Warranty Part Ordering and Equipment Replacement Process
Allied, Concord, Guardian, Luxaire
The purpose of this document is to outline the process for ordering a warranty part that is not in stock at Famous or replacing a piece of Allied, Concord, Guardian or Luxaire equipment.

The primary reasons for replacing equipment are Dead On Arrival (DOA), Major Component failure within specified period or long lead time for replacement components.
HVAC equipment is not an item that is easily picked up at a big box retailer and dropped off at the return counter when defective. It is a permanent part of the building where installed. It must only be installed and serviced by a professional.

Below is a brief summary of the process. Please read the appropriate section for full details.













Brief Summary
WARRANTY PART ORDERING (Not in stock at Famous)
1. Never tell the customer the part is not available from the factory until you follow the process below. 
2. Place a Sales Order for the part and add a comment noting the serial number of the failed unit and that is under warranty. 
3. Job Que the order to purchasing.
4. Purchasing will place the order and ask for a ship date
5. If a ship date cannot be provided in 24-48 hours, contact one of the people listed below.
6. They will work to expedite the part or get authorization for replacement unit.	
DOA
1. If unit has not been installed call a Famous Associate or Branch
2. If the unit has been installed. Document the problem in detail
3. Call a Famous Associate or Branch and provide them the information in writing
4. [bookmark: _Hlk36800230]After you receive authorization to and have installed the equipment fully complete a startup and return it with pictures of all the unit nameplates to Jennica jmessmore@Famous-Supply.com or your Famous branch. Neither the Dealer or Famous can receive credit without the start-up sheet fully completed 

[bookmark: _Hlk36800279]Major Component Failure less than 12 months after installation
1. Unit replacement may be allowed in some cases
2. Document the problem in detail
3. Call a Famous Associate or Branch and provide them the information in writing
4. After you receive authorization to and have installed the equipment fully complete a startup and return it with pictures of all the unit nameplates to Jennica jmessmore@Famous-Supply.com or your Famous branch.
Major Component Failure more than 12 months after installation
1. Unit replacement may be allowed in limited cases.
2. Document the problem in detail
3. Call your Famous branch and order the parts
4. If parts are not readily available your Famous associate will start the process to get authorization for a replacement unit.






WARRANTY PART ORDERING
Famous does not stock every part for every unit we sell. We do keep the common failure parts in stock. If a warranty part is needed and not in stock. Follow the procedure below. If you choose to call the part supplier to check availability before writing an order and sending it to the buyer, never tell the customer, it is not in stock or not available for X number of weeks. All manufacture’s hold back parts for warranty repairs. They will not be able to give you part availability until they have an order in their system with a serial number showing the unit is under warranty attached to the order. In some cases, they may have to ship the part from the factory instead of the parts warehouse.
Place a sales order for the part or parts needed. Be sure to add a comment with the model and serial number to each line item that is under warranty. If you can complete a Famous warranty form or add as much other information to the internal notes as you can. It will make filling out the warranty form easier later. Job Que the order to the appropriate buyer. Follow up with a phone call or email so they are aware you sent them a warranty part order. Also let them know if the customer will pay freight or wants the part placed on a freight allowed order if possible. 
Once the buyer places the order, they will ask for it to be expedited. If the part cannot be expedited in a timely fashion (24-48 hours typically) they will ask Famous HVAC Tech Support to follow up. Famous Tech Support will contact the Manufacturer’s Tech Support to see if they can sub a part, expedite the part, or authorize a unit replacement. If Famous is going to receive credit for a replacement unit, we must follow this process. If a new unit is authorized, follow the DOA process. Contacting the Famous branch can be skipped since someone is already aware of the situation. Remember no labor is provided for replacing equipment in almost all cases. If labor is available, the CWT will automatically apply for it. And the customer will receive credit when we receive credit. 









DOA
DOA applies to a piece of equipment that experiences a major component failure at startup. The first step is to determine the exact cause of failure and document it. Approximately 30% of DOA units returned are No Fault Found (NFF) this indicates the issue was field related.
Indoor coils should be checked to see if they have a holding charge before being installed. If there is no holding charge repackage it in the original packaging, mark the coil as such and return it to your local Famous branch for a replacement. Indoor coils without a holding charge are the only piece of equipment that does not require prior approval or a service invoice for return. 
All other equipment should be examined as it is unboxed. If there is a defect that cannot be repaired in the field (dented panel etc.) Please call your local Famous branch and they will call one of the people below to start the return process. If a piece of equipment has been installed the process to correct the problem is different than if the equipment is not installed.
Complete a service invoice describing in detail the cause of failure. Do not use phrases like “Fried” (We are not working on eggs) “Burnt” (suggests there was a fire) or “Locked Up.” For example, if a compressor will not start, provide the voltage on the load side of the contactor and the amp draw on each winding of the compressor. This will verify the contactor, capacitor and wiring to the compressor are ok.
Call your local Famous Branch and provide them with the detailed information and they will start the paperwork to replace the unit. The Famous Branch will need all the information needed to file a warranty. Be sure to include all models, serials (be sure to include indoor coil/air handler if A/C or HP), homeowner information and install date. Normally if the DOA equipment is replaced instead of repaired there is no labor allowance. If a DOA unit is repaired, both Major and Minor (contactor, capacitor, fan motor) repairs will automatically receive a labor allowance. Labor allowances are designed to cover the labor cost for repairs not the regular rate for a service call and repair.
Famous Associate’s, please contact one of the following people in the order below to start the DOA process. If the people below are given complete accurate information in writing the authorization to replace DOA equipment usually only takes one to two hours. Incomplete or inaccurate information will delay the response.
After you receive approval to replace a DOA unit be sure you fully complete a startup sheet for the new equipment. Take pictures (pictures required) of all unit nameplates (model/serial) and send them with the start-up to Jennica jmessmore@famous-supply.com or your Famous branch. Most equipment has a startup sheet included in the unit instructions. If you need a copy, just ask the Famous Branch for a copy, or go to www.famous-supply.com and scroll down to resources and click on HVAC Startup Sheets.
Do not just fill in the blanks. Take the readings accurately. About 80% of the startup’s, we receive are not completed correctly. Many of them are rejected by the factory and we cannot get credit until they accept the startup.
Allied Residential:
Bill Molica 330-858-2354
Steve Dlesk 330-819-1588
Jennica Messmore 330-958-3567
Ken Flesher 419-681-0365
Bob Sattler 419-461-9757

Allied Commercial and Magic-Pak:
Bob Sattler 419-461-9757
Jennica Messmore 330-958-3567
Ken Flesher 419-681-0365

Luxaire Residential and Commercial:
Bill Molica 330-858-2354
Dave Vrobel 814-340-0807
Jennica Messmore 330-958-3567
Jeff Zofchak (216) 210-5680







Major Component Failure Within One Year of Installation
Replacing a unit within one year of installation is based on brand and is on a case-by-case basis. Equipment with a major component failure generally must be repaired not replaced. All minor component failures must be repaired. This is especially true of the over-the-counter brands. When 10-parts year warranties became the norm the manufacture’s started requiring repairs to help offset the cost of the 10-year parts warranties. Exceptions can be made to this rule. The best chance of getting an exception is documentation. If you have made several trips to the job for problems and have not filled out a service invoice detailing what was repaired the chances of getting help from the factory greatly diminishes. We rarely are denied help when there is a pattern of well documented problems that are not installation related. If the repair falls within the labor concession guidelines a labor credit will be issued. If the unit is replaced there is no labor allowance.
For a major component failure follow the DOA process. One major difference is that while we can sometimes get credit on a DOA unit without a complete and accurate startup, When replacement is authorized due to a major component failure a start-up is required. 














Major Component Failure After One Year
If there is a major component failure after one year the unit will need to be repaired. The one exception to this is if the major component is not available. If Famous does not have the part in stock an order must be placed with the factory to allow them time to locate the part. The serial number of the unit must be on the Famous Sales Order and the Famous Direct or Purchase Order to the factory. The factory will use the serial number to determine if the unit is under warranty. Often high demand parts will appear to be out of stock at the factory during peak season. In most cases this is because they hold parts back to cover warranties. Also, they may be able to get a part pulled from the assembly line. Once the order is placed have purchasing follow up on the order (job que, phone call or email based on buyer’s preference). Never tell a dealer or homeowner the part is not available for X weeks until the above process has been completed. If purchasing cannot get the part in a timely fashion (generally shipped in two working days) they will contact one of the people below to start the process for authorization to replace the unit. If the installed unit is not available and another model needs to be substituted the existing indoor unit must be an AHRI match or it will need to be replaced. Except in rare cases the indoor would not be covered under warranty. As we get new refrigerants and higher minimum efficiencies in 2023 and beyond this may become more of an issue. 

