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Warranty Types:

 Standard Warranty – Manufacturers warranty (1st year & 
extended) as defined by the warranty card.

 Preauthorization – When standard warranty does not apply & 
Tech Support has given special warranty allowance.

 Service Part – The failed part was a replacement part purchased 
for a unit that is OUT of warranty & the part fails within 1 year 
of the purchase date.

 Optional Contract – Extended warranty coverage was purchased 
on a unit.

 Bulletin – Service Manager Bulletin issued by the factory for a 
specific program. If there is an optional contract, the bulletin 
overrides the optional coverage purchased.

 Unit Exchange – Authorized unit replacement or change out per 
policy, program or preauthorization.
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Entitlement Search
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Select Entitlement

Enter Serial # Only

Select Search Entitlement

Select Start New Claim



Standard Claim

Manufacturer’s warranty – Factory 

(1st year and extended) warranty 

coverage as defined by the 

warranty certificate.
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The reference number field can be a PO# or a job name that is unique and will not be used twice.  

If no reference number is entered, this will default to the claim # once the claim is saved.

Select “Standard” Warranty Type. Unit Installed/Startup Date MM/DD/YYYY
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Fail date and repair date are essential on ALL Service Bench claims. 

Claim MUST be submitted within 90 days of the Repair Date.  

IMPORTANT:  Only enter the 2 letter province code. NEVER 3 letters or full province

MM/DD/YYYY

IMPORTANT:  For CASH SALE accounts that require the claim to be credited to their CREDIT CARD, 

the Credit Card Payment MUST be selected.  Otherwise, the credit will appear on their account.
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Select main component that was replaced as the casual part. (1) line only can be checked for causal part.

Complete only fields indicated above: Failed Qty/Failed Part #, Replaced Qty/Replaced Part #/Replacement Invoice #.

Answer all (3) diagnosis questions in the field provided. Once this has been completed, select SAVE (before you select DEFECT CODE).

Once the claim is saved, select the down box on the defect code field and select the correct failure code.

Once complete, SAVE & then SUBMIT to get your claim approved.   

Standard claims default to the correct Labour Repair Type which is NO DOA LABOUR

8



Unit Exchange Claim

-Accessory exchange can be approved 
by your Distributor- You should contact 
your local distributor for pre-
authorization or advice if the unit can 
be replaced or changed.

- Accessory exchange like coils, 
thermostats can be done by the dealer.
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Complete the customer information section 

(commercial Jobs only use the Company 

Name Field), application type and original 

equipment owner drop down boxes.

MM/DD/YYYY

IMPORTANT:  Only enter the 2 letter 

province code. NEVER 3 letters or full 

province.

Example for Ontario:  ON
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Heat Exchanger Bulletin Claim 

Service Manager’s Bulletin ( SMB) is 

a factory program. Please see your 

distributor for details.
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IMPORTANT:  For the 

province, enter only the 

2 letter abbreviation. 

Example for Ontario:  ON

Complete the customer information 

section (commercial Jobs only use the 

Company Name Field), application type 

and original equipment owner drop down 

boxes.

IMPORTANT:  For CASH SALE 

accounts that require the 

claim to be credited to their 

CREDIT CARD, the Credit Card 

Payment MUST be selected.  

Otherwise, the credit will 

appear on their account.

Enter Bulletin #

SMB090024A – Parts Only

SMB090024B – Unit Replacement



Secondary Heat Exchangers should always 

be selected as the causal part.

If any of the listed items below were replaced, these should be 

submitted with this secondary heat exchanger claim: 

• coupling box kit

• cold spot baffle 

• cell inlet/outlet panel kits
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4.0

How to Attach Document to claim

Click on Manage Attachments (On the top of claim page)

Click on Create New (At the bottom of your claim page)

Click Browse (Select the file from your computer)

Click Save (At the bottom of your claim page)

Click Edit Claim (On the top of claim page)

Click Submit (At the bottom of your claim page)
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Answer all (3) diagnosis questions in the field provided. Once this 

has been completed, select SAVE (before you select DEFECT CODE).

Once the claim is saved, select the down box on the defect code 

field and select the correct failure code.

Once complete, SAVE & then SUBMIT to get your claim approved.   

Must be NO DOA LABOUR

Enter 4.0 HRS Labour



Service Parts Claim

A failed part is a specified 

replacement part purchased from 

the factory for a repair of an out 

of warranty unit, if date of 

installation of failed part is less 

than one year from the date of 

purchase of that part.
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1. Start claim from entitlement screen (see page 4) 

2. Select warranty type = Service Part 

3. Enter install date 

4. Complete customer information section (including phone number) 

5. Select application type (always Other Application for Commercial) 

6. Select installing homeowner Y/N (always NO for Commercial) 

7. Enter failed date and repair date 

8. Enter failed part and replacement part information. Magnifying glass look-up tool 

available. Serial numbers required for compressors 

9. A failed part install date is required for a service part claim 

10.Indicate the causal part 

11.Leave Labor Repair Type set to No DOA Labor 

12.Provide a complete description of service performed. This is critical information 

necessary to process the claim. 

13.Hit SAVE – to enable system to auto-populate the appropriate Component Code 

14.Select the appropriate defect code 

15.Do not enter any miscellaneous amounts in this section of the claim for service part 

claims. 

16.Submit 
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Optional Contract Claim

Optional coverage was purchased 

on a unit and the unit is registered 

with warranty Administration. A 

defective part and/or parts and 

labor are covered as defined by 

optional warranty certificate. A 

contract has been purchased for 

this equipment.
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Enter the serial# of the main unit and click 

search. Then the model# is going to auto 

populate
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Contract#
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Dealer’s 

Information is here
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Complete the customer 

information section (commercial 

Jobs only use the Company Name 

Field), application type and 

original equipment owner drop 

down boxes.

IMPORTANT:  Only enter the 2 letter province 

code. NEVER 3 letters or full province



Contract # must be 

entered here

26



27



Preauthorization Claim

Preauthorization: Check with your local 

distributor. Call Technical support for 

preauthorization claims.

1-800-237-3005
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CLAIM STATUS TYPES WHAT DOES THIS MEAN?

Saved Claim A saved claim is a claim which has not been 

submitted yet. Either this claim has an error or the 

dealer  has entered the information and requires 

some assistances with the claim.

Submitted Claim After entering all of the information, the dealer 

submits the claim. Any submitted claim can be 

approved or rejected.

Approved Claim A claim has been approved if all details provided 

are correct.

Review Claim  

1 - Distributor Review  

2 - Factory Review

A reviewed claim will be reviewed by the 

distributor and then sent to factory for review. 

After reviewing the claim, It may be approved or 

rejected.  If everything  is correct, the claim may 

be  approved. If something is incorrect in the claim 

may be rejected. 

Paid Claim When a claim has been approved, the dealers 

account may be credited within 2 business days.

Rejected/Reversed Claim A claim can be rejected or reversed if wrong or 

incorrect details have been provided.
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Questions?
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Please call the Warranty Hotline
1-855-304-1895


