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WARRANTY 101

• Warranty coverage begins upon installation. 
• For products that are delivered damaged, the standard Return Material (RM) processes should be followed.  This 

would NOT be warranty related.  Your Customer Service representative or CE Account Manager should be 
advised, and an RMA requested.

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:  sheet metal components, casing, air filters, loose or poorly dressed wires

or tubes (see next page for warranty exclusions).
• Refer to Warranty Conditions and Exclusions listed on the warranty certificate (found on HVAC Partners).
• Limited warranties typically cover the reimbursement for the failed part. Any labour allowance (outside of DOA) or unit exchanges 

are handled through tech support 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 pre-approved by the Technical Service

team.



WARRANTY EXCLUSIONS & EXCEPTIONS

Factors that influence the coverage period include:

• Specific product types (Residential or Commercial).
• Model & Serial
• For residential applications only: Whether it is the original or subsequent homeowner.
• The application types.

• Residential Owner Occupied
• Other Residential
• Commercial 

• For residential applications only:  Whether the unit was registered within 90 days** of installation.

**The exception to this registration requirement is for residents of Quebec. This province 
does not allow warranty conditions to be contingent on registration. If a unit is in QC, they 
will automatically receive the ENHANCED warranty coverage for owner occupied 
residential applications.

There are several exceptions and exclusions to the coverage, such as:

• Damage or failure from improper installation, servicing, or operation.
• Damage or failure caused by floods, fires, lightning, and accidents.
• Damage or failure caused by the installation and use of products not provided by Carrier.
• Damage caused by rust.
• Labor costs involved in installing, replacing, or repairing units or defective parts.
• Failure to start from blown fuses, interrupted or unavailable electrical service, open circuit breakers 

or voltage conditions.
• Costs associated with refilling, replacing, or disposing of refrigerant.
• Routine maintenance such as lubrication and cleaning or replacing filters.
• Any products installed outside of the United States or Canada
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WARRANTY CLAIMING STEPS OUTLINED

1.  CHECK WARRANTY STATUS
When an issue arises with a Carrier/Bryant/Payne unit, the contractor should check the warranty coverage by any of the following methods:
• Inputting the product’s serial number in Carrier’s Warranty Lookup tool on www.carrierenterprise.ca. 
• Checking the entitlement screen in Service Bench using the serial of the unit.(see next page for step-by-step instructions for ENTITLEMENT SEARCH.
• Referring to the Products Warranty Card found on HVAC Partners.
• Call our Canadian Warranty Hotline 1-855-304-1895.
NOTE: The end user may need to provide proof of purchase at the time of service if the installation date provided is more than 8 weeks from the factory’s ship date.

2.  CONTACT WWG FOR PRICE & AVAILABILITY
The contractor can contact their local WWG Totaline store with the model/serial for the unit and the components they need.  WWG can provide a quote and advise part #, price and availability.  

3.  ISSUE PO WITH WWG TO ORDER PARTS
If the end user wants to proceed with the repair, the contractor can call WWG and provide the quote # and issue a PO to place the order.  

4.  COMPLETE THE REPAIR

5.  SUBMIT CLAIM ON SERVICE BENCH
• Regular accounts with terms - the customer would complete & submit their warranty claim on Service Bench.
• HOUSE cash account - these claims must be completed and submitted through Service Bench by the WWG branch.   
• New OTC Process – with customer at counter, order is entered, claim is submitted, and product is provided without charging credit card.  The next day, the debit is reconciled with a warranty 

credit that auto-processes.
• COD Customer specific account - the customer would complete & submit their warranty claim on Service Bench.
• For warranty claiming assistance, call our Canadian Warranty Hotline 1-855-304-1895.
IMPORTANT:  If the customer is COD and the New OTC process is not being followed,  the claim MUST have Credit Card Payment selected.

6.  THE APPROVED SERVICE BENCH CLAIM WILL PROCESS A CREDIT 
• Overnight for accounts with terms or 
• 4-5 business days for CASH SALE customers.
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• Validate the unit has warranty.

• Pay attention to Original or 
Subsequent warranty details.

• Select Start new claim.

• If the unit is registered, the startup, 
and owner information will follow 
over to the claim and  populate the 
appropriate fields.E
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• The Product History screen will display any previous claims.
• Review the Service History to confirm you are not duplicating a claim.
• Check for multiple repairs (2 or more on the same part). If already 2 claims for the 

same part,  approval must be obtained by DSM.
• Select View Entitlement to return to the Entitlement Search page.
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5. If the unit has not been registered, you will need to 
enter the Installation Date & Application Type.

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

7. Click on the START NEW CLAIM button.

Steps 8 & 9 are only for CE employees entering a claim.
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11.The Model Number and Serial Number carry 

over from the ENTITLEMENT search screen.
12.Select the Warranty Type (we will use Standard 

Warranty in this example).
13.Enter the equipment installation date.
14.Complete the Customer Information section 

(always enter only the two-digit code for 
province).

15.Select the Application type and indicate 
whether this is the Original Equipment Owner.

16.Enter the Fail Date and Repair Date.

Note:  If the equipment has been previously registered, many of 
these fields will already be populated for you.
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Start a claim as you normally would through 
Entitlement (explained page 6); below are the 
things you need to be aware of that are different 
from entering a “standard claim”.

1. Select Bulletin as the Warranty Type; review 
bulletin claiming instructions if applicable.

2. Enter the applicable Bulletin Number.

Note:  Specific claiming instructions will be provided on 
the Bulletin depending on the issue; be sure to only 
claim what is covered according to the bulletin.  If you 
need help entering a bulletin claim, contact the CEC 
Warranty Hotline 1-855-304-1895 and they can assist.  
Often there are supplemental claiming instructions 
created by the distributor.
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Start a claim as you normally would through Entitlement 
(explained page 6); below are the things you need to be 
aware of that are different from entering a “standard claim”.

1. Select Unit exchange as the Warranty Type; 

2. Enter the replacement Model Number

3. Enter the Replacement Serial number

4. Enter the order/invoice # from the distributor.

Note:  The Warranty type would auto-correct to a Unit Exchange 
when a Replacement Model and Serial Number is entered in this 
section.  Do not enter anything on the parts lines on the lower section 
of the claim.

If you need help entering a unit exchange claim, contact the CEC 
Warranty Hotline 1-855-304-1895 and they can assist. 
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Start a claim as you normally would through Entitlement 
(explained page 6); below are the things you need to be 
aware of that are different from entering a “standard claim”.

A Service parts claim is when a unit is out of warranty.  A 
part was purchased and received a 1–2-year parts warranty 
(Depending on part).  That part fails within the parts warranty 
period and requires replacement a subsequent time.

1. Select Service Parts as the Warranty Type; 

2. Competitive Equipment box would be marked only if the 
part was not installed on a Carrier/Bryant/Payne unit.

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

Note: If you need help entering a unit exchange claim, contact the 
CEC Warranty Hotline 1-855-304-1895 and they can assist. 
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Start a claim as you normally would through Entitlement 
(explained page 6); below are the things you need to be 
aware of that are different from entering a “standard claim”.

1. Select Optional Contract as the Warranty Type; 

2. Enter the appropriate Contract Number (Helpful Hint:  
copy and paste contract number from the entitlement 
screen BEFORE starting your claim)

3. Enter the purchase price off the distributor’s invoice.

Note: If you need help entering an Optional Contract claim, contact 
the CEC Warranty Hotline 1-855-304-1895 and they can assist. 

This process only applies for contracts sold by Carrier prior to 2013.  
For contracts purchased after 2013 through Climate Shield, the 
contact information can be found on the lower section of the 
Entitlement screen.
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COMPETITOR PARTS CLAIM

Approved 3rd Parts purchased from a 3rd party (competitor) due to no availability of part at WWG Totaline, must be submitted as 
follows:

The claim needs to be entered as follows with the competitor's invoice attached to each claim:

Please have the OLD part number under the failed part number & the new part number in the replaced part area (see example below). 
You will need to select COMPETITOR PART and manually type in the part number as it appears on your order/invoice.

Attach a copy of the distributor invoice to the claim (see next page for how to attach a document to a claim)

When it is submitted, it will go to “Requires Review”.  This will come to our group here through our claims reports and we will take over 
the claim from there and get the Tech Support Managers approval before we submit to the manufacturer for their approval.
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1. Select the Manage Attachments link at the top of 
the claim form. 

2. Click CREATE NEW button.

3. Click Choose File button.

4. Select the file from your computer.

5. Click Open.

6. You should see your file name here.

7. Click SAVE.

Confirmation that the document has been attached 
will appear at the top of the screen. Select the Edit 
Claim link button to return to the claim. The 
attachment will be a link at the bottom of your claim 
page.

Note: If you need help attaching a document, contact 
the CEC Warranty Hotline 1-855-304-1895 and they 
can assist. 
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Claim review – is used for locating claims. 
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 #.
1. Click on the Claim Review link under 

QUICK LINKS on the home page 
dashboard.

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



In this example, the search was based on the claim #.

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

2. Select Search
3. From the Search results, you can view a specific 

claim by clicking on the eye icon.  If a pencil icon 
displays, you can access and edit the claim.

4. View the claim by clicking the “Eyeball”

Note:  follow the same process using the search by 
serial or reference method, by populating those 
spaces with corresponding information 
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1. To view saved claims, click on 
the Claim Hotlist link under the 
QUICK LINKS section of the 
SERVICEBENCH MENU

2. Hover on the CLAIMS tab and 
select the Claim Hotlist.

3. Click pencil icon (edit) to open 
claim for completion.
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