and Carrier-Service Service Engineers are available for technical consultations for Service USA jobs, as they are for all jobs. Use of service engineering resources often saves labor on complex jobs. Warranty encourages the use of service engineering resources on all complex jobs.

Special Rules for Controls Authorizations

When authorizing work on controls, it is necessary to know:

(1) Did the control come factory mounted on the equipment? If yes, then this section does NOT apply. Apply for warranty on the unit, not the controls part.

(2) Was the failed field installed control system part of a CCS Controls sold job or a National Accounts-sold job? If CCS Controls sold the job, then there is NO LABOR COVERAGE.

For the case of field-installed controls sold by National Accounts, there is labor coverage. Communicate the warranty coverage to the District Manager and authorize the warranty work as Parts. This warranty work will NOT be claimed in SAMS (see the section “At Claim” for claiming instructions).

At Claim:

There are no special rules for claiming Service USA jobs. However, the claims may be more complicated because National Accounts often have special warranties and may involve units that are unfamiliar to the person making the claim. For this reason, claim rules and common mistakes are covered here. 

The branch will follow all claiming rules as described in bulletin C0226. Unfortunately, the warranty system does NOT attach job name information onto the claim. For this reason, for Service USA jobs, it is good practice to put the job name in the comments line. This will assist others in examining any problem claims.

The most common 2 mistakes made in filing warranty claims on Service USA accounts relate to claims for units with LU1 extended warranties on unitary product. 

Mistake 1: Filing Labor in warranty status = 1 after the DOA period

Mistake 2: Filing Parts and Labor on the same claim after the DOA period.

Remember: Standard warranty for ALL non-chillers is DOA labor ONLY. This means that when the failure date is after 30 days, there is no STANDARD labor coverage on the unit. However, for National Accounts dispatched by Service USA, there MAY be an LU1, first year labor extended warranty.  Thus, EXTENDED WARRANTY may cover labor. Make sure to know all the warranties that apply to a unit and use the correct warranty when claiming.

Controls Claims:

The Carrier warranty system is set up under the assumption that all controls work is done on “C” jobs. Controls jobs through Carrier service have margin and therefore there is NO LABOR WARRANTY on controls for Carrier Controls jobs.

An exception to this rule are controls jobs via Service USA / National Accounts. National Accounts controls jobs that do not have margin for the Controls branch / service branch do HAVE LABOR WARRANTY. However, these claims cannot be submitted via the Carrier Warranty System (SAMS). Controls claims for National Accounts Controls jobs have a separate credit request form (attached). This claim form should be submitted to Peter Shank and Eric Adams.

Controls claims apply ONLY for work on controls components that were NOT shipped attached to Carrier Equipment. This includes all field-installed controls. Warranty on any controls shipped with units from the factory, such as a rooftop or VAV box, are authorized and claimed as part of the unit warranty and the procedures of this section do not apply.

Claims on Dispute

Several situations cause “Service USA” claims to be disputed. In this section, the common causes of warranty difficulties are presented and strategies for minimizing the processing time are given.

(1) Labor is not accepted on a claim, but the unit is still in standard or extended warranty (WTY000000 was NOT used on the first page of the claim). If labor is not accepted, check the following items:

(a) If standard warranty (status=1) and the fail date is more than 30 days from the start date, non-DOA labor is NOT allowed on unitary equipment. The labor can not be claimed in this manner. One of the following applies: there is an extended warranty for the labor (claim in status=5), the fail date was really in the DOA period (check the authorization to see – if it ends in a “D” then the fail date should be within 30 days of the start date), OR the unit does not have a labor warranty and the customer should be billed (or authorize as a concession).  Do not dispute the claim in this case, it will be returned to you. Resolve the issue, then complete the claim.

(b) If extended warranty or standard warranty (DOA labor applies) and the labor shown is cut back to 14 or 20 hours. This is normal. The system is set up to require claim dispute for situations where claim authorization is required. Make sure the authorization number is on the claim and dispute the claim. It will be processed the next time the DM is on the system.

(c) Standard warranty (status=1) and the fail date is within the DOA period. If NO LABOR is accepted, then contact warranty administration to look at the claim. Keep the claim in Hold status. If some labor is accepted, then it is case (b) above.

(2) The warranty system states that the unit is out of warranty, but Service USA stated that the unit was in warranty. In this case, the claim should not be filed until the warranty status is determined and the correct warranties registered. First coordinate with Service USA, and then involve Warranty Administration. National Accounts can have unusual warranty periods that are not correctly captured in the warranty system. For example, some accounts have preset startup dates, that may not correspond with what is registered in the system. In this case, Warranty Administration must override the system start dates.

(3) In extended warranty, some parts are not accepted by the system, and credit is not give. This may be normal. First verify the warranty coverage is correct. If the parts are covered, dispute the claim and it will be processed manually. 

(4) The wrong price of a part is given by the system. This is not unusual. There are several simple remedies that should be followed:

(a) The part was bought from the distributor. Claim the part from the distributor for proper credit.

(b) Part bought from RCD, price difference less than $100. Put the difference into misc. materials. This may require disputing the claim if past the DOA period or filing on a parts-only extended warranty. Claim will be processed the next time the district manager is on the system.

(c) Part bought from RCD, price difference less than $250. Add a new part called “RCD Price Adj”, and put in the price difference. 

(d) Part bought from RCD, large price difference. Contact Warranty Administration for instructions on how to adjust the price.

(5) Standard Warranty, after the DOA period or parts only extended warranty. Misc. Materials on the claim: The Carrier Warranty system treats misc. material incorrectly as “labor” when automatically processing claims. Dispute the claim, it will be processed the next time the district manager is on the system.

When a District Manager reviews a claim on dispute, the only information available to them is what is written on the claim. If the 2nd and 3rd digits of the job number are “50”, then it is likely a “Service USA” claim. The DM easily recognizes this. However, the Job Name is not automatically part of the claim. Placing the Job Name on the message line helps the District Manager by signaling which National Account is involved. The authorization number also gives critical information to help the district manager process the claim.  The District Manager processes all claims consistent with the authorization. A claim will not be processed if it is not consistent with the authorization. Inconsistencies include:

(a) A claim status different in the claim than the authorization. If the authorization ends in “D”, but the claim is not a DOA claim, it will be returned. If the authorization ends in “E” but the claim is not in status=5, the claim will be returned.

(b) status=3 and labor, or status=3 and any part that is not a controls part. This will be returned. Incorrectly filed.

(c) Authorization as extended warranty, but there is no extended warranty for the unit. This will be returned. Clarify the warranties for the unit, and register all warranties for the unit. If authorization was given in error, contact the district manager.

POLICY:

All parts of this bulletin represent Warranty Policy and Procedures on the date written.

Policy Termination Date:  none

Appendix A: Copy of Controls “Request for Credit” Form
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