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SITUATION: 

In order to provide better documentation of processes inside Carrier, this bulletin outlines current processes for purchasing startup and extended labor warranty from CCS, including some of the internal accounting steps. The bulletin describes roles and responsibilities in order to encourage better customer service.

SOLUTION:

The following information provides the correct procedures to follow when coordinating start-ups between the Selling Entities and Carrier Commercial Service Offices.  

Abbreviations used in this document:

SE
Selling Entity

CCS
Carrier Commercial Service

IC
Installing  mechanical Contractor

NACO
North American Commercial Operations (Equipment Manufacturer)

HQ
Headquarters – term used generically for NACO and CCS operations in Syracuse

DCAM
District Customer Assurance Manager (sometime called District Manager for Customer Assurance  – DM)

16/19/23 Series 

Start-Up Procedures

The Electronic Catalog programs (E-Cat) used by the sales office contain the net sell start-up price. This price already includes the start-up price. Thus, Distribution or Direct Offices do NOT need to contact CCS for startup pricing. However, the local CCS service office must provide pricing for additional items such as refrigerant field charging or equipment re-assembly. Pricing must also be provided for jobs located more than 1 hour’s travel from the service office.

Selling Entity (SE) responsibility:

· SE contacts Carrier Commercial Service (CCS) for ‘T’ Start-Up Job Number

· SE places equipment order with ‘T’ number

· SE provides CCS with a copy of the approved submittal package and startup transmittal

· SE provides CCS with a purchase order for items such as refrigerant, equipment re-assembly, additional travel, etc.

· SE contacts Installing Contractor (IC) to request Pre-Start Up Check List (CCS needs at least 10 days prior to start-up)

Carrier Commercial Service (CCS) Responsibility:

· CCS assigns startup ‘T’ number when contacted by SE.

· CCS contacts Debbie Parsons, 315-432-7477 with the ODS number and ‘T’ start-up job number to transfer the money into the job.

· CCS receives completed, approved Pre-Start-Up Check List from IC or SE

· CCS reviews the Pre-Start-Up Check List for verification of its completeness

· CCS schedules a job site visit by a Service Supervisor (or representative) to ensure the readiness of the job for commissioning

· CCS contacts IC to set a mutually convenient Start-Up date (CCS needs reasonable resource scheduling notice, usually 5-10 days)

· CCS invoices SE after completion of start-up for any purchase order items related to start-up

· CCS completes and returns the Commissioning Report to Syracuse HQ

· CCS registers the unit on SAMS and provides SE (as desired) and End-User with copy of the Startup letter

Note: no billing by CSS for start-up services by CCS is done for 16/19 or 23 series. All financial transactions are handled directly between the SE and NACO equipment sales. First Year Labor is included in the sale price of 16/19/23 series equipment.

Note 2: Installation issues: CCS should work directly with the SE to any installation inadequacies noted at startup.  SE and HQ should work together with the IC and end user for rectification of these issues.

Note 3: CCS Start-up is included in the 16/19/23 series chiller price. Remember not to “double-book” this start-up costs on CCS sold jobs.

Extended Warranty Procedures

Extended Warranty is ordered directly on ODS by the SE. Both Parts only and Part-and-Labor Coverage is ordered by the same process on ODS. Proof of the selected coverage must be included with the submittal package and conveyed to CCS so that the warranty can be registered on the warranty system. CCS can sell additional extended warranty coverage through the end of the first year of warranty. Any exceptions to this policy need to be confirmed in writing from the NACO Customer Assurance Manager.

Selling Entity (SE) Responsibility

· Orders Extended Warranty from factory; Billing is done from the factory with the job (for Distributors, this is different than ALL other extended warranty procedures).

· Provide Proof of Billing of the Extended Warranty Coverage to Service so that Service can register the coverage. 

Carrier Commercial Service (CCS) Responsibility

· Registers the extended warranty at Start-up. Provide a copy of the extended warranty certificate to SE (as desired) and end-user.

· Offers additional extended warranty to the customer at start-up – use price pages (Catalog Number 500-089 – or see HVAC Partners) to quote additional coverage. Offer extended warranty to every customer, every time.

· For any warranty work, either Standard Warranty or Extended Warranty: CCS will Purchase parts directly from RCD; Claim all warranties on SAMS

Note: when selling extended warranty to the end user, additional quoting and billing procedures apply using M9 job numbers (see Other Chillers, below). Mark-up’s on extended warranties sold after start-up are required (see the price pages). Carrier Service can apply additional local mark-ups on sales to the end-user.
30GX/HX 

Start-Up Program (First Year Standard Labor) Procedures – Distributors

All 30HX/GX domestic equipment orders booked on ODS include CCS first-year labor as standard. 

Selling Entity (SE) responsibility:

· SE books the HX/GX equipment order on ODS (Syracuse Customer Service adds start-up price to ODS order)

· SE contacts Carrier Commercial Service (CCS) with ODS number 

· SE provides CCS copy of approved submittal package and startup transmittal

· SE contacts IC to request Pre-Start Up Check List (Startup Checklist should arrive to CCS 24 hours prior to startup)

· SE coordinates with IC to schedule CCS approximately 10 days in advance.

Carrier Commercial Service (CCS) Responsibility:

· CCS sets up ‘T’ start-up job number

· CCS contacts Laurie Keaney, 315.432.6713, Syracuse HQ Actg. with ODS AND  ‘T’ start-up job number for funds transfer

· CCS receives completed, approved Pre-Start-Up Check List from IC or SE

· CCS reviews the Pre-Start-Up Check List for verification of its completeness

· CCS schedules a job site visit by a Service Supervisor (or representative) to ensure the readiness of the job for commissioning

· CCS contacts IC to set a mutually convenient Start-Up date (CCS needs reasonable resource scheduling notice, usually 5-10 days)

Note: No invoicing of SE takes place by CCS for 30GX/HX startups.

Note 2: Units started by others: Once the unit is sold, Carrier Corporation or our Distributors do not control unit operation or installation. It is possible that CCS will encounter a unit that was sold with CCS startup, but that has been started by others. For this situation, the following rules apply

· Perform a startup on the unit. During this process, it is important to document (use the commissioning report) all areas where the installation and startup does not meet Carrier’s recommended practices. 

· Register the unit on SAMS

· Warranty is NOT voided. Carrier cannot void a warranty. However, our warranty terms and conditions deny warranty coverage for any failure caused by “abuse of the equipment”. Failure to follow Carrier’s installation and operating recommendations may constitute abuse of the equipment.

· Contact your DCAM when you suspect that equipment abuse has occurred.

Start-Up Program (First Year Standard Labor) Procedures – Direct Offices

For direct sales offices that use C8 for booking jobs, the same procedures apply for 30GX Chillers as for Centrifugal jobs.

Extended “Parts and Labor” and “Labor-only” Warranty - Distributors

The SE purchases extended Labor Warranties from CCS in all cases. See the procedure outlined in “other equipment” below. CCS (and NOT the IC) provides all labor on the extended warranties. CCS can sell additional extended warranty coverage through the end of the first year of warranty. Any exceptions to this policy need to be confirmed in writing from the NACO Customer Assurance Manager. The distributor purchases parts-only Warranties on SAMS directly. SAMS invoices the distributor for Parts-only warranties.

Extended “Parts and Labor” and “Labor-only” Warranties – Direct Offices

Direct offices book ALL extended warranties on C8, exactly as for a centrifugal job. The SE creates the M9. Centrifugal procedures apply. CCS can sell additional extended warranty coverage through the end of the first year of warranty. Any exceptions to this policy need to be confirmed in writing from the NACO Customer Assurance Manager. For Parts-only Extended warranties, the SE must register the warranty via Warranty Administration (NOT SAMS).

30 RA/RB 

Start-Up Program (First Year Standard Labor) Procedures - Distributors

All 30RA/RB domestic equipment orders booked on ODS do NOT include CCS first-year labor as standard. However, CCS start-up and first year labor is purchased as a package. If CCS start-up is purchased, first year labor by CCS is automatically included. No M9 number is generated for this case.

Selling Entity (SE) responsibility:

· SE purchases startup and first year labor as a package from CCS. SE contacts Carrier Commercial Service (CCS) to confirm start-up pricing in selection program and/or items such as travel, field charging, etc. that must be added.

· SE provides CCS with a copy of approved submittal package and start-up transmittal 

· SE places equipment order on ODS 

· SE provides CCS with a copy of start-up purchase order 

· SE provides IC with Pre-Start-Up Check List

· SE contacts IC to request Pre-Start Up Check List (CCS needs scheduling time of at least 10 days prior to start-up)

· SE informs the IC of any installation issues found at startup and works to protect Carrier from liability from these issues.

Carrier Commercial Service (CCS) Responsibility:

· Confirms startup pricing on price pages, accepts SE purchase order.

· CCS opens ‘T’ start-up job number

· CCS receives completed, approved Pre-Start-Up Check List from IC or SE

· CCS reviews the Pre-Start-Up Check List for verification of its completeness

· CCS schedules a job site visit by a Service Supervisor (or representative) to ensure the readiness of the job for commissioning

· CCS contacts IC to set a mutually convenient Start-Up date (CCS needs reasonable resource scheduling notice, usually 5-10 days)

· CCS invoices SE after completion of start-up for any purchase order items related to start-up

· CCS registers the units on the warranty system and forwards to the SE and the end user a copy of the startup letter.

· CCS forwards any factory comments on installation issues to the SE and works jointly with the SE to discuss installation issues with the IC and end user.

Note: If the job is sold by Carrier Service, the start-up does not have to be purchased via the distributor – but should be included in the quote to the customer directly from Carrier Service. Pricing can be at any desired level in this case. 

Note 2: Units started by others: Once the unit is sold, Carrier Corporation or our Distributors do not control unit operation or installation. It is possible that CCS will encounter a unit that was sold with CCS startup, but that has been started by others. For this situation, the following rules apply:

· Perform a startup on the unit. During this process, it is important to document (use the commissioning report) all areas where the installation and startup does not meet Carrier’s recommended practices. 

· Register the unit on 

· Warranty is NOT voided. A warranty can not be voided by Carrier. However, our warranty terms and conditions deny warranty coverage for any failure caused by “abuse of the equipment”. Failure to follow Carrier’s installation and operating recommendations may constitute abuse of the equipment.

· Contact your DCAM when you suspect that equipment abuse has occurred.

Start-Up Program (First Year Standard Labor) Procedures – Direct Offices

For direct sales offices that use C8 for booking jobs, the same procedures apply for 30RA/RB Chillers as for Centrifugal jobs.

Extended “Parts and Labor” and “Labor-only” Warranty - Distributors

The SE purchases extended Labor Warranties from CCS in all cases. See the procedure outlined in “other equipment” below. CCS (and NOT the IC) provides all labor on the extended warranties. CCS can sell additional extended warranty coverage through the end of the first year of warranty. Any exceptions to this policy need to be confirmed in writing from the NACO Customer Assurance Manager. The distributor purchases parts-only Warranties on SAMS directly. SAMS invoices the distributor for Parts-only warranties.

Extended “Parts and Labor” and “Labor-only” Warranties – Direct Offices

Direct offices book ALL extended warranties on C8, exactly as for a centrifugal job. The SE creates the M9. Centrifugal procedures apply. CCS can sell additional extended warranty coverage through the end of the first year of warranty. Any exceptions to this policy need to be confirmed in writing from the NACO Customer Assurance Manager. For Parts-only Extended warranties, the SE must register the warranty via Warranty Administration (NOT SAMS).

All Other Products 

Start-Up Procedures - Distributor

Start-up must be purchased from CCS. Start-up does NOT include First-Year Labor Warranty. First-Year Labor Warranty is considered an optional extended warranty that must be purchased separately from CCS (see procedures below). In some cases, purchase of extended warranty REQUIRES purchase of CCS start-up. 

Selling Entity (SE) responsibility:

· SE purchases startup from CCS. SE contacts Carrier Commercial Service (CCS) to confirm start-up pricing in selection program and/or items such as travel, field charging, etc. that must be added.

· SE provides CCS with a copy of approved submittal package and start-up transmittal 

· SE places equipment order on ODS 

· SE provides CCS with a copy of start-up purchase order 

· SE provides IC with Pre-Start-Up Check List

· SE contacts IC to request Pre-Start Up Check List (CCS needs at least 10 days prior to start-up)

· SE informs the IC of any installation issues found at startup and works to protect Carrier from liability from these issues.

Carrier Commercial Service (CCS) Responsibility:

· Confirms startup pricing on price pages, accepts SE purchase order.

· CCS opens ‘T’ start-up job number

· CCS receives completed, approved Pre-Start-Up Check List from IC or SE

· CCS reviews the Pre-Start-Up Check List for verification of its completeness

· CCS schedules a job site visit by a Service Supervisor (or representative) to ensure the readiness of the job for commissioning

· CCS contacts IC to set a mutually convenient Start-Up date (CCS needs reasonable resource scheduling notice, usually 5-10 days)

· CCS invoices SE after completion of start-up for any purchase order items related to start-up

· CCS registers the units on the warranty system and forwards to the SE and the end user a copy of the startup letter.

· CCS forwards any factory comments on installation issues to the SE and works jointly with the SE to discuss installation issues with the IC and end user.

Note: If the job is sold by Carrier Service, the start-up does not have to be purchased via the distributor – but should be included in the quote to the customer directly from Carrier Service. Pricing can be at any desired level in this case.

Note 2: Units started by others: Once the unit is sold, Carrier Corporation or our Distributors do not control unit operation or installation. It is possible that CCS will encounter a unit that was sold with CCS startup, but that has been started by others. For this situation, the following rules apply:

· Perform a startup on the unit. During this process, it is important to document (use the commissioning report) all areas where the installation and startup does not meet Carrier’s recommended practices. 

· Register the unit on SAMS

· Warranty is NOT voided. Carrier cannot void a warranty. However, our warranty terms and conditions deny warranty coverage for any failure caused by “abuse of the equipment”. Failure to follow Carrier’s installation and operating recommendations may constitute abuse of the equipment.

· Contact your DCAM when you suspect that equipment abuse has occurred.

Start-Up Procedures – Direct Office

Direct Offices that book equipment orders on C8 follow the instructions for Centrifugal Start-ups for all other equipment EXCEPT the customer must be billed for the CCS Startup in this case. Karen Jones, 315-432-7071 transfers balances to the service ‘T’ jobs.
Extended “Parts and Labor” and “Labor – only” Warranty – Distributors

The SE purchases extended Labor Warranties from CCS in all cases. CCS (and NOT the IC) provides all labor on the extended warranties. CCS can sell additional extended warranty coverage through the end of the first year of warranty. Any exceptions to this policy need to be confirmed in writing from the NACO Customer Assurance Manager. The distributor purchases parts-only Warranties on SAMS directly. SAMS invoices the distributor for Parts-only warranties.

Detailed Procedures

Selling Entity (SE) Responsibility

· Places purchase order to CCS

· Registers Parts-only extended warranty of the same duration on SAMS for no-cost. (Note: this does not apply for first-year-labor only)

· Sells parts through Totaline store to CCS or Contractor to support the warranty. Accepts claims from CCS or Contractor for the parts purchased from the Totaline Store.

Carrier Commercial Service (CCS) Responsibility

· Opens M9 job number to accept SE purchase order. 

· Bills SE immediately upon purchase order receipt (no delay needed or desired)

· Contacts HQ Finance to transfer funds to Product Group

· Closes job and record any revenue remaining

· Registers the extended warranty at Start-up. Provide copy of extended warranty certificate to end user and SE (as desired).

· Offers additional extended warranty to the customer at start-up – use price pages (Catalog Number 500-089 – or see HVAC Partners) to quote additional coverage

· Claims all warranties in SAMS; claim any parts purchased from SE directly with SE.

Note: when selling extended warranty to the end user, CCS procedures remain unchanged – in the above description SE is replaced by end-user. Mark-up’s on extended warranties sold after start-up are required (see the price pages). Carrier Service can apply additional local mark-ups on sales to the end-user, but NOT on sales to SE.

Note 2: Registering Rooftop, Small Splits, Water Source Heat Pump and other small unit start-ups and extended warranties: Extended warranty pricing has been set up to encourage the sale of extended warranties on large jobs. In order to simplify the process of registering large numbers of warranties, limited number of warranties can be registered representing all units on a job. Register at least one unit per size. For units without serial numbers, the startup job number or sales job number can be used. Warranty Administration assistance will be required to assist in the registration of units without serial numbers. 

Note 3: Carrier Service startup is required on all units that have extended labor warranty. Exceptions are for small rooftops and other small units with limited risk. See the extended warranty price pages for specifics for a given model number.

Extended “Parts and Labor” and “Labor-only” Warranties – Direct Offices

Direct offices book ALL extended warranties on C8, exactly as for a centrifugal job. The SE creates the M9. Centrifugal procedures apply. CCS can sell additional extended warranty coverage through the end of the first year of warranty. Any exceptions to this policy need to be confirmed in writing from the NACO Customer Assurance Manager. For Parts-only Extended warranties, the SE must register the warranty via Warranty Administration (NOT SAMS).

This document does not cover CCS programs for warranty-like products on UT Power equipment, etc. This document does not cover programs for Magic Aire brand or Racan-Carrier products. 
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