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Why?
• The most efficient manner of conducting a 

project is that every individual involved in the 
process understands the action steps required 
in the process and exactly what the next 
“responsible party” will require in order to 
perform their allocated responsibilities.

• Currently we have a lot of “assumed 
knowledge” within CE. We work in what is 
referred to as silos. We know our job, but we 
may not understand other roles that affect us 
or that we might affect.

• We in Customer Assurance and Warranty 
have committed to solidify our processes so 
that regardless of who you go to we want the 
experience will be the same. You will not get 
different results from different people.

• We are trying to take down the silos we all 
work in, so that we all gain a better insight and 
understanding of what needs to happen, when 
it needs to happen, and how it needs to 
happen.



Warranty out of Stock

When a customer is inquiring about a warranty part it is our responsibility to 
find them the quickest solution especially when a part is out of stock or has an 
extended shipping lead time from the factory.

The following process is only used after you have looked for parts in RC 
Community, ICIAW across the whole country. ICIB in all regional stores. 

To do this, there are some additional steps and information that we must 
gather in order to assist the customer. We must take the initiative to acquire 
the information from the customer in order to assist them in a timely manner 
(right now). By being proactive in gathering the information we can speed up 
the process tremendously keeping everyone satisfied in an already frustrating 
time trying to get the parts needed or a resolution.



Warranty out of Stock

Goal:
• To be able to fulfill the customer's request 

with one phone call without sending them to 
multiple people during the process of needing 
a warranty part that is out of stock or has 
significant lead time



Warranty out of Stock
Information needed:

1. Customer/Dealer name
2. Customer/Dealer account number
3. Customer PO
4. Model number
5. Serial number
6. Equipment startup date
7. Part number
8. End User Name
9. End User Address
10.CE Order number
11.RC PO number
12.Direct PO (yes or no)
13.RC case number
14.Attach email from the RC expedite 

team
15.Warehouse number where item ordered
16.Representative creating order & 

expedite

Once items 1-9 have been 
gathered we must verify warranty 
validation using ServiceBench 

Collect all information in Yellow
on the form prior to getting off 
the phone with the customer.



Warranty out of Stock
How to verify warranty validation.

When verifying warranty, we must keep in mind a proper registration and a 
subsequent owner. These items will also let us know if failed part “IS” or “IS NOT” a 
warranty part. A customer may think the part is in warranty but in fact it very well 
might not be a warranty part simply due to the equipment not being registered or not 
the original owner of said equipment.

Once logged into ServiceBench > 
Entitlement



Warranty out of Stock

Click check box

Enter serial 
number

Select the 
Appropriate 
Application 
Type



Warranty out of Stock

Enter serial 
number and 
click enter

Model will 
auto populate 
as seen



Warranty out of Stock
The below information will show with the completion of step 4 from previous slide  



Warranty out of Stock
Click on Registration ID link to go to 
the registration page



Warranty out of Stock

It is important that we ask the customer “what is your homeowners name” rather than 
tell them who we show as the registered owner.

By doing so, it keeps everyone honest. Sometimes customers will attempt to help someone
by manipulating the system. 

• If the ServiceBench registered owner matches what the customer told us, then we are to assume
them as the original owner and said equipment will follow “Original Owner Warranty” of 10 years

• If ServiceBench registered owner DOES NOT match what the customer told us, then we are to 
assume them as the subsequent owner and said equipment will follow “Subsequent Owner Warranty”
of 5 years  



Warranty out of Stock
Original Owner vs Subsequent Owner 

From warranty card 
of said example

* there may be discrepancies in names in instances such as landlord/tenant situations that may 
require some additional information needed for validation 



Warranty out of Stock
Once it is identified that the said needed part is a warranty part then the 
next step is to acquire the expedite number and ship date from RC

This process requires 4 to 6 hours. It is often the next business day before 
you will have an answer from RC to proceed.

Print the form and use it to help you follow up in the proper order with RC 
as it is more important to you than it is them.

Save the form on your computer so you can email to Customer Assurance 
if needed.



Transition from old to NEW process

In the next few slides there will be reference to fill out 
section # on the WOS form…. (transition process)

Collecting information on the old paper form or fillable PDF 
document may be necessary in the beginning so that all of 
the information gets submitted on the website form, that 
way nothing gets lost in translation.

If you find it easier by only doing it on the website form, 
then do so. We just need to make certain all information is 
provided accurately during the transition.



How to acquire an RC Expedite #
 Verify part availability in RC Community.

 If not available collect sections 1 & 2 on the attached form from the customer

 Create an order in NxTrend

 Create a PO that is “04 Expedite”

 Transmit the PO and add the PO to the form in section 3.

 Wait about 1 hour – Go to RC Community and search the PO#

 It should have the RC Order number there. Add that RC order # to section 3 of the WOS 
Form.

 Go to Home in RC Community and select Contact Customer Service.

 Complete the form with the information on the WOS form.

 You will receive a Case # from RC. Add that case number.

 Call RC (315) 432-7278 and request an Expedite number. All information requested is on 
the WOS form you are working with.
(When asked how many systems on the home the answer is 1)

 Add the expedite number to the attached form in the proper location.

 If greater than 7 days for the part to ship complete and submit the WOS Form from the 
https://cesctechsupport.com/



OR…….

 Verify part availability in RC Community.

 If not available collect sections 1 & 2 on the attached form from the customer

 Create an order in NxTrend

 Create a PO that is “04 Expedite”

 Transmit the PO and add the PO to the form in section 3.

 Wait about 1 hour – Go to RC Community and search the PO#

 It should have the RC Order number there. Add that RC order # to section 3 of 
the WOS Form.

 Go to Home in RC Community and select Contact Customer Service.

 You will receive a Case # from RC. Add that case number. 

AND…..

Yes Virginia, There really is a Santa Clause….



Go to RC Community in HVACPartners and click on EXPEDITE REQUEST FORM
Here you can create your own expedite case quickly and easily. In most cases receive 
the expedite number immediately.



 Now complete the online form with the information on the WOS 
form and submit it.

 Customer Assurance will take it and do our best to find a 
resolution as quickly as possible and advise you of the results.

Warranty out of Stock



Warranty out of Stock

If you have not yet registered for the CESC Technical Support website, you MUST do 
so in order to log in and complete the WOS Form. The “old Google” form will be 

going away.

https://cesctechsupport.com

Once registered and logged in, navigate to the following page:
Home Page
>Warranty Resources

>CE Associate Tools (You can also find a copy of this presentation on the CE Associate Tools page)

>Warranty Out of Stock Form

**IMPORTANT**



Warranty out of Stock



Warranty out of Stock

Complete the ENTIRE “WOS Part Expedite Order Form” and submit. 

Once submitted the form will automatically be sent to the below 
group email box:

sc.techsupport@carrierenterprise.com



Warranty out of Stock

The NEW website submission method is 
much easier! Once you have submitted 
the form you will receive an email with 
the form for your records.

This old form will no longer be used 
going forward as the NEW method is 
now live.



The Website Form



The Website Form



The Website Form



After submitting the form, you will receive an email in 
this format for you records

The Website Form



With this information Customer Assurance can then:

1. Contact RC for emergency stock that is not shown as available.

2. Locate alternative parts from RC.

3. Receive authorization for 3rd party parts to use for replacement.

4. Receive authorization for a replacement unit.

The Website Form



30-DAY DOA Process

30-Day Compressor Failure 30-Day Condenser Coil Leak

• The DOA program is for Residential applications only.  No 3-phase 
equipment is allowed in this program

• Must be in the first 30 days of start up. 

• Must be an ARHI matched system

• Noisy compressors do not qualify in this program

• Must have tried hard start kit



We Can’t Override Policy 
with Preauthorization’s

DOA Compressor form or Refrigerant Leak Form must be Complete and 
include indoor unit and coil information.  

Labor with a Unit Exchange is NOT allowed in this program

https://cesctechsupport.com/compressor-form-doa

https://cesctechsupport.com/refrigerant-leak-reporting-form



30-Day DOA Compressor

• Customer calls in with a DOA compressor. 

• Troubleshoot compressor with Tech Support 

• Compressor is determined to be bad

• Tech Support to send a DOA compressor form

• Dealer to complete the DOA form and submit it 

https://cesctechsupport.com/compressor-form-doa



Unit Exchange

• Tech Support approves the 
changeout 

• Dealer to replace unit and start 
a claim in ServiceBench and 
save it but does not submit. 

• Dealer emails the claim # to 
Tech Support.



• Tech support attaches the DOA 
compressor form to an Email and 
adds the Salesforce case number in 
the comment section and sends it to 
Warranty for Processing.

scwarranty@carrierenterprise.com

• Warranty adds the Defect Code 
U101 and submits the claim.

• Warranty notifies Tech Support the 
claim has been processed. 

Unit Exchange



Unit Exchange

Equipment Disposition

 After 30 days dealer must check the claim in Service Bench and see if the unit is 
to be returned.

 If the unit is to be returned take it to your local store with a printed copy of the 
claim.

 If the unit is not to be returned the unit data tag must be removed and attached 
to a printed copy of the claim. This can then be taken to the local store or mailed 
to:

Carrier Enterprise
2000 Luna Rd.
Carrollton, TX 75006
Attn: Customer Assurance

Once the tag and claim has been returned the unit may be scrapped.

The customer may retain any parts on the unit to use 
for emergency repairs if they wish to do so.



• Tech Support approves labor to 
replace compressor. 

• Dealer does repair and starts a 
warranty claim and saves the claim 
but does not submit.

• Dealer emails the claim number to 
Tech Support.

Replace Compressor



• Tech support attaches the DOA 
compressor form to an Email and adds 
the Salesforce case number in the 
comment section and sends it to 
Warranty for Processing. 

scwarranty@carrierenterprise.com

• Warranty adds the Defect Code U101 
and submits the claim.

•
Warranty notifies Tech Support the 
claim has been processed. 

Replace Compressor



30-DAY DOA Condenser Coil Leak

30-DAY DOA Compressor Failure



30 DAY DOA Condenser Coil Leak

• Customer calls in with a 30-Day DOA Coil Leak

• Troubleshoot Coil with Tech Support 

• The leak must be in the fin pack

• Piping leaks i.e Service valve leaks/comp stub leaks do not qualify for this allowance

• Coil is determined to be bad

• Tech Support to send a Refrigerant Leak Form

• Dealer takes a video of the nameplate and the leak with bubbles and submits a Leak 
Report

https://cesctechsupport.com/refrigerant-leak-reporting-form



Unit Exchange

• Tech support approves the changeout

• Dealer to replace unit and start a claim in 
ServiceBench and save it but do not 
submit.

• Dealer sends claim number to Tech 
Support

sc.techsupport@carrierenterprise.com

• Tech support attaches the DOA Refrigerant 
leak Report form to an Email and adds the 
Salesforce case number in the comment 
section and sends it to with Warranty for 
Processing.



scwarranty@carrierenterprise.com

• Warranty adds the Defect Code 
U103 and submits the claim.

• Warranty notifies Tech Support 
the claim has been processed. 

Unit Exchange



• Tech Support approves labor to replace 
condenser coil

• Dealer does repair and starts a 
warranty claim and saves the claim but 
does not submit.

• Dealer sends the claim number to Tech 
Support. 

sc.techsupport@carrierenterprise.com

Replace Coil



Replace Coil

• Tech support attaches the DOA 
Refrigerant leak Report form to an 
Email and adds the Salesforce case 
number in the comment section and 
sends it to with Warranty for 
Processing.

scwarranty@carrierenterprise.com

• Warranty adds the Defect Code U103 
and submits the claim.

•
Warranty notifies Tech Support the 
claim has been processed. 



We understand that The technician cannot always call 
Tech Support for assistance with a DOA unit.

Gather all the information you can from the job.

Take a picture of the nameplate and Email it to Tech 
Support.

Call Tech Support and tell them what happened.

Submit DOA compressor or Refrigerant leak report

sc.techsupport@carrierenterprise.com

https://cesctechsupport.com/compressor-form-doa

https://cesctechsupport.com/refrigerant-leak-reporting-
form

30 DAY DOA Weekends and Holidays



These rules still apply

The DOA program is for Residential applications only.  No 3-phase 
equipment is allowed in this program. Residential units installed on 
commercial applications do not qualify for this program.

Must be in the first 30 days of start up. 

Must be an ARHI matched system

Noisy compressors do not qualify in this program

Must have tried hard start kit for locked up compressors



Tech support attaches the DOA or Refrigerant leak Report 
form to an Email and adds the Salesforce case number in the 
comment section and sends it to with Warranty for Processing.

scwarranty@carrierenterprise.com

Warranty adds the Defect Code U103 and submits the claim.

Warranty notifies Tech Support the claim has been processed. 

Once the claim has been processed Tech Support adds notes 
to Salesforce and closes the case. 




