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Key Terminology
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Key Terminology

* ServiceBench® System

» Used by distributors and service providers (dealers) to determine warranty
coverage (entitlement), check product history, submit warranty claims, check
claim status, run reports, perform service provider administration

* Warranty Certificate

* Document that details the company’s warranty obligations to the end user

* Service Policy Manual

* This manual provides an overview of Carrier’s warranty policies and special
programs for use by Carrier and distributor personnel
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Key Terminology Examples

@ S [ Hvl E E B N[:H = RKS  BENEFITS = SERVICE COMPANIES HELP SIGN UP SIGN IN H

BUSINESS MANAGEMENT SYSTEM
LOGIN INFORMATION

SOFTWARE BUILT FOR SERIOUS SERVICE
PROFESSIONALS BY SEASONED SERVICE
PROFESSIONALS

() SERVICEBENCH
HOME | CLAIMS | CONTRACTS | REGISTRATIONS | REPORTS | ADMIN |

» ACTIVE ANALYTICS

104

& CLAIMS

In Review

Snippet of Main Menu
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CARRIER CORPORATION

turn to the expeW.

Limited Warranty for Air Conditioner & Heat Pump Condensing Units with Puron®
(R-410A) Refrigerant
FOR WARRANTY SERVICE OR REPAIR:

Contact the installer or a Carrier dealer. You may be able to find the installer's name on the equipment orin your Owner's Packet. You can also find a
Carrier dealer online at www.camier.com

For help, contact: Carrier Corporation, Consumer Relations, P.O. Box 4808, Syracuse, New York 13221, Phone 1-800-227-T437

PRODUCT REGISTRATION: You can register your product online at www carmiar com

Model Number. Serial Number
Date of Installed by
Name of Owner Address of

Carrier Carporation (hereinafter “Company”) warrants this product against failure due to defect in materiais or workmanship under normal use and
maintenance as follows. All warranty periods begin on the date of original installation. If a part fails due to defect during the applicable warranty period
Company will provide a new or remanufactured part, at Company's option, to replace the failed defective part at no charge for the part. Altemnatively,
and at its option, the Company will provide a credit in the amount of the then factory selling price for a new equivalent part toward the retail purchase
price of a new Company product. Except as otherwise stated herein, those are CDm pany’s exclusive obligations under this warranty for a product
failure. This limited warranty is subject to all provi ions listed below and an the reverse (if any) of this document.

RESIDENTIAL APFLICATIONS
This warranty is 1o the original purchasing awner and subsequent cwners only to the extent and as stated in the Warranty Conditions and below. The
limited warranty period in years, depending on the part and the claimant, is as shawn in the table balow.

Product T ftem
Air Conditioner or Heat Pump | Parts 10* {or ) | 5
C ing Unit [ Compressor 10" (or 5) [ 5

* If properly registered within 90 days of original installation, otherwise § years (except in Califomia and Quebec and ofher jurisdictions that
prohitit warranty benefits conditioned on registration]. See Warranty Conditions belaw.

OTHER APPLICATIONS
The waranty period is five (5 years an the compressor, and one (1) year on all oiher parts. The warranty is to the original owner only and is not
available for subsequent owners.

LEGAL REMEDIES - The owner must notify the Company in writing, by certified or registered letter to Carrier Corporation, Warranty Claims, P.O. Box
i,

4808, Syracuse, New York 13221, of any defect o complaint with the product, stating the defect or compiaint and a specific request for repai
replacement, ar ather carraction of the product under warranty, mailed t least thirty (30} days before pursuing any legal rights or ibiiog

49004DP172 0172015

Carrier

Policy Number: DOM 200

Issue Date: 12/31118

Effective Date: 01/01/19

Originator: Bob Lang
E-mail: Bob.Lang@carrier.utc.com
Phone #: 317.481-5752
Policy Name: Service Policy Manual

Supersedes Date: N/A
C X

Page 1 of 80

Purpose / Objective

Service Policy Manual provides Carrier's warranty policies and special programs relating to quality

and warranty issues.

Highlights of Changes: General updates

Detail of Procedures(s):

Introduction

-

Uses for This
Manual

Products
Covered in
Manual

Updates

Questions

1.0 Overview

This manual provides an overview of Carrier’s warranty policies and
special programs for use by Carrier and distributor personnel.

Distributors can use this manual to:

o Train new post-sale support personnel

¢ Develop manuals for their dealers (this manual should not be
provided to dealers)

e Serve as a reference for distributor and Carrier personnel with
questions about particular Carrier warranty policies.

We strongly encourage users to familiarize themselves with the following
supporting documents:
o Warranty certificates supplied with products
Relevant Product Bulletins
Service Bulletins
Commercial Smn Up and Optional Extended Warranty Pricing
Parts O Manuals (POM)

These documents are available on HVACpartners and typically outline
warranty conditions as well as detailing what is and is not covered.

This manual covers all products produced and sold by Carrier, Bryant, Payne
in the USA and Canada.

Updates to the warranty policy are made as needed and are posted in
HVACpartners.

If you have questions regarding information contained in the SPM, please call
us at 1-866-989-2524.

Refer to the General Reference Guide for Plant and Serial Number Questions.

Continued on next page




Finding the Service Policy Manual on

HVACpartners

hvacpariners.com

YOUR SINGLE SOURCE

PRODUCTS & SOLUTIONS MARKETING TOOLS

Credit Request (A5554) Warranty

ALL

Contacts

Claims Submission ServiceBench

Warranty Training
Pre-Sale Support

Geothermal Warranty

Product Bulletins
Administration Policy & Procedures

Controls Support Warranty Communications

Controls Product Information Commercial Services & DSO

Is Training
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Contact Directory

Bryant Solution Cent
Carrier Expert Central

Customer Gateway
Submission

Product Contact List

Technical Service M

hvacyariners.con :

YOUR SINGLE SOURCE

PRODUCTS & SOLUTIONS MARKETING TOOLS SUPPORT CENTER LEARNING CENTER ORDER.

Dashhoard = Support Center = ‘Warranty = Administration Policy & Procedures

ADMINISTRATION POLICY & PROCEDURES

The information posted here describes general warranty policies, as well as special programs. Distributors can use this
information ta train new Post Sale Support personnel and fo develop manuals for their dealers; however, this information should
not be provided to dealers. It serves as a reference for distributor personnel with questions about particular Carrier Warranty

policies and programs.

As always, if you have any guestions regarding information contained in this section, please contact Warranty Adminisiration in
Syracuse at admin. SAMS@Carrier. UTC.com.

Service Policy Manual

The Service Policy Manual covers all products produced and sold by the Company in the USA and Canada. It provides an
overview of Carrier Corporation’s warranty policies for use primarily by factory and distributor personnel.

Updates to warranty policy are made annually and are posted in HVACpartners. This Service Policy Manual supersedes all

pravious versions.

Title A | Print Date

0200: 2019 Service Policy Manual (Bryant) 01/01/2019

0200: 2019 Service Policy Manual (Carrier) 01/01/2019




Warranty 101
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Warranty 101

* To be considered as a warrantable event:
* There must be a failure that occurs during the warranty period

* There must be a part that fails or a unit repair for a failure described on the
warranty card

* There are failures that are not covered under warranty such as: damage,
delivered incomplete or incorrect, cosmetic damage, installation problems,
misapplications

* Certain maintenance items are never covered such as: most sheet metal
components, air filters, loose or poorly dressed wires or tubes
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Warranty 101

e Refer to Warranty Conditions and Exclusions listed on the warranty
certificate.

* Limited warranties typically cover reimbursement for the failed part.
Any labor allowance (outside of DOA) or unit exchanges are handled
through the empowerment / concession process.

* Warranty claims must be submitted within 90 days of the repair date
(60 days claim resubmission time when correcting rejected claims).

 Carrier reserves the right to audit claims and direct claims to
manufacture review before disposition.

* Any exceptions to the stated warranty policy contained in the warranty
certificate must be preapproved by the Technical Service team.
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Residential “Limited” Parts Warranty

Exclusions The Company is not responsible for the circumstances outlined below:
Due to
Environmental * Damage as a result of floods, winds, fires, lightning, accidents, H H H H i H
Influence cortosiue environment, or other conditions beyond the control of Please review and consider Company Policy prior to submitting a Claim or
the manufacturer. Case for help with a Claim that has a Part Error Message. Ex., if your claim
e Corrosion damage to equipment not expressly warranted for use . . .
in a corrosive environment. Such use constitutes abuse of the has an error related to an “Invalid Component” check first to see if the part
equipment and voids any consideration for subsequent corrosion ) L. . . .
damage claims. - N is excluded from the limited parts warranty (even if the part is found in EPIC
ote: Corrosive environments include areas aroun pell‘oc Emica . .
plants, industrial sites where concentrations of corrosive chemicals daS a va I |d pa rt for th at un |t).
are present, and those areas along the “coastal perimeter” where
placement o!" units would subject them to wind-borne or direct salt
Py comosion: Also, consider these tips:
Standard The table below details parts/materials that, unless specifically included in : Review Company PO||Cy - EXCIUSIOnS section (SerVICe POIICy Manual’
:';:lri.l.l;:ty a special plan, are excluded from the standard product warranty. General Pol |Cy section ) .
Fxclusions - Part Residential * Certain categories of items are mentioned, we would like for you
clls
Brackets X to note the following:
Cosmetic Parts X . . ..
Fuses X * Maintenance Items include but are not limited to Belts,
Gaskets X .
Grommets X Pulleys, and Service Valve Cores & Caps
Malntenance fews 2 * Cosmetic Parts (Non-Operational Parts) / Panel and Sheet
e et (o e exception of X Metal Parts include but are not limited to Grills, Fan Guards,
unchonal or salety related sheel me parts
Pulleys X Badges or Logos
elrgerant . . .
Screws, nuts and bolts X * Confirm that the part is not excluded from warranty coverage and is
actually covered by Policy.
Residential If residential equipment is installed in a commercial application that * Check the “Causal” part selected and the Component Code on the Claim,
Equipment in equipment is now covered by the commercial warranty terms for that . . . .
Commercial - product as well as the Diagnosis provided by the Servicer then make sure the
pplication A
Reference: For more information, see the “other application™ section on repa Ir IS cove red u nder Wa rra nty
the warranty card.
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High Level Warranty Claim Process

Dealer or distributor Claim adjudication
Equipment repaired submits warranty claim process; Payment file
under warranty into ServiceBench® for approved claims to Distributor
system sent to SAP

You have 90 days from the Date of Repair to submit the Approved claims submitted fror ay through
claim. Wednesday will be paid
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ServiceBench® System

(&) SERVICEBENCH
HOME | CLAIMS | CONTRACTS | REGISTRATIONS | REPORTS | ADMIN |

Product History

ENTITLEMENT SEARCH

United

() SERVICEBENCH
HOME | CLAIMS ~ CONTRACTS | REGISTRATIONS | REPORTS | ADMIN |

View Entitlement

PRODUCT HISTORY

Product Number: 40GVM009---3 Serial Number: 0214v51664 Service Administrator: UTC - United Technologi

CLAIM HISTORY
Rolling 12 Months Total Amount Approved: $0.00 Total Amount Approved: $308.51

Service Corporation
a Model Number |24ACC424A003

Serial Number* |0518E04751

[+ First Name
[+ Last Name
= Phone

= Service Contract Number

- - ) - . Claim Reference
e Service Provider Service Provider Location | 14 ReTeen =
_ [2) 237326645 - Hampton Hampton Mechanical Inc - CRHAINTVE  CRHANIVA  Warranty
= Install Date [3/012018 Mechanical Inc 13188-31200
= Type | Other o T SERVICE HISTORY
Service Date Claim Number Customer Complaint Service Explanation

UNIT FREEZING UP. REPLACED.

08/12/2015

CRHA3N1V4

Product Name:
Model Number:

Discrete Model Number:
Serial Number:

Owner:

Address:

Phone:

Manufactured Date:
Shipped Date:

Date Installed:

Date Transferred:
Warranty Policy Code:

145 AC SOUTHEAST
24ACC424A003
24ACCA24A0030011
0618E04751

RETURNS/EXCHANGE HISTORY

02/06/2018
0212212018

CP3

: - FOR SPECIFIC COVERAGE ON NON-REGISTERED UNITS IN
Pty RS LT e OCCUPIED AND COMMERCIAL APPLICATIONS, REFER TO V
Mark As:

Shipped o Distributor Name:

‘Shipped-to Distributor Number:

Mid-Attantic Distribution, Hanover, HQ
200244

Replacement OF Model(s):

Replacement OF Serial Number(s):

Warranty Information

Application Type e Component Code Warmanty Length | Installed A

30 days

Accessory Exchange

Standard Parts Warranty 9 years

[N Warranty Length | Installed A

Application Type D

Gther Residential Application Original Accessory Exchange 20 days

Standard Parts Warranty 5 years

START NEW CLAIM NEW PRODUCT REGISTRATION

SEARCH ENTITLEMENT
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() SERVICEBENCH
HOME | CLAIMS | CONTRACTS | REGISTRATIONS ~ REPORTS | ADMIN |

Claim Inbox * Claim Review

WARRANTY CLAIM

(&) SERVICEBENCH
HOME | CLAIMS | CONTRACTS | REGISTRATIONS | REPORTS | ADMIN |

Claim Hotlist * Claim Inbox * By Consumer * Advanced Search

CLAIM REVIEW

To find claims based on additional fields, use the Advanced Search Link above

200 - Hampi

4720 HIGH POINT DR

GIBSONIA, PA 150447400 UNITED STATES
4124878770

Service UTC - United Corporation

** PAPER CLAI
Serial Number
Manufacturer UTC - United Technologies Corporation Claim Number(s) |CRHA3N1V
Dealer 837326645 - Hampton Mechanical Inc Reference Number(s)
Distributor Transaction Number(s)
Reference Number

a Model Number: 24ACC424A003

Search Results

. - Account Service Provider | Claim Reference Claim Date Amount Date
Service Provider . Status . .
Serial Number 0818204751 Number Location Number Number Type Submitted | Submitted | Approved
@ 837326645 - Hampton 13158-31200 Hampton CRHA3N1V4 CRHA3N1V4 Wamanty Paid 1171972015 11/19/2014

Warranty Type * WMechanical Inc Mecehanical Inc

454 Hit the SAVE key to auto populate the unit registration information

EQUIPMENT INSTALLATION INFORMATION
Equipment Owner Company Name
Installation Owner First Name

Installation Address*
one 1

Application Type

SERVICE DETAIL INFORMATION

Fail Date*
Optional Contract Number

Bulletin/Authorization Number

**+** |f the unit has been replaced fill in the New Model and Serial fields
Replacement Model Number
Replacement Invoice Number

Replacement Disposition Replacement Mark Up

Replacement Approved Amount Requested Replacement Amount|

Number of Part Lines 4
? Failed 2 I;::Iam
Causal | Part

Part | Quantity

Failed
Part Number

Failed Part
‘Serial Number

Replaced
Part Number

Replaced
Part Description Serial
Numbe

Replaced
rt
Install Date ity

Competitor | Pal
Part

~

SAVE

SUBMIT

11



ServiceBench® System Training

Entitlement
Product History
* Warranty Types

 Entering Claims
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Entitlement — Confirming Warranty

Coverage

) SERVICEBENCH
HOME | CLAIMS | CONTRACTS | REGISTRATIONS | REPORTS | ADMIN |

SERVICEBENCH MAIN MENU

In order to confirm warranty coverage you will use Entitlement.
QUICK LINKS PRODUCT SUPPORT

1. Whether you are confirming warranty or starting a new
claim, ALWAYS start by clicking on the Entitlement link from
the ServiceBench® Main Menu.

2. Click on the Check Mark to select UTC as the manufacturer.

() SERVICEBENCH
HOME CLAIMS | CONTRACTS | REGISTRATIONS | REPORTS | ADMIN |

SERVICE ADMINISTRATOR SELECTION

UTC - United Technologies Corporation

(2
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Entitlement — Confirming Warranty

Coverage

() SERVICEBENCH

HOME | CLAIMS | CONTRACTS = REGISTRATIONS | REPORTS | ADMIN |

ENTITLEMENT SEARCH

Service Administrator United Technologies Corporation

E Model Number

Serial Number® /151344438
|]+ First Name

[|+ Last Name

3. Enter the unit Serial Number.

4. Click SEARCH ENTITLEMENT or hit “Enter”.

= Phone

= Service Contract Number

CHECK ENTITLEMENT

= Install Date

= Application Type | Select Application Type

Images are for illustration purposes only; model number(s), serial number(s) may not be applicable to your business.
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Entitlement — Confirming Warranty

Coverage

() SERVICEBENCH
HOME | CLAIMS | REGISTRATIONS | REPORTS  ADMIN

Product History

ENTITLEMENT SEARCH

Service Administrator United Technologies Corporation

12 Model Number

Serial Number*

0+ FirstName [ |

0 LastName [ |

Sehone [ ] Message from webpage )

= Service ContractNumber [ |

CHECK ENTITLEMENT
= InstaliDate [ |

= Application Type [Select Application Type v~

1, Install Date and Application Type must be entered

() SERVICEBENCH
HOME | CLAIMS | REGISTRATIONS | REPORTS | ADMIN

Product History

ENTITLEMENT SEARCH

Service Administrator United Technologies Corporation
2 Model Number
Serial Number*
U+ FirstName [ |
I+ LastName [ ]
SEARCH ENTITLEMENT =] Phone I:l
= Service ContractNumber [ ]

CHECK ENTITLEMENT e

= Install Date |6/14/2018

= Application Type | Owner Occupied Residential v

Product Name: DLS 12K 230V HP CDU
Model Number: DLCERAH12AAK#CMNA
Discrete Model Number:

V181344436

037262018
06/08/2018

SEARCH ENTITLEMENT START NEW CLAIM CHANGE SERVICE ADMINISTRATOR NEW PRODUCT REGISTRATION
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Warranty coverage is driven by Install Date and Application

Type. Both an Installation Date and Application Type are required
in order to obtain Entitlement on equipment that isn’t registered
and doesn’t have an established Installation Date and Application
Type. This will allow the system to provide a more accurate
coverage. Entering the actual Install Date and Application Type
returns Warranty Coverage detail that is most precise. If the
Install Date is not known, then we suggest using what is listed on
the Warranty Certificate, as a rule of thumb. “If the date of
original purchase cannot be verified, then the warranty period
begins ninety (90) days from the date of product manufacture
(as indicated by the model and serial number).” The summary
section will display the manufacture date and ship date of the
unit, allowing you to quickly estimate an installation date.

5. Click OK.
6. Enter the Install Date and select the Application Type.
7. Click the SEARCH ENTITLEMENT button.



Entitlement — Confirming Warranty .
Covera ge Ca rrier

() SERVICEBENCH

Warranty Information is now provided.

Homeowner information would be found here if the unit is registered or if
a claim has already been submitted on the serial number.

. You should review Product History to prevent entering a “duplicate” claim.

. All claim submittals should be started from the Entitlement Search screen
by clicking the START NEW CLAIM button.

Registration Id:
15 B Product Name: SENTRY 14 SEER, HP
DLCERAH12AAKACMNA
Discrete Model Number: Model Number: CH14NBD3EDDG
Slbitec 121344430 Discrete Model Number: CH14NBO3S00GABAA
Serial Number: 121940
03/28/2018 m

06/08/2018
Address:

MIDENTRY Phone:

Warranty Policy Description: Waranty Policy for MIDEA Entry Tier Product for MIDEA Distributors Manufactured Date: 03M 92019

Mark As:

Sold to Distributor Name: Shipped Date: 4mrms

Sold to Distributor Numbsar: Ihte I“mlm: m Mm 9

Sold to Distributor City-

Soid to Distributor State: Registration Date: 107212019

Replacement Of Model{s): [T E [ ——

Replacement OF Serial Number(s):

‘Wammanty Policy Code: CP3
Warranty Information S FOR SPECIFIC COVERAGE ON NON-REGISTERED UNITS INSTALLED IN OWNER OCCUPIED, NON-OWNER
— — Warranty Policy Description: OCCUPIED AND COMMERCIAL APPLICATIONS, REFER TO WARRANTY CERTIFICATE
Em::gment ComponentCode | Warranty Length | IMeialled | Warranty """._{{:';““ Mark As:
MIDMID Al Al ompressor 5 years 0128 D514(2015 Sold to Distributor Name:
1 2 years Sold to Distributor Number:

Sold to Distributor City:
Sold to Distributor State:
Replacement OFf Model{s):

Images are for illustration purposes only; model number(s), serial number(s) may not be applicable to your business. |Risdsamasaidi oz LU0
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Product History — Warranty Claims on

a Serial Number

©) SERVICEBENCH
HOME = CLAIMS

Product History

ENTITLEMEN H 1. From the ENTITLEMENT SEARCH screen, click on the Product
B v TS ] History hyperlink.

2 Model Number [DLFSDAH1EXAK
Serial Number® |2004A14407

e ——— 2. CLAIM HISTORY lists any claims that have been filed against the
T unit in question along with select claim information.

3. SERVICE HISTORY contains additional claim detail including

ion Type | Owner Occupied Residential  v|
part numbers and a description of the service.

' REGISTRATIONS | REPORTS | ADMIN

e 4. You can click the “eye” icon to open up the claim and view the
e complete claim.

x:z::: 2:::3 (E:Ieo:::iminrl: ":\/I;:E::;F‘n\icy for MIDEA High Tier Product for MIDEA Distributors @ S E H v | c E B E N [] H
CLAIMS | CONTRACTS | REGISTRATIONS | REPORTS = ADMIN |

Mark As:
Sold to Distributor Name: MIDBEG HOME
View Entitlement

Soid to Distributor Number: 1001040
Sold to Distributor City: Drummondville
Sold to Distributor State: Qc

Repicenent o oset PRODUCT HISTORY

Replacement O Serial Number(s):

Product Number: DLF:

Warranty Information 2
CLAIM HISTORY

Original
Brand Application Type e Component Code | Warranty Length Months Total Ameunt Approved: 50.55 Total Amount Approved: S0.55
er

#FCMNA Serial Number: V131343470 Service Administrator: UTC - United Technologies Corporation

Date Amount Date Amount
Approved Approved

Claim Reference Claim
Number

MIDMID ALL Original Compressor 7 years e e T e T

Standard Parts Warranty 5 years

Status

(o] 1001196560 - GEAQ b GEARY PACIFIC SUPPLY - CRLEVQIKT CRLEVQIKT Warranty Approved For 08/13/2018 06/13/2018 %055
SUPPLY 1001552 Payment

SERVICE HISTORY
Service Date Customer Complaint Service Explanation
06/13/2018 CRLEVQIKT Capacitor blew out. Replaced and unit is now running. 3301000213#ICP 1 CAPACITCR

RETURNS/EXCHANGE HISTORY

Part Number Part Quantity

SEARCH ENTITLEMENT ‘START NEW CLAIM NEW PRODUCT REGISTRATION
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Warranty Types

Standard Warranty

Preauthorization
—

SEIVICENLINIS

Unit Exchange

Optional Contract

Images are for illustration purposes only; model number(s), serial number(s) may not be applicable to your business.
ServiceBench® and the ServiceBench logo are registered trademarks of Asurion, LLC.
Presentation and training material developed by the Warranty Process Team_Jan2020

18

Standard Warranty — parts only coverage defined by the
terms and conditions in the warranty certificate.

Preauthorization — parts and/or labor concession
approved by Technical Service team.

Service Parts — a part that is sold over-the-counter (not
provided under warranty) comes with a 12-month
service part warranty.

Bulletin — specific coverage defined in Service Bulletin
to address known issue.

Unit Exchange — complete unit replacement; (except
for serialized accessory) requires Technical Service team
approval or may be permitted by an Operating Letter or
Bulletin.

Optional Contract — coverage purchased on unit

registered with warranty department (refer to OEW
Dealer Program Guide for coverage).



High Level Warranty Claim Process

Example Payment Cycle

MON TUE WED THU FRI
1 2 * You have 90 days from the Date of Repair to submit the claim into
ServiceBench®.
3 4 5 6 7 & 9 A payment cycle runs each week.
e Approved claims submitted Thursday through Wednesday are
10 11 12 13 14 15 16 processed on Wednesday night. Credit for these claims is issued
/7 to the distributor on Friday morning (the distributor is responsible
for issuing credit to their Service Providers / Dealers).

Payment file for

17 18 |1 ne 1 22~ 123
claims approved SAP credit is
Thurs. through Wed. E')S_SJ:J%d :0
is sent to SAP on ey
24 25 e 8 29 Friday Morning

Wednesday night.

Dealer or distributor Claim adjudication
Equipment repaired submits warranty claim process; Payment file Warranty d
under warranty into ServiceBench® for approved claims to Distributor
system sent to SAP
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Creating a New Claim

©) SERvICEBENTH
HoME | cLAIMS (ke JACTS | REGISTRATIONS  REPORTS  ADMIN |

SERY| EEEmE e PROCESSING SUPPLIER RECOVERY 1. Hover over the CLAIMS tab.
- CLAIMS MAIN Claim Hotlist Statements
Saved Claims Claim Inbox Performance . . .
Swrices o i SERVICES 2. Click on the Entitlement hyperlink.
ejected Claims alm Review . -
R parts eceipt - 3. Enter the Serial Number.
4.,

INPUT MAINTENANCE Product Search

e Hit “Enter” or click on the SEARCH ENTITLEMENT
RETURNS - button

Rt (=) SERVICEBENCH :

HOME | CLAIMS | CONTRACTS | REGISTRATIONS | REPORTS | ADMIN |

ENTITLEMENT SEARCH

Return Req

Service Administrator United Technologies Corporation
E Model Number

Serial Number* A191060234

[l+ First Name

[+ Last Name

= Phone

= Service Contract Number

CHECK ENTITLEMENT

= Install Date

= Application Type | Select Application Type A

4

SEARCH ENTITLEMENT

Images are for illustration purposes only; model number(s), serial number(s) may not be applicable to your business.
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Creating a New Claim

Images are for illustration purposes only; model number(s), serial number(s) may not be applicable to your business.
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(&) SERVICEBENCH

HOME | CLAIMS | CONTRACTS | REGISTRATIONS | REPORTS | ADMIN |
S . IT the unit has not been registered, you will need to enter the

ENTITLEMENT SEARCH Installation Date and Application Type.

Service Administrator United Technologies Corporation 6

B . Verify that the warranty for the part in question is still active
(Note: Check Product History to avoid duplicate claims).

[+ First Name

[+ Last Name

= pnone 7. Click on the START NEW CLAIM button.

= Service Contract Number

8. Enter the appropriate Service Provider ID or Account Number.
e (If your dealers are set up in the system you will use their ID or
account. If your dealers are not set up, you will use your
proe e DO M 05 GAS PR BIK FOR RAYF OLE company’s ID or account.)

Discrete Model Number: NSDSEDE01714A1
Serial Number: A1910680234

T 9. Click SELECT SERVICE PROVIDER.

- () SERVICEBENCH
HOME | CLAIMS | CONTRACTS REGISTRATIONS | REPORTS | ADMIN |

NEW CLAIM - ENTER A SERVICE PROVIDER

Either select the Service Administrator or Service Provider account number OR enter the ServiceBench Service Provider Id.

= Application Type | Owner Occupied Residential v

BTSuIDUTor STINE:
Replacement Of Model(s):
Replacement Of Serial Number(s):

Warranty Information

‘Original

Application Type Equipment Component Code ‘Warranty Length I":::ﬂ’ Warranty Warranty
‘Owner

T Start Stop Service Administrator UTGC - United Technologies C tion Account Number
IcP ALL ALL Primary Heat Exch- 20 years 0112M9 0810172019 06/01/2039 _or-
Furnace
Standard Parts Warranty 5 years DG/ /2024 a Service Provider ID

7

SEARCH ENTITLEMENT START NEW CLAIM NEW PRODUCT REGISTRATION

‘SELECT SERVICE PROVIDER GANGEL
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Standard Claiming

(&) SERVICEBENCH

HOME | CLAIMS | CONTRACTS | REGISTRATIONS | REPORTS | ADMIN . . . .
mL|W | L | 10. Your dealer’s information will be populated based on their

WARRANTY CLAIM account number

Claim Number

85T — +~ | 11. The Model Number* and Serial Number carry over from the

Claim Date

SIS E——— T — ENTITLEMENT SEARCH Screen

* PAPER CLAIM **[NO_ ¥

o T — 12. Select the Warranty Type* (we will use Standard Warranty in

Dealer i L XL Dealer Location e g, @ .
Distributor Distributor Location ¥ t h I S exa m p I e)
Dealer Name

Dealer Address*

City , State , Zip/Postal Code
Reference Number

Quality Heating / AC
21265 Prospect

Pessrtin 522 13. Enter the equipment Installation Date*

Additional Reference Number

LNSDSEDE-D‘\ 7144 Competitive Equipment

[ a— 13 14. Complete the CUSTOMER INFORMATION* section

Warranty Type * Standard Warranty ¥ | 1 2 Unit Installed/Startup Date 05102019
**+=* Hif the SAVE key to auto populate the unit registration information

EQUIPMENT INSTALLATION INFORMATION 14 15. Select the Application Type* and indicate whether this is the

Equipment Owner Company Name

E Model Number*

Serial Number

Installation Owner First Name Michelas Installation Owner Last Name Papageorgio Original EqUipment OWner*
e e 16. Enter the Fail Date* and the Repair Date*
JA— R 15 e PR o s v * |f the equipment has been registered or a claim has been

SERVICEDETALINRMATION processed previously, many of these fields will be already

Fail Date” D8/2520189 Repair Date * 06/27/2019

WW populated.

Images are for illustration purposes only; model number(s), serial number(s) may not be applicable to your business.
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Standard Claiming

b

a c " Replaced Replaced
- ‘F,:':" Failed Failed Part  Failed Part . E;ﬂ‘“"d Replaced Replaced Part Part Part Unit :;’r‘k :2',:
- Part Number Serial Number Install Date - Part Number Pan. T=cription Serial Invoice Disposition Price e
Part Quantity Part Quantity Nussber Numsber Up Exte
M | | [a0a03zkas | [11Aa11-a11] | | O 1 P COMPRESSCR,  [228822-8227 | |
AQADISKAB SCROLL @
0 [ [Eowes ] | | | = C— caprcoR | | |
3301000213 |

o | || | | | | | O E | || || | 1
o | | [ | | ] | ] O _]P || | | | | L ]

17. Complete a part line for each part being claimed for the repair.
a) Only one part should be marked as the “Causal Part”. The Causal Part is the part that most likely caused the failure.

b) “Failed/Replaced Part Serial Number” only needs to be completed if you are claiming a compressor. Otherwise, leave it
blank.

c) “Failed Part Install Date” should be left blank on Standard Warranty claims. It should only be completed when claiming
Service Parts (more on this later).

d) Use the magnifying glass to search for the proper Replaced Part Number.
e) Leave Unit Price as it is.
After completing the parts section, click SAVE at the bottom of the claim.

Images are for illustration purposes only; model number(s), serial number(s) may not be applicable to your business.
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Standard Claiming

(&) SERVICEBENCH
HOME | CLAIMS | REGISTRATIONS  REPORTS | ADMIN

Claim Inbox * Claim Review * Product History * Printer Version * Manage Attachments

WARRANTY CLAIM

- = . After you SAVE, you will see any claim errors that need to be
S = addressed at the top of the claim screen

** SAVE ERRORS **
[ Description Detail Line

Defect Cote Requires.
Disgnoss Requres 1 9

. The Component Code will auto-populate based on the
selection of the Causal Part

QUALITY INFORMATION

v 20. Provide a complete Diagnosis by answering the 3 questions
Gas Fumace Fuel @

it or correct problem?
rounded and the capacitor was blown. Replaced both and the unit is now operating.

21. Select the appropriate Defect Code based on component code

22. You may enter a comment on the claim if there is any
additional detail or explanation to provide

Defect Code | C513 - Grounded ~

23. Do not enter anything in this section — it is not used for
standard claims

24. Before you click SUBMIT:

* click the SAVE button one last time — if there are any
claim errors at the top of the claim screen, you will need
to address them before submitting your claim

Click SAVE to save a draft of the claim. Click Submit to process the claim.

New Comment

‘ Internal v

» after you have reviewed the claim and addressed any
24 errors, you can click SUBMIT

NEW - SAME CUSTOMER NEW- SAME REPAIR SAVE DELETE CLAIM SuBMIT SAVE COMMENT PRINT

Images are for illustration purposes only; model number(s), serial number(s) may not be applicable to your business.
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Required Part Return Example

() SERVICEBENCH

HOME | CLAIMS | CQ3 EGISTRATIONS | REPORTS | ADMIN

Related By Invoice

[ =g NI TP T NE TR T E 3 WO E T

Claim Inbox * Claim Review * Product History * Entitlernent * Printer Version * Manage Attachments

MCRISW-SINIT L (Y8 R U
Replacement Approved Amou Reguested Replacement Amount

Mumber of Part Lines

Failed Part Failed Part
Serial Number | Install Date

340481-780 340451-T86 INVERTER KIT,

T (v11)

3307437

Claim Error: MOME

“UALITY INFORMATION
o - I el

Images are for illustration purposes only; model number(s), serial number(s) may not be applicable to your business.
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Parts Packing List Example

Carrier

(&) SERVICEBENCH

HOME | CLAIMS | CONTRACTS | REGISTRATIONS | REPORTS | ADMIN |

Retum to Claim

PACKING LIST

Packing List

FROM 10

e CARRIER CORPORATICN
WL St Wee ATTN SPECIAL REQUEST PARTS 7304 WEST MORRIS ST
g 159 et INDIANAPOLIS, IN 46231
Claim Model Model Serial Number Unit Install/ Startup Date Failed Date
WA OO NIRRT IO OO
CRMTDPL1E 25WNAB3IBA003 JB16E03839 08-0CT-2018 10-JUL-201%

Claim Reference Number CRMTDPL1G

E”;'}ﬁ"" Tracking Number L Quantity Part Description Part, Part Serial Number, Quantity

’ 240451 1 INVERTER KIT, 3T

7E0HRCD o A A (WE
1

340481.786

Diagnosis (Service Performed) : MO COOL CALL. FOUND INVERTER MOT WORKING. REFLACED INVERTER
Distributor Location :

&)

N GENERATE PRINTABLE VERSION

Images are for illustration purposes only; model number(s), serial number(s) may not be applicable to your business.
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Standard Claim with DOA Lab

arrier

3.1.2 Residential Dead on Arrival (DOA)

Introduction This topic covers the DOA policy, as the policy applies to residential
applications only, including:

WARRANTY CLAIM

Claim Number

Account Number
Background of the DOA Program

Claim Status

Eligibility for the program — Claim Date
Compensation allowances L
DOA Compressor Program

Replacement processes, and
Minor residential component repair.

. 8 0

Start a Standard claim as you normally would through
Entitlement (see pages 23-27).

Background of The DOA Program is a Company sponsored program not a warranty

the DOA program. The program is Service Administrator Information section
Program Warranty Policy Code: DLS Part Multiplier: .328 " . - ° ” . -
+ Intended to provide relief to the channel and customers in the first ERBI: 1- 3-102 ReSIdentlaI Dead On Arrlval (DOA) pOIICY IS frOm

30 days in the event that the failure was caused by a manufacturing
defect

+ Not intended to cover poor installations or misapplications.

& Dealer participation in the DOA program is at the discretion of the
distributor and is managed through the ServiceBench™ warranty

.,e the Service Providers Manual (aka, SPM) found on

Distributor

e HVACpartners.

system p—
) Serial Number . .. . .
. o - - o o == | 2. Repair Type Descriptions and Allowances are found in this
Eligibility To be eligible for this program, an original component must fail within 30 *= Hit the SAVE key to auto populate the unit registration information

days of initial start-up/installation in the finished goods equipment. t b |
EQUIPMENT INSTALLATION INFORMATION a e .
Equipment Owner Company Name

?nmpens::inn Compensation will be based on program allowance amounts. I"smmfo"ov:‘::i,m"ame ° Minor residential Com ponent repair is $37.50 paid to the
Repair Type Description o w; i —— Distributor; however, the Dealer gets reimbursed $75.00.
DOA Minor Component 5$37.50
DOA C{Tmpn:ssfn.r AC HP SPP 1-5 Tons §325.00 .
Lo FEP e 3. Inthe QUALITY INFORMATION section of the
DOA SPP Heat E A inized Steel 5 325.00

QAT FORATON ServiceBench claim, for Labor Repair Type*, select the
Model Location

appropriate DOA code from the drop down list.

Continued on next page

Gas Furnace Fuel

Labor Repair Type *

3.1.2 Residential Dead on Arrival (DOA), Continued T

Why was the service call
What was found to be wrong®
?Nnat was done to repair unit or

NO DOA LABOR
problem?

DOA MINOR COMPONENT

G i R P ‘ DOA PRIMARY HEAT EXCHANGER ‘
Auwr.“ce, Repair Type Description CBP Program DOA LEAK REPAIR COIL 1- 5 TONS
continued ’ Allowance Defect Code *
DOA SPP Heat Exchanger Stainless Steel $325.00 I o - iR vALVES = ==
DOA Leak Repair Tubing £ 150.00 s Requested Approved
- %: tzi :ﬁp:g’ \clz:lv?s Tons : é;g% DOA COMPRESSOR AC HP SPP 1 -5 TONS © Total Parts $0.00

Labor Hours — 00

Labor Rate

Note: Field Service Materials and Refrigerant are included in the program
allowance amounts

SECONDARY HEAT EXCHANGER Labor Amount
DOA LEAK REPAIR TUBING

Out of Warranty - Labor
Tax Amount(For U.S Claims Only)

Images are for illistratio modelnd ) a-Aemb Y16 2
ServiceBench® and the ServiceBench logo are registered trademarks of Asurion, LLC. 2 7
Presentation and training material developed by the Warranty Process Team_Jan2020




Bulletin Claim

() SERVICEBENCH
HOME | CLAIMS | CONTRACTS | REGISTRATIONS | REPORTS  ADMIN |

Claim Inbox * Claim Review * Product History

WARRANTY CLAIM

Claim Number

Start a claim as you normally would through
e G s e Entitlement (see pages 23-25); below are the things you

Claim Date
EE B T o o el Claim Submitted Date

e e need to be aware of that are different from entering a
“standard” claim.

= PAPER CLAIM =|NO ¥

Manufacturer wIm .

Dealer e t AT > e Dealer Location e RE N e 0

Distributor Distributor Location r

Dealer Name Quality Heating / AC . . . . .

e Accress 1. Select Bulletin as Warranty Type; review bulletin claiming
City , State , Zip/Postal Code Pleasantville |4 50225 . . . .

Reference Number Additional Reference Number I n St r u Ct I O n S If a p pI |Ca b | e

E Model Number* NIDSEDSD1T14A Competitive Equipment

Stock Unit

2. Enter the applicable Bulletin Number

057102019

Warranty Type * Bulletin T ro Unit Installedi Startup Date
00 PHENT NSTALLATION IEORMATION Note: Specific claiming instructions will be provided on the
Eaaiomart Omner Compony Mg Bulletin depending upon the issue; be sure to only claim what

is covered according to the service bulletin.

SV ILE L THFURIVIAT o

Fail Date* DE/25/2019 Repair Date * D&/27/2018
Optional Contract Number o CCS/DS0 Job Number

Operating Letter Number

Bulletin/Authorization Number SB1500104A Credit Card Payment

=== If the unit has been replaced fill in the New Model and Serial fiel

Replacement Medel Number Replacement Serial Number

Replacement Invoice Number Replacement Unit Price

Replacement Digposition Replacement Mark Up

Replacement Approved Amount Requested Replacement Amount

Number of Part Lines 4

P e e (raeew (2 0 e e mn e e

Images are for illustration purposes only; model number(s), serial number(s) may not be applicable to your business.
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Preauthorization Claim

() SERVICEBENCH

HOME | CLAIMS | CONTRACTS | REGISTRATIONS | REPORTS | ADMIN |

Claim Inbox * Claim Review * Product History

WARRANTY CLAIM

Claim Number

Account Number

Ll e Claim Status
Claim Daie

Claim Submitted Date
Amount Approved

2 SR BEP NN RIS ReFT R

** PAPER CLAIM = | NO ¥

City , State , Zip/Postal Code
Reference Number

Pleasantvills |4 50225

Additional Reference Number

2 model Number NODSEDEDIT14A Competitive Equipment
Serial Number A191080234 1 Stock Unit
Warranty Type * Preauthorization ¥ 1 Unit Installed/Startup Date 0S/10/2019

=+ Hit the SAVE key to auto populate the unit registration information

EQUIPMENT INSTALLATION INFORMATION

quipmEekCuzer Somp

SERWCMBETAIL inrORMATION
Fail Date* DE6/25/2018 Repair Date * D&/27/2018
Optional Contract Number

Operating Letter Number

Bulletin/Authorization Number TB123458

*===2 |f the unit has been replaced fill in the New Model and Serial fields’
B

Replacement Medel Number

CCS/DS0 Job Number

Credit Card Payment

Replacement Serial Number

Replacement Invoice Number Replacement Unit Price

Replacement Digposition Replacement Mark Up

Replacement Approved Amount Requested Replacement Amount

Number of Part Lines 4

i - =

Manufacturer L

Dealer L ¢ B Dealer Location e fFonE
Distributor Distributor Location r

Dealer Name Quality Heating / AC

Dealer Address* 21265 Prospect

Images are for illustration purposes only; model number(s), serial number(s) may not be applicable to your business.
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Start a claim as you normally would through
Entitlement (see pages 23-25); below are the things you

need to be aware of that are different from entering a
“standard” claim.

On rare occasions you may find it necessary to reimburse the
service provider for a part or labor that is not covered under
warranty. On these rare occasions these warranty claims will
need to be handled through the empowerment

process. Contact the technical service advisor at your
distributorship for instructions and approval.

1. Select Preauthorization as Warranty Type; be sure the
claim matches the detail on the Authorization

2. The authorization # MUST match (if possible, copy/paste)

BEST Practice: Start claim and save prior to authorization, so
that the approver can copy Servicer, Model/Serial and Part
Detail if applicable directly from the claim, to avoid
discrepancy.



Unit Exchange Claim

) SERVICEBENCH

HOME | CLAIMS | CONTRACTS | REGISTRATIONS | REPORTS | ADMIN |

Claim Inbox * Claim Review * Product History

WARRANTY CLAIM

Claim Number

Account Number

e aa . Claim Status
Claim Date

Start a claim as you normally would through
Entitlement (see pages 23-25); below are the things you
need to be aware of that are different from entering a
“standard” claim.

BE e B B L SR s e

Claim Submitted Date
Amount Approved

** PAPER CLAIM = | NO ¥

Manufacturer L R .

Dealer Mo At s Dealer Location et B e e 8

Distributor Distributor Location hd

Dealer Name Quality Heating / AC

Dealer Address* 21265 Prospect

City , State , Zip/Postal Code Pleasantville |4 50225 1 S | U H E h g W y Typ
Reference Number Additional Reference Number * e eCt n It XC a n e a S a rra nt e
a Model Number® NSDSEDSD 7144 Competitive Equipment

2. Enter the Replacement Model Number

Warranty Type * Unit Exchange A Unit Installed/Startup Date 05102019

=== Hit the SAVE key to auto populate the unit registration informaticn

3. Enter Replacement Serial Number

EQUIPMENT INSTALLATION INFORMATION

Equipmept O Companygilame

Note: The Warranty Type will auto-correct to Unit Exchange
when a Replacement Model and Serial Number is entered. If
e filing against an Optional Contract, be sure to enter the
ButetnAutorzation Nurer Q creat cara payment e Dealer’s Cost of the Replacement unit. Also, do not enter

Fail Date* D8/25/2019 Repair Date * DE/27/2019

Optional Contract Number CCSI/DSO Jeb Number

Replacement Madel Number NSDSEDEDTT14A Replacement Serial Mumber

& unit has been replace in the New Model and Senal fislds anything On the part Iines.

Replacement Invoice Number Replacement Unit Price

Replacement Disposition Replacement Mark Up

Replacement Approved Amount Regquested Replacement Amount

Number of Part Lines 4

? Fadled o O a— :’ Rentaced | ., -, . - L =t — -
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Service Parts Claim

(&) SERVICEBENCH

HOME | CLAIMS | CONTRACTS  REGISTRATIONS = REPORTS | ADMIN |

Claim Inbox * Claim Review * Product History

WARRANTY CLAIM

Claim Number
Account Number
Claim Status

[t ]
Claim Date

Claim Submitied Date

Amount Approved

LR R R T S R Y

** PAPER CLAIM = | NO_ v

Manufacturer L
Dealer s T g Dealer Location g AF onE 0
Distributor Distributer Location hd

Dealer Name
Dealer Address*
City , State , Zip/Postal Code

Quality Heating / AC
21265 Prospect
Pleasantville 1A 50225

Reference Number Additional Reference Number |

a Model Number* MNIDSEDSD1T14A ¥ Competitive Equipment

Serial Number A181060234 Stock Unit

Warranty Type = Service Parts v 1 Unit InstallediStartup Date D05/10/2019

=== Hit the SAVE key to auto populate the unit registration information

EQUIPMENT INSTALLATION INFORMATION

SN IL L) R P

Fail Date* 06/25/2019 Repair Date * 06/27/2019

Optional Contract Number CCS/DSO Job Number
Operating Letter Number

Bulletin‘Authorization Number Credit Card Payment

*==* If the unit has been replaced fill in the New Model and Serial fislds
Replacement Model Number Replacement Serial Number

Replacement Invoice Number Replacement Unit Price

Replacement Disposition Replacement Mark Up
Replacement Approved Amount

Number of Part Lines 4

Requested Replacement Amount

Failed Part Failed Part

Serial Number | Install Date

- Replaced
ompetitor | Part Part Number

[«
Part Quantity

o) 1 1185268 6272019 1 a GCAPAGITOR
3 1185268
]magegare or 1l ation purpnoses onls: model numbe arial numbe may not be 3 3
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Start a claim as you normally would through
Entitlement (see pages 23-25); below are the things you
need to be aware of that are different from entering a
“standard” claim.

A Service Parts claim is when the unit is out of the
manufacturer’s warranty. The part was purchased “over-the-
counter” and receives a one year part warranty from the date
it was installed.

1. Warranty Type must be Service Parts

2. Competitive Equipment box must be marked if the part
was installed in a competitor unit

3. Failed part install date must be entered on the part line

Note: Refer to Parts Operational Manual (POM20-416 / POM
File: 416 / Replacement Components Service Parts Warranty)
for special coverage on Factory Authorized Parts.



Optional Contract

() SERVICEBENCH

HOME | CLAIMS | CONTRACTS | REGISTRATIONS | REPORTS | ADMIN |

Claim Inbox * Claim Review * Product History

WARRANTY CLAIM

Claim Number
Account Number

7310 W MORRIS 5T i Status
INDIANAPOLIS, IN 46231-1355 UNITED STATES Claim Date
317-243-0851 Claim Submitted Date

Amount Approved

Start a claim as you normally would through
Entitlement (see pages 23-25); below are the things you
need to be aware of that are different from entering a

= PAPER CLAIM = [ NO_ ¥

Manufacturer UTG - United Technolegies Carperation /o V4 .

Dealer 884557968 - TEST DEALER - DO NOT DELETE Dealer Location 987654-31194 - TEST DEALER - DO NOT DELETE ¥ Stan dard C/alm .

Distributor Distributor Location hd

Reference Number

9 ocer o = Compeine Equpment 1. Select Optional Contract as Warranty Type
Serial Number 27T18E1 ] Stock Unit

Warranty Type * Optional Contract v 1 Unit Installed/Startup Date DS/DS/2018

***=* Hit the SAVE key to auto populate the unit registration information

g

Enter the appropriate OEW Contract Number

EQUIPMENT INSTALLATION INFORMATION

Equipment Owner Company Name

w

—— . Always enter the Dealer’s Purchase Price

Installation Address* il Bl B Address Line 2

Installation Owner First Name -

City, State/Province, Postal Code*
Country *

Email

Phone 1 pmsamn Phone 2

o e — - Note: This process only applies for Contracts sold by

SERVICE DETAIL INFORMATION Carrier prior to 2013. For Contracts purchased after 2013

e [ 2 i R through a 3" party vendor, contact information can be

Bulletin/Authorization Number Credit Card Payment fo u n d O n t h e E ntit | e m e nt SC re e n .

**+=* |f the unit has been replaced fill in the New Model and Serial fiekds

Replacement Model Number Replacement Serial Number

Replacement Invoice Number Replacement Unit Price

Replacement Disposition Replacement Mark Up

Replacement Approved Amount Requested Replacement Amount
Number of Part Lines 4 3
" Replaced Replaced
? Causal | F2led | pgjeq FailedPart | Failed Part 3 Competitor | REPIaced | popyacoq Replaced Part Part Part unit k
Part - Part Number Serial Number | Install Date Part - Part Number Part ipti Serial Invoice Disposifion | Price
B e Number Number H
Ld 1 P231-8074R 1 1234567850 10.48

P231-8074R#RCD
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Attaching Documents to Claims

() SERVICEBENCH
HOME ‘ CLAIMS | CONTRACTS | REGISTRATIONS = REPORTS ‘ ADMIN

Return To List * Product History * Entitlement * Printer Version * Manage Attachments o

WARRANTY CLAIM

Claim Number
Account Number
" Status

1. Click Manage Attachments link at the top of the claim
form.

2. Click CREATE NEW button.

) SERVICEBENCH
HOME = CLAIMS = CONTRACTS = REGISTRATIONS | REPORTS = ADMIN

Edit Claim * Deleted Attachments Audit

MANAGE ATTACHMENTS: CLAIM CRMEXESE
o No results found

SEARCH CRITERIA
Attachment Name {}

Date Attached From »=
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Attaching Documents to Claims

¢ Open

m'|- Déskt;:-: - - | 4 | | Search Desktop

Organize * MNew folder =~ 0 @

ol

-

MName Size

You should see your file name here.

0 Favorites b
|| Cust_Care_Center |"& warranty_certificate_GBMTL0901714A1 309 KB
Bl Desktop d Wireshark-win64-2.4.3 56,532 KB 2
& Downloads [#] RMProcess - Shortcut 1KB
| Recent Places B setup 56489KB
[ RDS Migrated Data 1KB
7l Libraries Irmpact QM WFO 1KB
@ Documents {33 CMS Supervisor R17 -- English 2KB
& Music BE C10 - Shortcut 2KB I H H
[ Pictures [zL Leave Behind Documents 2KB 3' ClICk On Choose Flle bUtton
B vVideos (2| Microsoft Office 2010 Training Resour... 2KB
) email olders 9218 - 4. Select your file from your computer.
18 Computer AI202430 Sl ] | ’
File name: warranty_certificate_G8MTL09(, ’A” Files '] 5 Cl H
. Click Open.
Open |v] ’ Cancel ] p

) SERVICEBENCH
HOME | CLAIMS | CONTRACTS = REGISTRATIONS = REPORTS | ADMIN |

< BACK TO LIST Edit Claim

CREATE ATTACHAARUT: CLAIM CRK2L4RM6

ATTACHMENT FORM
Attachment* warranty_ce... 1714A1.pdf

Comment

Click SAVE.

Images are for illustration purposes only; model number(s), serial number(s) may not be applicable to your business.
ServiceBench® and the ServiceBench logo are registered trademarks of Asurion, LLC. 3 4
Presentation and training material developed by the Warranty Process Team_Jan2020



Attaching Documents to Claims

) SERVICEBENCH
IMS | CONTRACTS | REGISTRATIONS | REPORTS | ADMIN

* Deleted Attachments Audit

MANAGE ATTACHMENTS: CLAIM CRK2L4RM6

SEARCH CRITERIA

Attachment Name {}

Edit C13

8. Confirmation that document has been attached; note
you can view the attachment by clicking the paperclip
icon, or you can delete the attachment by clicking the
IIXII.

9. Click on the Edit Claim link.

ttached From ==

File Size +Date and Time Attached

m warranty 309KB 22112017 9:22 AM EST Tom Bersani
certificate_GEBMTLO901714A1 pdf

Attachment Name

10. The attachment will be a link at the bottom of the claim.

Bersani,

ATV O RRAF nEnpe
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Claim Submittal

() SERVICEBENCH

HOME | CLAIMS ‘ CONTRACTS ‘ REGISTRATIONS | REPORTS | ADMIN

Claim Inbox * Claim Review * Product History * Entitlement * Printer Version * Manage Attachments

WARRANTY CLAIM

1. Claim number, status, amount, etc.

2. Reason for review.

Claim Number

Account Number

Ll Claim Siatus
Claim Date

Claim Submitted Date
Amount Approved

L B R B T

= PAPER CLAIM =

Reject Code * | Select Reject Code h | Reject Text |

Service Administrator Information section

Warranty Policy Code: ICPNSDSE Part Multiplisr: .325

Plan ID: Plan Type:
Review Items

35 - Always review claims for this operating letter.

sarnt

Manufacturer T R e —

Dealer BTN Dealer Location nE b4
Distributor Distributor Location nE b4
Dealer Name Cuality Heating £ AC

Dealer Address* 21265 Prospect

City , State , Zip/Postal Code Pleasantville |4 50225

Reference Number Additional Reference Number l:l
Model Number* Competitive Equipment

erial Number

Stock Unit

Images are for illustration purposes only; model number(s), serial number(s) may not be applicable to your business.
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Claim Submittal

tem Requested Approved 3. Claim reimbursement categories (found at the bottom

0.00 484 B9 .
© Total Parts 5 5 of the claim screen).
Labor Hours 0.0

Labor Rate
Labor Amount

L]
Freight Amount e |:|
Refrigerant Amount
Service Materials Amount |:| I:I
Drive-Up Time |:|
Drive-Up Amount
Diagnostic Hours |:|

[ ]

Diagnostic Amount

Admin Allowance Amount

Handling Fee

Total Amount 50.00 SEED 6D
Total Paid Amount

Servicer Amount 50.00
Distributor Amount SEE0.60

Images are for illustration purposes only; model number(s), serial number(s) may not be applicable to your business.
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Claim Submittal

&) SERVICEBENCH
HOME | CLAIMS | CONTRACTS | REGISTRATIONS | REPORTS | ADMIN |

Return To List = Product History = Entitlemment = Printer Version = Manage Attachments

WARRANTY CLAIM

Account Number
4 Claim Staius
Amount Approved

Rejected By

== PAPER CLAIM =

Reject Code * 04 - Qut of Warranty Reject Text Cut of Warranty - Partsf/Labor. |

4. Claim status = Rejected

5. Reason for Rejection

Images are for illustration purposes only; model number(s), serial number(s) may not be applicable to your business.
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Claim Number CREZLAWRL

198382
Rejected

Claim Date 02/20/2017
Claim Submitted Date 02/20/2017

Date Rejected 02/2002017

System




Warranty Claim Status

PAID

* PAID — Claim has been approved and reimbursement has
been made to the distributor.

APPROVED

* APPROVED — Claim has been approved and waiting to be
processed through the weekly payment cycle; (typical
payment cycle = claims approved Thurs thru Wed are paid
on Friday).

* REQUIRES REVIEW — Claim has been sent to either the
distributor or Carrier for review and disposition.

* REJECTED — Claim did not meet all of the system (policy)
validations or lacked required information.

* CORRECTED — Rejected claim has been resubmitted on a
different claim number.

* SAVED — Claim has been initiated by dealer or distributor
but has not been submitted.

* CLOSED — Claim remained in a SAVED status for more
than 120 days; system automatically closed the claim.

Images are for illustration purposes only; model number(s), serial number(s) may not be applicable to your business.
ServiceBench® and the ServiceBench logo are registered trademarks of Asurion, LLC. 3 9
Presentation and training material developed by the Warranty Process Team_Jan2020



Checking Claim Status

) SERVICEBENCH
HOME | CLAIMS | CONTRACTS | REGISTRATIONS | REPORTS | ADMIN |

SERVICEBENCH MAIN MENU

QUICK LINKS PRODUCT SUPPORT

) SERVICEBENCH
HOME | CLAIMS | CONTRACTS REGISTRATIONS | REPORTS ~ ADMIN |

SERV Search by Claim ID PROCESSING SUPPLIER RECOVERY
CLAIMS MAIN Claim Hotlist STatements
R Saved Claims Claim Inbox Performance Summary
Submitted Claims Distributor Ry SERVICES
Rejected Claims Claim Review Import
Approved Claims Claim Preautn Export
Export External Claims Parts Receipt Payments
INPUT MAINTENANCE Product Search
Entitlement Reference Mumber Maintenance
RETURNS

Images are for illustration purposes only; e e e y
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Claim Review - is used for locating and managing claims. You
can insert up to 5 claim numbers (separated by a semicolon

[;]) for a basic search. You can search for all claims based on
entered criteria, not just those in review status. Claims can

be located by using either the serial number, claim number,

or reference number. In this example, the search was based
on the claim number.

1. Click on Claim Review link Under QUICK LINKS on the
home page dashboard.

OR

2. Hover over the CLAIMS tab, and click on the Claim Review
hyperlink.



Checking Claim Status

() SERVICEBENCH
HOME | CLAIMS ~ CONTRACTS | REGISTRATIONS = REPORTS | ADMIN

Claim Hotlist * Claim Inbox * By Consumer * Advanced Search

CLAIM REVIEW

To find claims based on additional fields, use the Advanced Se

3. Search by Serial Number (one at a time).

4. Search by Claim Number (up to 5 at a time, separated by
semicolon).

above
Service Administrator UTC - United Technologies Cor

Serial Number

5. Search by Reference Number (up to 5 at a time, separated
by semicolon).

6. Click SEARCH.

Claim Number{s) |CRHAINTVA K—ZQ
Reference Number(s) \9:

Transaction Number(s)

Images are for illustration purposes only; model number(s), serial number(s) may not be applicable to your business.
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Checking Claim Status

() SERVICEBENCH
HOME | CLAIMS | CONTRACTS | REGISTRATIONS | REPORTS ~ ADMIN

Claim Hetlist * Claim Inbox * By Consumer * Advanced Search

CLAIM REVIEW

To find claims based on additional fields, use the Advanced Search Link above

From the Search Results, you can view a specific claim by
Service Administrator UTC - United Technologies Corporation ClICklng the eye .icon' If d penCi| icon displays you Can access
Serial Number and ed't the C|a|m.

Claim Number(s) [CRHA3N1V4 . . L. " ”
7. View the claim by clicking on the “Eyeball”.

Reference Numbern(s)

Transaction Number{s)

Search Results

Account Service Provider | Claim Reference | Claim
Number Location Number Number Type

Service Provider Statu

Lol 837326645 - Hampton  13158- Hampton CRHA3N1V4 CRHA3M1WV4 Warranty  Paig
dgchanical Inc 31200 Mechanical Inc

Images are for illustration purposes only; model number(s), serial number(s) may not be applicable to your business.
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Claim Review—Advanced Search

) SERVICEBENCH
HOME | CLAIMS | CONTRACTS = REGISTRATIONS | REPORTS | ADMIN |

Claim Hotlist * Claim Inbox * Advanced Search

CLAIM REVIEW

To find claims based on additional fields, use the Advanced Search Link above

Advanced Search allows you to search in greater detail by
using multiple criteria such as: Service provider, Model
number, Part number, Claim status, Date ranges,
Authorization number, Bulletin number. You may search by
any combination of criteria and also customize how you want
the results to be displayed.

Service Administrator | Any v
Serial Number
Claim Numberis)

Reference Number(s)

1. Click on the Advanced Search hyperlink.

Transaction Number{s)

Images are for illustration purposes only; model number(s), serial number(s) may not be applicable to your business.
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Claim Review—Advanced Search

) SERVICEBENCH A
HOME | CLAIMS | CONTRACTS ~ REGISTRATIONS | REPORTS | ADMIN

WARRANTY ADMINISTRATION

CLAIM SEARCH

Claim Number | = Reference Number =
Transaction Number | = CRM Number | =
Serial Number = Service Job Dispatch Number =

ADVANCED CRITERIA
RANGED CRITERIA

) SERVICEBENCH A

HOME | CLAIMS | CONTRACTS | REGISTRATIONS | REPORTS | ADMIN |
WARRANTY ADMINISTRATION
SEARCH CLEAR
;
Claim Number = Reference Number =
Transaction Number = CRM Number =
Serial Number = Service Job Dispatch Number =
ADVANCED CRITERIA
Service A istrator = Any Service Provider Account Number =
Service Provider = a Distributor = BAKER DISTRIBUTING CO#172
Distributor Location = Any M Model Number = g
Part Number = Brand = Any
Claim Status =

' 3 Authorization Number =
Country = [approved ended Service Agreement Number =
Closed

List Size| = Corrected

List Fields | Duplicate Selecied -
Escal Iz_ned Amount Approved
Historical n Amount Submitied
Incomplete Claim Number
New I8 | Claim Status
Paid Date Approved
Part Varify a Date Submitted -
Pending - -
Rejected
RANGED CRITERIA Reauires Fart 4 ]
Saved
Transferred
Under Review
SEARCH CLEAR

Images are for illustration purposes only; model number(s), serial number(s) may not be applicable to your business.
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. Expand the ADVANCED CRITERIA section by clicking on

the II+II.

. You have the option of narrowing down different search

fields that are currently listed as “----Any----"; In the Claim
Status drop down, you can query by a particular claim
status. Note: You could review all of your Service
Provider’s saved claims using this method. Saved Claims
will be deleted after 120 days. These claims can be deleted
or edited and completed by clicking on pencil icon,
correcting any claim requirements / discrepancies that
may exist and then submitting.

. Expand the RANGED CRITERIA section by clicking on the

o, n
+°.



Claim Review—Advanced Search

(&) SERVICEBENCH
HOME | CLAMS  CONTRACTS = REGISTRATIONS | REPORTS | ADMIN |

WARRANTY ADMINISTRATION

CLAIM SEARCH

Claim Number = Reference Number =
Transaction Number = CRM Number =
Serial Number = Service Job Dispatch Number =

ADVANCED CRITERIA

5. You have the option of changing the fields you want to see

Service Administrator = Any v Service Provider Account Number =

e in your search (click on a field and use the blue arrows to
D Location = Any v Model Number = g o ” H
. move to “Selected” section, etc.).
P ' e tm———" 6. You can select a specific date range or leave it open.
st Flelas Authorization Numb:;me - n Amount Appmvedse‘ecmd - .
g“m 7. Click on the SEARCH button.
e oy
e Dispatch Number - n Qate Submitted -

RANGED CRITERIA
Submitted Date >= E) o= = Approved Date 3= @ = ®
Rejected Date >= E) == ®= Claim Date 3= @ o= ®
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Claim Review—Advanced Search

) SERVICEBENCH A
HOME | CLAIMS | CONTRACTS | REGISTRATIONS | REPORTS | ADMIN

ADVANCED SEARCH

CLAIM SEARCH
Claim Number = Reference Number =
Transaction Number = CRM Number =
Serial Number = Service Job Dispatch Number =

ADVANCED CRITERIA
RANGED CRITERIA

8. A list of the claims matching your selected criteria will be
shown.

Service

Service Provider Model Number Claim Status Amount Date Amount

Date
Provider Account Submitted Submitted Approved Approved
Number

CRLAVNYKY  B42873696-  435172- 1804413607 DLFSDAH18XAK#CP CRLAVNYKY  Saved
CASH SALE 111224
172

CRLAVNYMG 642873696-  435172- 1804A13607  DLFSDAH18XAK#ICP CRL4VNYMG  Saved

CASH SALE 111224
172

SEARCH  CLEAR
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Claims in Saved Status

) SERVICEBENCH
HOME | CLAIMS | CONTRACTS | REGISTRATIONS ~REPORTS | ADMIN |

SERVICEBENCH MAIN MENU

QUICK LINKS PRODUCT SUPPORT

1. To view Saved claims, click on the Claim Hotlist link under

the QUICK LINKS section of the SERVICEBENCH MAIN
MENU, or hover on the CLAIMS tab and select the Claim
Hotlist link

() SERVICEBENCH
HOME | CLAIMS | CONTRACTS | REGISTRATIONS | REPORTS | ADMIN

SERV \ PROCESSING SUPPLIER RECOVERY
GLAIMS MAIN Claim Hotlist Statements
Saved Claims Claim Inbox Performance Summary
U Submitted Claims Distributor Review SERVICES
0 Rejected Claims Claim Review Import
Approved Claims Claim Preauthorization Ex‘: [
Export External Claims Parts Receipt Pa\;'mems
INPUT MAINTENANCE Product Search

Entitlement Reference Number Maintenance

New Claim From Dispatch/Job

RETURNS
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Claims in Saved Status

(&) SERVICEBENCH

HOME | CLAIMS | CONTRACTS | REGISTRATIONS REPORTS ADMIN |

SERVICE PROVIDER SELECTION

= AccountNumber [ |

I+ serviceBencnio | | {} Name ]

= Status

I i |: B sueprovincs ‘: 2. If you know the Account Number, Name, etc., you

- can enter it in the appropriate field(s) and SEARCH.
Otherwise, hit SEARCH to select the appropriate

Sk Account from your company’s SERVICE PROVIDER

HOME  CLAIMS | CONTRACTS | REGISTRATIONS | REPORTS | ADMIN listing.

SERVICE PROVIDER SELECTION 3. Click on the check mark next to the appropriate

= Account Number l:l
[+ serviceBench ID l:l {} name l:l ACCO u nt'

= status

I+ city [ = stateProvince | |

= Country [ ]

Account Number | ServiceBench ID | Name i State/Province | Country
g0 1001256163 A& C HEATING & AIR LLC DELTA AL UNITED STATES
3 ko 1001350223 LANEY AIR CONDITIONING CO. INC ANNISTON AL UNITED STATES
100MEI030 1001350879 THE STEWART PERRY CO BIRMINGHAM AL UNITED STATES
109941-583030 100135085 J & M HOME SUPPLY ELKTON ™ UNITED STATES
107258-593030 1001354885 LAKESIDE HEAT & AIR WEDOWEE AL UNITED STATES
110132593030 1001354320 SOUTHERN COMFORT HEATING & AC JACKSONVILLE AL UNITED STATES
110760-503020 1001321114 DOYAL CONTRACTORS INC ONEONTA AL UNITED STATES
103608503030 1001382314 JOHNSON CONTROLS HOOVER AL UNITED STATES
102824503030 1001383751 ADVANGED MECHANICAL SERVICES ORLANDO FL UNITED STATES
110522-603030 1001388449 CAMPBELL HEATING & AIR CONDITIONING  JACKSONVILLE AL UNITED STATES
SEARCH CLEAR Page of 131
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Claims in Saved Status

Service Administrator UTC - United Technologies Corporation  Service Provider _

7 ence Number | Authorization Number | |

Reference Number Claim Date Amount Submitted

B CRMSC45FL 535226 Warranty Saved 05M17/2019
8 CRMBD5B18 6373651 Warranty Saved 0B/24/2019

4. Click pencil icon to open claim for completion.
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Claims in Distributor Review

Distributor Service Provider Profile

(&) SERVICEBENCH
HOME = CLAIMS | CONTRACTS = REGISTRATIONS = REPORTS =~ ADMIN

(BACKTOLIST

Audit List

Explanations for Distributor Editable Fields

If this field is set to YES, the claim submitter will be requiredto
enter the invoice number of the replacement part that was
purchased

If this field is set to YES, the service provider will receive a
message to return all failed parts on a claim; they should be
returned to the distributor

If this field is set to YES, the distributor will be requiredto
create a preauthorization anytime a complete unit exchangeis
claimed

If this field is set to YES, any claim with a warrantytype of
STANDARD will be routed to the distributor foradditional
review and disposition

If this field is set to YES, any claim with a warrantytype of
PREAUTHROIZATION will be routed to the distributor for
additional review and disposition

If this field is set to YES, any claim with a warranty type of
SERVICE PART will be routed to the distributor for additional
review and disposition

If this field is set to YES, any claim with a warranty type of
BULLETIN will be routed to the distributor for additional review
and disposition

) SERVICEBENCH
| HOME | cLams @i

SERV |search b

ACTS | REGISTRATIONS | REPORTS | ADMIN |
ID PROCESSING

CLAIMS MAIN Claim Hotlist
Saved Claims Claim Inbox mance Summary
submitted Claims

Rejected Claims Claim Review Impo
Approved Claims Claim Preauthorization -

rt External Claims Parts Receipt

INPUT MAINTENANCE

nce Number Maintenance

Distributor Review SERVICES

Payments

Product Search

Entitlement

RETURNS

eturn Request Qualification

F
Return Re

rn Request Search

quest Inbox

UNITED TECHNOLOGIES CORPORATION DISTRIBUTOR SERVICE PROVIDER PROFILE
51023833 . A——— -
TaxiD Distrbutor 565705203 -
Dealer Account Number Wi Account Number 503030
Sarvicer Type SAP Bill o Account
Dealer Name Active [yesv]
ContactFirst Name [— ContactLast Name [E—
Address 1 Address 2
City, State/Province, Zip/Postal Code *
County Country UNITED STATES
Phone Fax
i [ ] AweysReviewprmonatonciime
womemTTTm— [ E5 ¥/ vommOCT—" (10 /|
ToTEmCTOwE— [ 25 V| | Authorization Required for Unit Exchange O v
e RGN [C - Disbutor Reviow Sancard Coms
ot e AP [ |
Distributor Account Region
T e — o
Fr————— T — No
[T Currency Code uso
Volid Service Agreement ves Always Review o
i — O P —
Hr————————— i ———————
High Claiming Deater o HVAC Partners D
Warranty Analyst Waranty Anaiyst 1 Distributor Review Bullstin Claims | %0 v
Distrbutor Review Service Part Claims |%* | RGO [Fiesse Seect v |
House Account o
Imported through HVACpartners
Snt—————— :g I Distributor editable fields
Carrier editable fields
Not applicable
ServiceBenc
Presentation and training material developed by the Warranty Process Team_Nov.2019
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1. Hover over the CLAIMS tab.

2. Click on the Distributor Review hyperlink.



Claims in Distributor Review

() SERVICEBENCH A
HOME | CLAINS | CONTRACTS | REGISTRATIONS | REPORTS = ADMIN
Claim Inbox * Claim Review * Claim Review Import
CLAIM DISTRIBUTOR REVIEW
Service Administrator | Any v

Claim Submit Date From To

Service Provider State(s)/Province(s) Account Number (B service Provider

Service Provider Location ALL
Claim Number Reference Number Serial Number

Authorization Number Last Modified Date
Auto Approved |ALL ¥
Review Codes
Country v
Exclude Account Numbers

3. Click on SEARCH to display all claims requiring your review.

Exclude Warranty Type Codes
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Claims in Distributor Review

() SERVICEBENCH A
HOME | CLAINS | CONTRACTS | REGISTRATIONS | REPORTS = ADMIN

Claim Inbox * Claim Review * Claim Review Import

CLAIM DISTRIBUTOR REVIEW

Service Administrator | Any v
svcsproviger || asount [ | O servcepromaer ||
State(s)/Province(s) Number
Service Provider Location ALL
Number h I . . . d- -b .
o ] I — 4. Reason the claim is in distributor review queue.
Date
Auto Approved | ALL ¥ Review 07 - Always review claims for this medel. -
Reasons |02 - Always review claims for this unit . o" 177 ° .
e — 5. Click on the “pencil” icon to access the claim scree
. Clickon ncil™ icon | reen.
Country v 05 - Always review claims for this TOS code. -

Exclude Account |
Numbers

L —
Codes

Service i Authorization | Date Account Country | Amount
Administrator Number ‘Submitted | Number ‘Submitted

United Technologies  CRK2VHWKG WCA3364GKA X122668374 021152017 18960~ UNITED 56 - Failed Serial Syntax does not match Failed Part  28-MAY-
Corporation 111224 STATES 2017
United Jechnologies  CRKZVHWNY  R2A336GKR  X132875077 02/23/2017 18960~ VK UNITED 56 - Failed Serial Syntax does not match Falled Part  23-FEB-
111224 STATES 2017
jes CRK2ZVHWNX WCA3482GKR X132975076 020232017 16960~ VK UNITED 56 - Falled Serial Syntax does not match Falled Pat  23-FEB-
111224 STATES 2017
SEARCH
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Claims in Distributor Review

() SERVICEBENCH
HOME ‘ CLAIMS = CONTRACTS | REGISTRATIONS | REPORTS ‘ ADMIN

Next In List * Return To List * Product History * Printer Version *

WARRANTY CLAIM

Manage Attachments

‘Claim Number CRK2VHVKG
746802598 - HENSLEY™S AIC & REFRIGERATION Account Number 16060-111224
1096 WILLIAMSON CREEK RD

Claim Status Requires Review

Claim Date 0211512017 |
Claim Submitied Date 021512017 |

]

PISGAH FOREST, NC 28768-9579 UNITED STATES
1848-877-5217

Reject Code * | Select Reject Cade

* | Reject Text

Approval Code *  Approval Text

Service Administrator Information section
Warranty Policy Code: IPLSS1010 Part Multiplier.
Plan ID: Plan Type:
Review ltems  Group: A

56 - Falled Serial Syntax does not maich Failed Part

Manufacturer UTC - United s Corporation

6. Reason the claim is in distributor review queue.

Dealer 746302538 - HENSLEY"S A/C & REFRIGERATION

Dealer Location ‘ 746302508 - HENSLEY"S A/C & REFRIGERATION v ‘

Distributor 565770958 - BAKER DISTRIBUTING CC #172
Reference Number |CRKZVHVKG

e — 7. Make the necessary correction (i.e., correct the serial
2 Wodel Number*

('] Competitive Equipment n u m b e r.)
Serial Number [ stock Unit *
Warranty Type * Standard Waranty

=+ Hit the SAVE key to auto populate the unit registration information

Location | 111224 - BAKER DISTRIBUTING CO #172 v |

Unit Installed/Startup Date 08/15/2013

8. Click SUBMIT button.

guipment Owner Compal

Replacement Approved Amount Requested Replacement Amount

Numberof PartLines [ |

@

o 2 Replaced Replaced

o = Failed Failed Part | Failed Part Gt Replaced Part Part Part Unit
ausal _ Part Number Serial Number | Install Date ompetitor Part Description Serial Invoice Disposition | Price

Part | Quantity Part ity Number Number

o COMP ZP29KSE-  [18D62A08L | |
zPaskeEPFVa30 | P V830

T

0.00

| [zP2sKsEPFv130| (4528196718 | 7

Claim Error: NONE
e 4 - i

. - F N

e AN T satmetr T N e PN TN T N e T T N e AT e A

New Comment

Internal v

NEW - SAME CUSTOMER NEW - SAME REPAIR SAVE SUBMIT SAVE COMMENT

REIECT PRINT

]magesarefor/ ation purposes only, moael numbper(s), serial numpe ay not be applicable to your bu 5
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Manufacturer Claim Review

Claims may come to Carrier review but it doesn’t necessarily mean your claim is
going to be rejected. Claims may be reviewed for a number of reasons:

* Quality Directed * Financial Control Directed
. Repcleat Ireplai_rs on ars],gerial numfbegl e Shelf Life
(multiple claims within a specifie * Total claim amount greater than allowed
time period) maximum
* Excessive repairs on a serial number Use of s
: . titive parts
(more than X number of claims) >¢ of compe L :
* Multiple failures on a specific part . Eegwce plarts on competitive equipment
* Repeat repair by a different servicer d or onty
* Program / Policy Directed ) Datl?/l_Dr.lven .
e Bulletin requirements - VISsINg costs
. Optional E?(tended Warranty * Incorrect / invalid part usage
« 100% Satisfaction Guarantee * Failure date to repair date threshold

exceeded
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Salesforce Warranty Claim
Related Tasks
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Salesforce Warranty Claim Related

Tasks

Logged in as fwa

Customer
Gateway —

m Submit Case Reports Dashboards Chatter Ticketing Tool Cases

EIETN  oashboard ot

Task As of G119/2018 11:39 AM. Displaying deta &3 G St
CRLS1XX5S
Testing Task By TDJ Cases Submitted by me My Open Cases
— 50 1
01235691 {
01235676 401
documentation needed glﬂ | 1 3

please supply docs |
Invoice needed 3,., !

f e 1. When a Task has been assigned to
. foreer e you, you will receive an email

rom: RSN - Sent: Thu 3/21/2019 4:38 PM o et N

o L . . . .
notification.
ubject documentation needed Create Case

he e ., EEEY, YTl Cosessubmitedbyme | CompanyCsses | SharedCases | Queve | RCCases | Expedies

.

'8
|

N

First Page | Previous || Next| | Last Pag

You can also view all of your open
New Task
N R T E— Tasks in Salesforce on the My Tasks,

est
- Prod B9t 0oen  Medium T 2

Swiiee s has assigned you the following new task: 0 — — = :'e?:ulmm o ik ;,’,’G',"“ . AI I 0 pe n a p p I et O n yo u r H O m e SC re e n *

Subject: documentation needed =

Contact: Guliie el 01222809 - ':“‘— Test :g::‘v‘am Open  Medium EZJL'J'W * . .
e e 3. To view a Task, you should click on the
Due Date: 3/27/2019 ity - Tesing proguet Geners * )
01221412 W - Prog Open  Medium v
Priority: Normal . Reg  Regletration Correction .
Comments: Please attach your invoice to this claim in ServiceBench. Once you have completed this task, you will need to change Testing S b : t h | H k
the Task Status to Completed. Note if you do not complete this task by the "Due Date”, your claim may be rejected. Thank you. PRIy —— gm« Product ¢, M Subsequent u j ec y p e r I n .
Qu22:1081 = - Cases Registration Closed Medium Homeowne: *
" !
For more details, click the following link: e
https://i at-utc-ccs-customergateway. force.com/00TOMO000031fak First Page | Previous | Next | Last Page
4“ »
My Tasks New All Open v
Complete Date Status Subject " Nome Related To Account
X 92272012 NotStarted Task Smus der 01224490 MouweauN L NTLuss 8

CRLE1XXSS
Gmtmiet CRMIVIOH Mswmiuiie Sususs 8
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Salesforce Warranty Claim Related

Tasks

Customer
Gateway

m Submit Case Reports Dashboards Chatter Ticketing Tool Cases

Task
e el ¥ documentation needed
CRM3VTXXH — — q— —
IEE DD

Task
CRL51XX5S

Testing Task By TDJ Task Detail Edit  Delete| Create Follow-Up Task

¥ Task Information
01235691
- i
01235676 AssignedTo [} Cunsn B Related To  CRMIVIXXH
Subject nentat; N a
documentation needed ubject  gocumentation needed ame Lt St

You will want to note the following Task Detail:

4. Your ServiceBench® Claim Number will be found in the
Related To field.

5. There is a Due Date for each Task we assign to you (6

please supply docs DusDute 372019

el —— days).
: G s e Note: Each Claim-related Task will need to be completed
s omaen prior to the Due Date; otherwise your ServiceBench®

Claim may be rejected.

v System Information

- - S 6. The Task Comments will tell you what we need in order
I to process your company’s Claim that is currently in our

ServiceBench® Review Queue.

7. Once you have completed the Task assigned to you, you
can click on the Edit button; this will open the Task Edit
screen.

Copyright © 2000-2019 salesforce.com, Inc. All rights reserved. | Privacy Statement
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Salesforce Warranty Claim Related

Tasks

Customer
Gateway
| 7 1 1 .- Reports  Dashboards Chatter Ticketing Tool Cases
Recent lteqis o Task
T ¥ documentation needed
CRM3IVTXXH
Task Task Edit Save | | Save & New Task| | Cancel
CRL51XX5S
Testing Task By TDJ L
orislad — — 8. You can supply any additional comments
gf;::;, Anlgn?g [enoe bt @ RelatedTo  [Warranty Claim ¥ | CRM3VTXXH

o o [iumanaion oo % e[t S o ¥ for us here if needed (not required).
9. Select the dropdown arrow for Status
and select “Completed”.
— o i i 10. Click Save; once you have completed your

Prios [T —
riority | = ma it SE-REURT S ax

Waiting on someone else

o s Task we will receive an automated
o notification.
s (e o k] o 11. You can now click on your Home tab to

Attachments Attach Fite

return to your main Salesforce screen.

please supply docs OueDate  1327/2019 | [3R212019)

Comments | piease attach your invoice 1o this claim in v | have attached the documents 1o the Claim in

8|
ServiceBench. Once you have completed /1 A%*0 ServiceBench as requested 8
Message: Alerts Comments

Additional Information

Always show me W more recoras per refated list
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Salesforce Warranty Claim Related

Tasks

Customer
Gateway

m Submit Case Reports Dashboards Chatter Ticketing Tool Cases

(EIEENN  pashboard Retran
- 12. The Task you just completed has now

Testing Task By TDJ 401

been removed from your My Tasks, All
Open applet on your Home screen in
Salesforce.

13. You also have the option to close any
task listed in your My Tasks, All Open
applet on your Home screen by clicking

|

|

01235691 ! ]
01235676 §’° ]‘
|

1

1
| 6 |
1 "

documentation needed

4
2 1 1
=] Record Count
Messages and Alerts. o <t 10-15 >15
S Purpose

BDerent Homeowner 1 General Correcton
®Keying Error W Miscollanecus
Model / Serial Number

Create Case
Cases suibmittedbyme | Company Cases | SharedCases | Queue | RCCases | Expedites

Case#¥ AccountName Flag Subject CaseType Status Priocity Dealer AccountNumber Completed Purpose  Sub-Purpose O

- Test
Q1233631 WS- Prog IOt Open  Medium General
- :

= . =~ on an “X” in the Complete column.
o T R o e . Clicking on the “X” will take you the Edit
— - Task screen (as shown on the previous

page).

My Tasks New All Open
Compiete Date Status Subject Name Related To Ac
X 9262018  Not Started Task e W 012244990 s ML 8

X 31102019 NotStarted  Task CRLS1XXSS
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Reject Override Function for
Distributors
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Reject Override Function for

Distributors

) SERVICEBENCH
HOME | CLAIMS | CONTRACTS | REGISTRATIONS | REPORTS | ADMIN |

View Original Claim * Related Claims * Claim Inbox * Claim Review ® Product History * Printer Version * Manage Attachments

WARRANTY CLAIM

Claim Number
Account Number

Claim Status
Claim Date
Claim Submitted Date
Amount Approved
Date Approved
** PREAUTHORIZED CLAIM **
Reject Code * \ Select Reject Code ¥ | Reject Text
1 View Comments 1l
Service Administrator Information section
Warranty Policy Code: DLS1 Part Multiplier:
Plan ID: Plan Type:
Manufacturer UTG - United Technolegies Corporation
Dealer Dealer Location v
Distributor Distributor Location
Model Number* 40MHHO1Z2---3 || Competitive Equipment
Serial Number 0118V s [ Stock Unit
Warranty Type * Unit Exchange Unit Installed/Startup Date 061172018

aaaaa

Hit the SAVE key fo auto populate the unit registration information

EQUIPMENT INSTALLATION INFORMATION

Equipment Owner Company Name [

Installation Owner First Name

Installation Address*

NEW - SAME CUSTOMER NEW - SAME REPAIR SAVE COMMENT

Images are for illustration purposes only; model number(s), serial number(s) may not be applicable to your business.
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Installation Owner Last Name

Address Line 2
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Distributors now have the ability to “Reject” a Claim in
ServiceBench® that is in an “Approved” status.

If the claim is in “Approved” status, you should see a
REJECT button at the bottom of the claim; click REJECT.



Reject Override Function for

Distributors

) SERVICEBENCH
HOME | CLAMS  CONTRACTS | REGISTRATIONS | REPORTS | ADMIN |

View Criginal Claim * Related Claims * Claim Inbox * Claim Review * Product History * Printer Version * Manage Attachments

WARRANTY CLAIM

Claim Number
Account Number
Claim Status

Claim Date

Claim Submitted Date
Amount Approved
Date Approved

** PREAUTHORIZED CLAIM = 4

Reject Code * | Select Reject Code ¥ | Reject Text
Select Reject Code N
00 - Cther

Service Admin 01 - Labor or Part Amount over Warranty Limit

Warranty Policy| 02 - Model Prohibited

03 - Multiple Repairs Prohibited

Plan ID: 04 - Out of Warranty Plan Type:
05 - ServicerInactive S ., 00| s
Manufacturer | 08 - Duplicate Glaim
07 - Submittal Time Limit Expired

Dealer 08 - Cut of Warranty - Parts

09 - Cut of Warranty - Labor
Distributor | 10 - Product/Unit Discontinued
11 - Not a Warrantied ltem

12 - Authorization Number Error
Model Number 13 - Froof of Purchase Required
14 - Invalid Purchase Date

Dealer Location

Distributor Location
Reference Nun

|| Competitive Equipment

Serial Number| 15 - ApprovalfAutherization Required || Stock Unit
16 - Part or Labor Costs excessive for type of repair )
Warranty Type| 17 _ proquct Registration and Claim Informatian de not match Unit Installed/Startup Date 061172018

***** Hit the Sa 18 -Incorrectinsuficient Clam Informatin " |

EQUIPMENT INSTALLATION INFORMATION

A et el T i ———
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3. You will be prompted to enter a reason code, and

4. You will have a text field to explain the reason for
rejection that will stay at the top of the claim.

Important Step: When using this functionality please keep in
mind that you will need to contact us when the claim
involves Unit Exchange. The units listed on the claim will
need to be unlinked and released once the claim has been
rejected.

Note: We encourage you to also make a note in the
Comment section of the claim for your Dealers/Service
Providers to see as well (be sure to click the SAVE COMMENT
button at the bottom of the claim).



Reject Override Function for

Distributors

) SERVICEBENCH

HOME | CLAIMS  CONTRACTS | REGISTRATIONS = REPORTS | ADMIN |
osr g s N i o ' 5. Click the REJECT button.

Refrigeiant Price per Ib.

Refrigerant Amount 0.00

o b Note: Itisimportant to keep in mind your internal Accounts
o — o Receivable system when using this function if credits are
automatically generated when a claim is approved in
B ServiceBench®.

Servicer Amount 50.00

Distributor Amount $211.50

Click SAVE to save a draft of the claim. Click Submit to process the claim.

HoldB NG ¥
Audit Date | User Action 5
01/16/2020 Submitted

NEW - SAME CUSTOMER NEW . SAME REPAIR SAVE COMMENT REJECT PRINT
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Best Practices
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Claiming Tips and Best Practices

* Make sure required claim information is complete and accurate.
* Use the entitlement screen to start the claiming process.

 Utilize the product history page to confirm claim activity associated with a
model / serial number.

* Claims should be submitted within 90 days of repair date to avoid rejection.
(Note: Utilize Rejected Claim Detail Report; we allow 60 days from date of
rejection to re-submit corrected claims.)

 Add claim comments to communicate relevant information or unusual
circumstances.

* Use the magnifying glass search tool to confirm model and part numbers.

Images are for illustration purposes only; model number(s), serial number(s) may not be applicable to your business.
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Claiming Tips and Best Practices

* If Repair Date is more than 90 days greater than Failed Date entered on

claim, please provide detail in the Description explaining the cause for
delay in making repairs.

* Provide a complete description of service performed in the space
provided_ D N S e e e WV

QUALITY INFORMATION

4 POO rexam p I e — ”b ro ke’ fixed it” Model Location v Furnace Orientation

® Better exa mple _ llPrOp fan Out Of II:::;:::jirType* NO DOA LABOR v Component Code * —

Why was the semvice call made?

balance, hub seized to motor shaft” | &E&Ei "

REASCN FOR CALL: Unit making leud neise at condenser. Homeowner stated that the unit was cocling.

DIAGHOSIS: Checked filters. Checked tstat wiring and programming. Found outdoor fan motor making winding noise intermediatly. Ofm was excessively hot for

* Best example — review image === | .

REPAIR: Checked electrical components and refrigerant levels. Unit is running within manufacturer specific stions. Disconnected the comp from the contactor to
identify that it was the ofm making the noise. Ordering new condenser motor and fan blade.

RESULTS AFTER REPAIR: Unit is cocling. Ordering new condenser fan meter and fan blade. Homeowner has no other questions or concems at this fime.

Thank you for using Four generations of family pride serving Arizona since 1942, / REMOVED AND REPLACED

Defect Code * C107 - Weak Capacifor ¥
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Claiming Tips and Best Practices

* Do not enter a failed part install date (on the part item line) unless required.
The only time a failed part install date is required is when the warranty type
Is Service Parts.

* For Compressor failures, both the failed and replacement compressor serial
numbers are required to complete the claim.

* Be sure to watch out for Compressor Serial Syntax errors; contact us for help
when needed.

* Review Company Policy prior to submitting a Claim or Email for help with a
Claim that has a Part Error Message. For example:

* If your claim has an error related to an “Invalid Component” check first to see if the
part is excluded from the limited parts warranty (even if the part is found in EPIC as a
valid part for that unit).

Images are for illustration purposes only; model number(s), serial number(s) may not be applicable to your business.
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Contact and Support
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Contact and Support

Claim questions / Help
Open and submit a Case via Salesforce Gateway Community
Carrier Support Line 1-866-989-2524

hvacyariners.com

¥YOUR SINGLE SOURCE

PRODUCTS & SOLUTIONS MARKETING TOOLS

LEARNING CENTER ORDER MANAGEMENT

Credit Request (A5554) Warranty Contacts Literature
Claims Submission ServiceBench Contact Directory Product Literature

Warranty Training Bryant Solution Center
Pre-Sale Support Customer Care Center

Geothermal Warranty Carrier Expert Central
Product Bulletins . . . o Meetings / Presentations

Administration Policy & Procedures Customer Gateway Web Case Submission

- . Steering Committee
Controls Support Warranty Communications Product Contact Lists
. ) . . Tim Meeley Service Award
. Commercial Services & DSO Technical Service Managers
Controls Product Information
User Guides & Training Material
Controls Training Post-Sale Support Policies & Procedures :
RC Community

Controls Sales & Marketing

Bulletins. DOM
Controls Contacts _

Customer Gateway Order Management Policy

Post Sale Forms & Procedures Parts Operations Manual

Recall Database Standard Work Instructions

t Sale Webcas Comme Pricing qPqe .
Images are for illustration purposes only; model number(s), serial number(s) may not be applicable toYour business.
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Ticketing Tool in Salesforce
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Ticketing Tool in Salesforce

Customer
Gateway

Please use the Ticketing Tool to submit your request when
adding new users and for other system abnormalities you
might encounter in the Salesforce Communities Gateway.

m Submit Case Reports Dashboards Chatter Ticketing Tool

Dashboars e

As of 4/18/2019 6:11 AM. Displaying dsta as

- Cases Submitted by me My Open Cases 1. Click on the Ticketing Tool tab.

02137 ) ”

s y 2. Click the Create New Observation button.
Equipr ;m:

coo gy Cuctomer

Equipr g‘o 13 . Gateway

| R -
Messages and Alerts 0 =t 15 510 1015  »15 Home  SubmitCase Reports Dashboards Chatter WS CTRGT
Age
ECancel Registra
il BIEEETL S Ticketing Tool

B Claim Comectiod —
B Contract Mainta) Home
.Genala|E'wC°'w 02153 v Buci o -
Yo iew: t tact + v i
Model / Serial M 02153 uplicate Lontact Requests o
Sesrics FrodSll | 02137]
HMiscellancous
pere Recent Ticketing Tool ~ | Create New Observation Recently Viewsd v
D2136:
Create Case —| Equipr Observation
i Equipn
Cases submitted byme | Company Cases | SN
Equipn
Equipr

First Page || Previous | |M

Case #¥  Account Name Flag Subject Case Type  Status Priority Messages and Aleris

3!
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Ticketing Tool in Salesforce

Customer
Gateway

Home SubmitCase Reports Dashboards Chatter keting Tool

Recent ltems Observation Edit

7~ New Observation

3. Click on the dropdown arrow for Type.

02153
o Observation Edit Seve | [Save & Neow | Cancet 4. Select New User Setup (for this example we are showing a
02135 laformation = = request for New User Setup, however you would select
02136 Type I —-None- v Functionality v
Equip s sovity o s the applicable item from the drop down list).
Equipr 4
Equipr Identified  [5/7/2019 [6/7/2019] Idd
Equipr On Customer

Defect Re| Search

Root Cause 4 Gateway
satus [ Open = : Home SubmitCase Reports Dashboards Chatter

Recent ltems Observation Edit

7~ New Observation

02153
- 02153 Observation Edit Save | | Save & New| | Cancel
R © DA 10 e i
QD © 2088001023 oD | 021371 e
02135 Information 1=
02136 Type |--Nona-- v Functionality N v |3
Equipr Description  --None-—- [ Severity l Medium ¥
Equipr Enhancement Request |
Equipf atrad Maintenance i athed B
ti ti
entiSs | Report/Dashboard ontitied By ||
Equipr Defect

Defect i [ Record T
Root Cause | Configuration ype

Training Issue 1 :

Messages and Alerts Resolution | Duplicate [ Owner
Comments | Lardware
New User Setup

Status v
Salesforce
Break/Fix
Training R t t
S':flt'r::?e oques i Save & New | Cancel
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Ticketing Tool in Salesforce

Customer

Gateway

Home SubmitCase Reports Dashboards Chatter f‘icketingTool

=~ New Observation

02136

Tvpe | New User Setup v
Equipr
scription | please set up the following new user with
Equipt Salesforce Gateway access:
Equipt

menmsg: 6/7/2019 (6712019

Equipy
Defect
Root Cause
Messages and Alerts Resolution
Comments
Status Open v

Save = Save & New | Cancel

Functionality

Severity

Identified By

Record Type

Owner

02153

02153 Observation Edit Save | Save & New | Cancel

02137

02135 Information I =Ry

| Medium v
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5. Fill out the required fields as shown in the example
below (for new User Setup in Customer Gateway). From
the new user’s HVACpartners profile, provide the
following details in the Description field:

* Name of New User
e Email Address
 HVACP User ID

* HVACP Pin

* Employer Name

6. Click the Save button to submit your request.



Ticketing Tool in Salesforce

Customer
Gateway

. Home Submit Case Reports Dashboards Chatter

Recent items Ticketing Tool

< Home

02153
02152
02137
0213%

View: | Duplicate Contact Requests ¥ || Go!

7. Your ticket will be assigned an Observation number.

Create New Observation Recently Viewed ¥

Recent Ticketing Tool

0213¢

Equip Observation

Equip DEFD0025 % o
Equip

Equip

Messages and Alerts
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Knowledge Base Articles
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Knowledge Base Articles

Customer Gateway

CEN 1 EEED

‘ Home Submit Case Reports Dashboards JReIT AN

« Go to Dashboard List

Customer Gateway

Search Search

Home SubmitCase Reports Dashboards Chatter Ticketing Tool

&% Open Cases Waranty Dashboard

Search Results

e Search Feeds

L. Records

Cases (25+)
Registration Corrections (25+)
Accounts (1)

People (2)

Articles (8) e
Search All

warr*

Search Again i

Options.

Vs

( ~ Cases (25+) Show Filters

Action Case Number Subject

Edit . —

Edit § -—
Edit

Edit roedis P -

Edit . —

Show More

Case Type  Status Date/Time Opened Case (

" Registration Corrections (25+)

Action Regis Correction RecNumber
Edit
Edit
Edit
Edit
Edit

Show More

. Accounts (1)

Account Nap

Primaggill to City
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From any screen in Salesforce, type the beginning
of a word for a topic you need help with in the
Global Search field and then hit “Enter” or click the
word Search. Note: your search needs to contain
5 characters; you can use an asterisk (*) as a
wildcard.

Once your screen populates your Search Results,
click on the “Articles” hyperlink under the Records
folder. Note: If you do not see “Articles”, you may
have to click the Search All hyperlink.



Knowledge Base Articles

Search Search

Customer Gateway

Home  Submit Case Dashboards  Chatter

Reports Ticketing Tool

Search Results

f® Search Feeds warr*

Search Articles '

Options.

& Records _ | Articles (8)

Cases (25+)

Registration Corrections (25+) ‘ © To filter these search results, go to Articles

Accounts (1)
People (2) Article Number Article Title Type
ional Warrant r
Articles (8) ooopoasey  plnalama Knowledge
Warranty Administration
Search Al 000005197 pojicies Knowledge
v ,
Qoopoes7g  SUSSOUENt Quner Wamanlh, - knoyiedge
WARRANTY STOCK UNIT
000004576 BULLETIN CLAIM Knowledge
000005196 Warranty Training Knowledge
QL7068 ICP Disposition of In-
000004583 Warranty Parts Op Letter Knowledge
OL707 ICP Disposition of In
000004554  Warranty Copeland Knowledge
Compressors Op Letter
DSM Case Entr
000003887 "V?:,;; Case Entry Standard Knowledge

Published Date URL Name

6/27/2019

9/5/2018

10/27/2016

111912016

9/5/12018

12/19/2017

12/19/2017

111212017

Optional-Warranties-
Dealer-Program-
Warranty-
Administration-Policies

nt-Owner-
Warranty-Coverage

WARRANTY-STOCK-
NIT-8 TIN-C

Warranty-Training

OL706-ICP-Dispositios
of-In-Warranty-Parts-
Op-Letter
OL707-ICP-Disposition.
of-In-Warranty-
Copeland-Compre
Or-Letter

DSM-Case-Entry-
Standard-Work
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3. All Articles containing your search criteria will be
displayed. You can open any of these by clicking on
the Article Number, Article Title or URL Name.



