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MODEL CATEGORY: Room Air Conditioner; WRAC; RAC

MODELS AFFECTED: 
Carrier:
52FC; 52FE; See complete list in bulletin

Bryant:
N/A

Payne:
N/A

Other: 
N/A

Serial Number(s):
ALL

SITUATION: 

As a non-commercial product, the Service Policy Manual issued by Carrier Warranty Administration governs Window Room Air Conditioner warranty policy. You will find section 708 covers Room Air products specifically (see appendix).

Please note the following restrictions on WRAC warranty policy:

· ½ hour travel time paid (maximum, with rare exceptions)

· Registered RAC hourly rate on SAMS

The normal warranty authorization rules apply. Since Carrier Service did not perform the start-up on the RAC (in almost 100% of the cases), this means that Carrier Service is not the authorized warranty repair agent for this product. Carrier Service cannot file claims directly on SAMS for these units without District Manager Authorization. The unitary District Managers CAN authorize registration of the unit. Normally, you will want to refer the customer to a WRAC authorized service company. 

Due to the inexpensive nature of a WRAC, The cost effectiveness of ANY repair performed by Carrier Commercial Service should be questioned. The most prudent procedure is to consult WRAC Service Engineering (Jeff Fuchs) before performing ANY warranty repair. One MUST consult WRAC Service Engineering prior to a replacement under warranty. WRAC contact information is in Appendix A.

A summary of guidelines for WRAC warranty is a function of who places the call to the Carrier Service Office:

(1) Carrier Service Customer: Occasionally, WRAC products appear on job sites that are serviced by Carrier Service due to a service agreement on larger units. For this case, you should expect the district manager to authorize unit registration. Where the policy guidelines in the SPM, and given below, cannot be met, have the district manager authorize the concession.

(2) Distributor: Get a purchase order. DO NOT USE AN SCA.

(3) Contractor or End User: Be polite and helpful. Tell the customer that Carrier Service is not the normal warranty service arm for Window Room Air Conditioners. Use the on-line locator to find an authorized service company, or find an authorized service company by transferring the customer (warm transfer) to 1-800-CARRIER.

Special WRAC Procedures

This is a brief guide to basic Room Air service information, beyond standard warranty policy. Please contact Jeff Fuchs directly with individual questions on servicing WRAC units. Jeff holds the equivalent position to a service engineer for WRAC.  Contact information is in appendix A.

All Room Air products offered in 2000 - 2005 include a 1year / 5 year warranty.

This policy has been in place for several years on WRAC.

First year - All parts and labor covered (labor schedule)

2nd -through 5th year - Refrigeration system, parts and labor,  i.e. compressor, coils, tubing,  refrigerant charge, etc.

At the time of purchase, customers have the option to purchase an extended warranty .

Optional extended warranty treats the full 5 years as 'first year' - all parts and labor.

As a non-commercial product, the Service Policy Manual issued by Carrier Warranty Administration governs Window Room Air Conditioner warranty policy. You will find section 708 covers Room Air products specifically. However, the general sections of the manual apply as well. The 2003 version of the Room-Air specific section is included as an appendix to this document. You should use the most up-to-date version at all times. The latest version is available on HVAC Partners on the “warranty” tab. If you cannot find the “warranty” tab, you probably have not requested access – please do so by sending an e-mail to Warranty Administration (admin, warranty)

Please note the following restrictions on WRAC warranty policy:

· ½ hour travel time paid (maximum, with rare exceptions)

· Registered RAC hourly rate required (see Warranty Administration)

The normal warranty authorization rules apply. Since Carrier Service did not perform the start-up on the RAC (in almost 100% of the cases), this means that Carrier Service is not the authorized warranty repair agent for this product. Carrier Service cannot file claims directly on SAMS for these units without District Manager Authorization. The unitary District Managers CAN authorize registration of the unit. Normally, you will want to refer the customer to a WRAC authorized service company. 

Generally, an authorized Carrier service company should service a WRAC.  Contact for local areas will soon be available on-line using the locator.  Customers or dealers may call 1-800-CARRIER to find a local service company.  Be certain to identify the product as Room Air.  An alternative is to refer the customer to the special Sears service line. This is a special arrangement with Sears for ROOM AIR, and warranty service. Scheduling must be done via 800-553-9162 only.  There is a post-card in every room air carton, showing both the Carrier and Sears special phone numbers.

Replacement vs. Repair

Due to the inexpensive nature of a WRAC, The cost effectiveness of ANY repair should be questioned. However, the following rules apply to unit replacements. The most prudent procedure is to consult Jeff Fuchs before performing ANY warranty service. 

If there is any situation in which CSS or a customer insists upon a replacement unit, a service call diagnosis must be made first.  Warranty replacement units are arranged through Jeff Fuchs.  The following information must be sent via email when requesting a warranty replacement unit:

1) Name, phone number, and email address of the requestor.

2) Model number and serial number for the unit

3) Purchase Date

4) Dealer name AND Service company name (Both required. if they are the same, state that point).

5) Customer (end user) name. 

6) A brief explanation - the reason for the replacement.

Send the request for replacement machines to: <jeffrey.m.fuchs@carrier.utc.com>

Email messages with all of the items listed are reviewed quickly.  If the reason looks appropriate, an AUTHO (Authorization number) is sent by return email.  The requestor files a claim with the AUTHO number in the comments line of the claim.  With this authorization number, the commercial district manager will authorize the unit to be registered. The claim can then be filed directly on SAMS at the Carrier Service Office.  IMPORTANT - The original nameplate label must be returned with the claim.  The email providing the AUTHO number will include any notes regarding disposition of the old machine.

NOTES:

Units with a confirmed compressor failure, or major refrigerant side problems -

Up to 8,000 Btu, we typically offer a replacement unit.

Over 10,000 Btu, we prefer to repair. However, please call to discuss if there are reasons to replace the machine.

Units with multiple service calls:

Please contact Jeff Fuchs directly.  Once there have been several service calls on a WRAC, it may be in the best interest of Carrier and the customer to simply replace the machine.  Jeff can be reached at (315) 433-4584.

Knob replacement courtesy:

Customers may call 1-800-CARRIER to request complimentary knob replacements.  They must provide model number and serial number to the operator in order to assure correct replacements will be provided.  The model and serial numbers are found on the nameplate of the unit.  There is no charge for these knobs. 

Serial number format: 

1234B56789, that is, 4 numbers, a letter, then 5 numbers.

Model number: Long form - 
73GCC112102T (begins with 73, followed by 3 letters, 6 numbers, and a letter)

Model number: Short form - 
XHB153D - (3 letters, 3 numbers, 1 letter)

On-line resources:

Information is updated often in the Carrier on-line system.  The following information is available for WRAC products:

Wiring diagrams - for WRAC models going back many years

Owner Guides, installation instructions

Service manuals, when they are available

Sales literature

POLICY:

This entire bulletin represents commercial warranty policy.

Policy Termination Date:  XX/XX/XX

Appendix A: WRAC Contact Information

Jeffrey M Fuchs,

Manager, Service and Quality

WRAC-NA

Phone: (315) 433-4584

email: jeffrey.m.fuchs@carrier.utc.com
Appendix B: Parts of WRAC Section of the 2003 Service Policy Manual



(new Service Policy Manual due June 2005)

Labor allowances for repairs are shown below. 

Stock Labor Program

	
	Leak Repair
	Compressor or Cycle Component Replacement
	Fan Motor Replacement
	All Other Repairs

	Maximum Hours
	2
	***
	1.0

1.5 (73 U, X, & Y Series)
	0.5


NOTE:

· *** Notify RAC Management for approval prior to making repair.   (The cost of the repair may be greater than cost of a new unit).

· Labor to be paid at 80% dealer/servicer street rate.

· NO travel time will be allowed.

First Year Labor Program

	
	Leak Repair
	Compressor or Cycle Component Replacement
	Fan Motor Replacement
	All Other Repairs

	Maximum Hours
	2.0
	3.0
	1.0

1.5 (73 U, X, & Y Series)
	0.5

	Field Service Material
	$12.50
	$12.50
	-0-
	-0-

	Travel Time
	0.5
	0.5
	0.5
	0.5


NOTE:

· Travel time applies to first unit only on multiple unit site.
· The second through fifth year warranty DOES NOT include an allowance for labor or other costs incurred for: diagnosing the defect, removing or installing the product, pick-up or delivery of the product, transportation or handling related to defective part(s) or replacement part(s).
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