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General Electric Claim Rejections

Do you check your GE claim rejections on Service Power a day or two after you have
filed them?

Do you pay attention to the Service Power status report that emailed to you each
night?

If you don’t check your claims or reports, you might be missing a common rejection
that General Electric enforces; and you only have 60 days to correct claims.

You might already be aware of the Service Power auditors that General Electric uses.
Claim audit notifications are usually emailed, faxed or mailed to you making you
aware that your claim will not be paid until you respond to the audit.

***You will not get notified of claim rejections due to address via audits. “General
Electric is rejecting these claims, and notifying through the Service Power Status
report only.”***
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General Electric Claim Rejections (cont.)

If the customer or dealer address does not match the United Sates Postal Service’s
records it will be rejected. You must enter the address correctly on your claim,
including the “compass point orientation”, such as street, avenue, lane, etc.

Check you claim address on USPS.com before you bill it to avoid these rejections.

You will need to call General Electric Claims Department to correct your claim if you
get this kind of rejection. (1-800-972-3202, opt. 2, opt. 1)

“After you have made your claim correction with the G.E. Claims Department, go back
into the claim a day later to make sure it hasn’t rejected for a second time.”
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Dacor Preferred Servicers

Are you a Dacor “Preferred” Servicer and still sending your customer’s back

to Dacor to get an authorization number before scheduling an appointment
for them?

Don’t risk loosing the customer to your competition...

As a Dacor Preferred Servicer you have the ability to request an authorization
number for your customer’s through Dacor’s website and pre-order parts at
no charge so that your technician can repair the appliance in one trip.

www.dacorservice.com
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http://www.dacorservice.com/

Dacor Preferred Servicers (cont.)

Under the Service Request Menu:, select New SR. Fill in the service request form
with the customer’s details, model and serial numbers (if you can’t get the serial # at
this time, you can still submit for the SR), dates and complaint details.

If you know what is wrong with the appliance you can also pre-order parts through
the New SR request form. Dacor will ship them to you at no charge. (Dacor may also
decide to order parts for the service call as well based on the complaint details that

you provide.)

Once you submit your authorization request, Dacor will email you back with an
authorization number and a confirmation on any part orders. (You can also check
your authorization status under Approved SR in the Service Request Menu)

Y \ . )
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Dacor Preferred Servicers (cont.)

Once the service call is complete, go back to the Service Request Menu:, click
on Approved SR. A list of pre-authorized calls will populate and you can
choose the customer from the list that you are ready to submit a claim for.
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NEW stock “replacement” part ordering

Using stock parts on NEW contract repairs can help your technician get a first time
completion, but do your stock parts end up getting replaced with a “generic brand”
equivalent part by NEW?

This can be avoided by following these steps when you place your part order on
Service Bench with NEW to replace your stock part(s):

Pull up the dispatch in Service Bench and click parts management to get to the parts
order screen up. Type the original part # and quantity, then click on find parts.

Once you are on the next screen click on "verify parts" which will bring up a list of all
possible subs. (NEW can send any of the subs listed unless you tell them otherwise.
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NEW stock “replacement” part ordering (cont.)

If you see a sub that you don’t want to be sent to you, type a brief comment
in the comment field and then hit escalate.

(Example: please do not sub p# 1234, must have origingl part

(Example: pulled part from truck stock, please replace with original part #
1234

Once you have escalated your part order you cannot add any more parts so
you want to make sure you have added all parts before hitting escalate.
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NEW stock “replacement” part ordering (cont.)

All parts orders must be shipped or cancelled before you can bill your claim,
however your can still use the original completion date on your claim.
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Part Distributors

So many part distributors....so many part distributor numbers to remember!

| have so many scraps of paper with part distributor numbers scribbled down
that it sometimes takes me longer to find the number | need than it does to
enter and submit my claim.

Here is a quick list of the most popular part distributors and their part
distributor numbers for BSH, Frigidaire & Whirlpool....
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Part Distributors (cont.)

15t Source Servall —
Frigidaire — 31086001
Whirlpool — 101053

Appliance Parts Depot —
BSH — 75000
Frigidaire — 63765001
Whirlpool — 151555

AP Wagner —
BSH — 77000
Frigidaire — 31094001
Whirlpool — 131150
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Part Distributors (cont.)

Automatic Appliance Parts —

Marcone —

Reliable —

BSH — 32000
Frigidaire — 31150001
Whirlpool — 111150

BSH-01723
Frigidaire — 31094001
Whirlpool — 131150

BSH - 24790

Frigidaire — 21855001
Whirlpool — 171450
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Part Distributors (cont.)

C.E. Sundberg —
Frigidaire — 31097001
Whirlpool —111153
Tribles —
BSH — 203038
Frigidaire — 31078001
Whirlpool - 051350
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KEEPING UP WITH FRIGIDAIRE/ELECTROLUX

Recently, I've noticed some big changes to warranty rules and policies at
Frigidaire/Electrolux.

These changes affect warranty customer and store stock repairs, and
whether your claim(s) will be approved or rejected. | have spoken with
several of the claim representatives at Frigidaire/Electrolux and have

received some conflicting information, however | have put it all together and
these are the new guidelines, as | understand them:
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KEEPING UP WITH FRIGIDAIRE/ELECTROLUX (cont.)

Rules and policies for warranty customer repairs:

Customer education on the proper use and care of the appliance is covered
for the entire first year of ownership.

Installation issues and problems are not covered at all.

Cosmetic repairs needed due to manufacturer defect are covered within the
first 60 days of ownership.

Cosmetic issues are defined as scratches, dents, discoloration, cracked glass
and anything that interferes with the appearance of the appliance.

Door handles, shelves, drawers, knobs, water/air/lint filters, microwave
turntables, grates, and any part(s) that is handled regularly are not covered
at all.
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KEEPING UP WITH FRIGIDAIRE/ELECTROLUX (cont.)

Door adjustments and alignments are not covered after the first 60 days of
ownership.

Pedestals for washers and dryers carry a two-year part only warranty...there
is no labor warranty.

Small refrigerators and counter-top microwaves are exchange only.
(Frigidaire/Electrolux will not pay for a diagnosis on these appliances

Air conditioners carry all types of warranties and the warranty is not based
on the size of the appliance, calling on each and every air conditioner to find
out if it is a repairable model or exchange only is recommended (1-888-842-
3660)

If you are a factory authorized Frigidaire/Electrolux service center, you can
request a copy of the following document - FRIGIDAIRE RAC - REPAIR -
REPLACE 2011 from the manufacturer.

77 ON

|||||||||||||||||||||||||||||||
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KEEPING UP WITH FRIGIDAIRE/ELECTROLUX (cont.)

Rules and policies for store stock repairs:
One stock repair is allowed per appliance.

Store stock repairs must be made with-in 24 months from the manufactured
date

(Your claim may reject if the appliance was manufactured over 18 months
ago, you will need to call the claims department if this happe@881842-
3660)

Checking the store stock appliance(s) over for re-sale and/or finding nothing
wrong with the appliance is not covered.
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KEEPING UP WITH FRIGIDAIRE/ELECTROLUX (cont.)

Cosmetic parts/repairs, door handles, shelves, drawers, knobs, water/air/lint
filters, microwave turntables, grates, etc. are not covered.

Damaged, broken and cracked parts are not covered.

Small refrigerators and counter-top microwaves are exchange only.
(Frigidaire/Electrolux will not pay for a diagnosis on these appliances

Air conditioners carry all types of warranties and the warranty is not based
on the size of the appliance, calling on each and every air conditioner to find
out if it is a repairable model or exchange only is recommended (1-888-842-
3660)

(If you are a factory authorized Frigidaire/Electrolux service center, you car
request a copy of the following documemRIGIDAIRE RAREPAIR
REPLACE 2011 from the manufacturer.)
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SERVICE BENCH DISPATCHES

Are your Service Bench dispatch statuses currently up to date?

You might have noticed that you can’t submit any of your dispatched claims and are
getting the following error code:

Code Description Detail Line

You currently have open dispatches that require the
status/sub status to be updated. You will not be able

3554 to submit claims unless the status of open dispatches
is updated. Please update the status of these
dispatches.
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SERVICE BENCH DISPATCHES (cont.)

| called Service Bench and spoke with a customer service representative who
told me that this error code means that your company has dispatches
received in the last 99 days that require a status update.

Until this task is taken care of, Service Bench will not let you submit any
dispatched claims.
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SERVICE BENCH DISPATCHES (cont.)

UP-DATING DISPATCH STATUS:

Log onto Service Bench

Click on the blue “Dispatch” box at the top of the screen

Select “Dispatch Inbox” on the left hand side of the screen under Processing

Change the number of days to 99 and select search
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SERVICE BENCH DISPATCHES (cont.)

Dispatch Inbox

(your screen should look this when you run your search)

(You can change the Service Administrator and Sort by fields to change the
data that populates, however you need to make sure to search that last 99
days in order to have the capability to bill your dispatched claims.)

Display dispatches that have been in the previous days. Sort by .
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How to file a BSH claim that did not require part replacement

If you are having trouble getting your BSH claims that did not require part
replacement paid or are new the BSH warranty world, following these claim steps is
very important.

BSH requires that the part or related part that coincides with the repair on the
appliance be entered on your claim as well as using the correct fault code.

CLAIM STEPS — PART 1

To get the part # that matches the model of appliance repaired, go to:

https://portal.bsh-
partner.com/portal(bD1lbg==)/LoginFrame.htm?PORTAL REGIONINDEX=20

You will need a “User name” and “Password”.

(A user name and password can be obtained from you BSH field rep.)
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How to file a BSH claim that did not require part replacement (cont.)

Once you've logged on, go the upper left hand corner of the screen and choose
Service & Parts. (= Service & Parts)

Next choose QuickFinder FullScreen, again on the left hand side.
(= QuickFinder FullScreen)

A new screen will open and your cursor should be positioned to search your model.

Enter the model # you need (leave the version off — Example WFVC3300UC and
choose the model version from the drop down list). This way you will have the option
of looking at the Spare Part List or the Exploded View. (I prefer the Spare Part List.)

Choose and document the part # that was repaired on the appliance or the part #
that is related to the repair that was performed on the appliance.

You are now ready to enter your claim in Service Power.
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How to file a BSH claim that did not require part replacement (cont.)
CLAIM STEPS — PART 2

Log onto Service Power and begin to file your BSH claim.

When you get to the “Part Information” portion of the claim, enter the part #
you obtained in step 1.

Leave the Qty box blank

Enter the part # obtained in step 1 in the Part# box

Leave the Invoice #, Part Cost and Ext boxes all blank

Click on the following symbol, located next to the Fault Code box -

Click on the correct Fault Code from the pop up box — the code will be filled
in on your claim

Click on the following symbol, located next to the Call Code box -

Click on the correct Call Code from the pop up box — again the code will be
filled in on your claim

Leave the Distributor # box blank
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How to file a BSH claim that did not require part replacement (cont.)

Fill in the rest of the payment information on your claim and submit for
payment. If you have researched the correct model # and version when
looking up the part #, your claim should either be approved or go into
manufacture review, pending any other problems on the claim.
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Manufacturer trends

“Trends in the Appliance Industry”...I think I've found the next popular trend
and this one is probably going to keep spreading (just like the manufacturer
warranty change started by Frigidaire in 2006).

A few tips ago | attempted to provide a list of parts and repairs that Frigidaire
no longer covers. (I spoke with a representative from the Frigidaire Warranty
Dept. that said Frigidaire’s rules were never changed; instead they have
decided to enforce them.)

Next to get on the trend train...Samsung.
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Manufacturer trends (cont.)

Samsung has decided that they can no longer pay their factory authorized
service centers to perform the following types of “store stock” repairs:

Code Repair Description

EADJ Adjustment, external (give ref#)
ADJT Adjust or Alignment (PC)

ALEL Alignment, electrical

ALGN Alignment

CA01 Alignment/Adjustment

INST Installation *

AAO1 Mechanical Adjustment

ALIM Mechanical alignment

ALME Alignment, mechanical
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Manufacturer trends (cont.)

Code Repair Description
CP02 Mechanical repair
SA06 Leg Adjustment
VC01 Door inside Cleaning
RAO7 Door Adjustment (only allowable for OTR MWO)

Examples of the types of repairs that would use one of these codes: leg
adjustments and refrigerator door alignments. (Please use your best
judgment.)

Samsung assures their servicers that they will still pay for these types of

repairs (except for installation) on appliances belonging to consumers...for
now.
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Frigidaire rejections that need your attention

It seems that it takes as much effort and skill to repair an appliance as it does
to get your warranty claim paid.

Frigidaire’s three most popular rejections (in my opinion:
“Model/Serial not a Manufactured Unit”

“Inactive Model #”
“Part not covered on this model”
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Frigidaire rejections that need your attention (cont.)

“Model/Serial not a Manufactured Unit”

PROBLEM: This rejection has to do with Frigidaire taking all of the appliances
manufactured in the last 12 years and recording all of the model/serial #
combinations in a table on Service Bench. If the model/serial # recorded on your
claim does not match up with a model/serial # on the table, your claim will reject.

SOLUTION: Per the representative, this means that the model/serial # recorded on
your claim may or may not have come directly from the appliance and now it needs
to be double-checked. The next step is to call the customer and have them read the
model/serial # off of the appliance to you over the telephone. Put notes in the
comment field of the claim indicating that you have called the customer and reiterate
the model/serial #, resubmit your claim.

If the claim rejects again, your only solution is to prove that the model/serial #'s are
correct and match the appliance you repaired by taking a picture of the model/serial
tag, attaching it to your claim and resubmitting the claim again. This should solve
your claim problem.

R

Orrpeyce 1™
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Frigidaire rejections that need your attention (cont.)

“Inactive Model #”

PROBLEM: This rejection has to do with a glitch in Service Bench. Because
Service Bench takes the last letter or digit off of your model # when you
submit your claim, it makes the model # un-recognizable to the system.

SOLUTION: The “only” solution is to contact Frigidaire Claims Dept. — 1-888-
842-3660, (or email them - servicer.assistance@electrolux.com), and speak
with a claims representative. | was told that the representative has to go into
another screen and update the registration of the appliance on Service
Bench and then come back to your claim to manually over-ride it for
approval.

Download Presentations at www.unitedservicers.com *«% 2012 /4
L S


mailto:servicer.assistance@electrolux.com

Frigidaire rejections that need your attention (cont.)

“Part not covered on this model”

PROBLEM: This rejection has to do Service Bench’s system not recognizing that the
part #(s) you entered on your claim actually does match the model # repaired. For
example Service Bench may recognize that a motor latch goes with an “electric” range
version of that model but does not recognize that the very same motor latch goes
with the “gas” range version of that model.

Other times the part # is simply not loaded in Service Bench.

SOLUTION: The “only” solution is to contact Frigidaire Claims Dept. — 1-888-842-
3660, (or email them - servicer.assistance@electrolux.com), and speak with a claims
representative. The representative will have to research the part # to make sure that
it actually does belong on the model and then go into the “part maintenance screen”
in Service Bench, update the part #/model # match and then make a claim
adjustment for you.

(The good news is that this part # will now forever match the added modgeluso
won’'t get this same rejection again on
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OBTAINING CONTRACT REPAIR AUTHORIZATION

Getting a repair authorization from a contract company can sometimes be
quite a feat! Along with the model and serial number, the authorization
representative usually wants to know the size, color, manufactured or
purchase date, location of the unit in the home, functions, options, cycles,
motor speeds, horse power, why each individual replacement part is needed
and/or failed, how the repair was diagnosed, every recipe ever cooked or
piece of clothing ever washed or dried in the machine.

Getting the technician to provide as much information as possible is always
best but | usually find that there is something that | need to research as well.

In anticipation of the representative’s questions | try to do the research
before | call the contract company.

Here are some of the websites that | frequently use to find the answers |
need.
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OBTAINING CONTRACT REPAIR AUTHORIZATION (cont.)

Appliance 411 - http://www.appliance411.com/service/date-code.php

(This website was given to me by Kirby Hills of At Your Service Appliance
Repair in Kansas City, Missouri. Thank you Kirldy

This website is very, very helpful. | can almost always find the manufactured
date of the appliance, the owner’s manual and some repair manuals. From
the owner’s manual | can usually determine the number of options, cycles
and functions of the appliance. Older models can sometimes be found on
this site — which is a big bonus for those companies that service American
Home Shield, 4-Warranty, First American Home Warranty, 2-10, Warrantech,
etc. contracts.
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OBTAINING CONTRACT REPAIR AUTHORIZATION (cont.)

Manage My Life -
http://www.managemylife.com/mmh/owner manuals/search?query=kenmore

This is Sears website and they provide owner’s manual lookup on several
different brands, not just Kenmore. | use this site from time to time and
there is a link to it from Appliance 411 under owner’s manuals.

Download Presentations at www.unitedservicers.com 1\2012 f
%%”'Dmnm"'“‘&



http://www.managemylife.com/mmh/owner_manuals/search?query=kenmore
http://www.managemylife.com/mmh/owner_manuals/search?query=kenmore

OBTAINING CONTRACT REPAIR AUTHORIZATION (cont.)

Whirlpool -
http://www.whirlpool.com/jump-pages home-mobile.content.html

This is Whirlpool’s website and it only provides information on Whirlpool
manufactured appliances. Under the “Owner Center” tab, owner’s manuals
and much more can be looked up.
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OBTAINING CONTRACT REPAIR AUTHORIZATION (cont.)

General Electric —
http://www.geappliances.com/

This is General Electric’s website and it only provides information on General
Electric manufactured appliances. When | have a G.E. appliance, this is my
go to site. Every detail about the appliance is listed here for current and
discontinued models.
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OBTAINING CONTRACT REPAIR AUTHORIZATION (cont.)

LG —
http://www.lg.com/us/index.jsp

This is LG’s website and it only provides information on LG manufactured
appliances. This site provides owner’s manuals, size, pictures and sometimes
installation information.
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OBTAINING CONTRACT REPAIR AUTHORIZATION (cont.)

Frigidaire —
http://current.frigidaire.com/support/manuals.asp

This is Frigidaire’s website and it only provides information on Frigidaire
manufactured appliances. This site is perfect for finding details on any
Frigidaire or Electrolux appliance. You can find all of the information you
need under the “Customer Service” tab and by typing in the model #.
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NEW YEAR —NEW RULES & A CORRECTION FROM 2011

Frigidaire:

Frigidaire is only allowing one stock repair for all dealers per appliance.

“If you are a Frigidaire factory authorized service center, check your serial #'s
for repair history before you replace parts in the appliance you are working
on.” If the appliance has already had a stock repair within 18 months of the
manufacturer’s date you will want to give the dealer a repair estimate before
you repair the unit. My suggestion would be to attempt to get the serial #
from the dealer prior to servicing the appliance so that you can check the
stock repair history first.

(Frigidaire’s War r aB42866@ mayimake anD e p
exception to the 18nonth manufacture date rule on an appliance that is
within 24 months of the manufacture date and has never had prior service.
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NEW YEAR —NEW RULES & A CORRECTION FROM 2011 (cont.)

Frigidaire policy # FDBM2011

This new policy pertains to Electrolux refrigerators “not making ice”

complaint. It covers any Electrolux refrigerators with “tilt out” racks in the

freezer. The tilt out rack needs to be replaced with a stationary rack because

the tilt out rack is not allowing the door to close properly (at times) which

allows warm air to get into the freezer forcing the unit into recovery mode

and causing the ice maker to stop ice production due to temperature

sensitivity.
(So far, | " ve only seen part # 2418:
distributors have this part labeled as being a tilt out rack, however per Frigidair
it was mislabeled and is a stationary rack.)
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NEW YEAR — NEW RULES & A CORRECTION FROM 2011 (cont.)

Assurant Solutions:

REPEAT CALL, PRIOR CALL <90 DAYS

You may have noticed that you are getting dispatched calls from Assurant
that are marked repeat call only to find out that you have never serviced the

Per a representative at Assurant’s Warranty Department, anytime the
consumer has had any appliance serviced by your company in their home
within the last 90 days, new service requests will be marked as a repeat call.
This should not affect the labor on your current dispatched call as long as it
isn’t a “true” repeat call within your contracted warranty period.

Always check repair history so you don’t mistakenly assume you aren’t due
labor because the dispatch is marked repeat.
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NEW YEAR — NEW RULES & A CORRECTION FROM 2011 (cont.)

BSH:

CORRECTION FROM JANUARY 2011 TIPS

BOSCH

Example: FD830989233

FD8-for BSH use

3 —second number stands for the year it was manufactured

09—the third and fourth numbers stand for the week it was manufactured ir
that year

This product was manufactured the 9t week of 2003 = around the
beginning of February 2002

Incorrect
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NEW YEAR — NEW RULES & A CORRECTION FROM 2011 (cont.)

The correct information for reading a BSH serial number or whedll an FD
number is the following

Example: FD830912345

FD 8309 12345 — The first 4 numbers, following the FD, are the year and
month of production and the following numbers are production numbers

The 83 is the year by adding 20 to the 83 or in other words 83 + 20 = year
2003. The 09 is the month of production. In this case 09 is September

This product was manufactured in September of 2003

(This correction was courtesy of Mr. Mark Bledsoe of BSH Home Appliances
Corporation, Technical Services Managdorth America
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DACOR’S THREE YEAR WARRANTY PROMOTION

Did you know that Dacor has been running a three-year warranty promotion
on all of their new appliance sales?

Any Dacor appliance sold between October 2011 & June 2012 has the
potential to carry a three-year manufacture’s warranty. The customer must
register the purchase of the appliance on dacor.com in order to receive the

three- year warranty.

So how does a factory authorized servicer know if the appliance they are
working on is covered for one or three years?
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DACOR'’S THREE YEAR WARRANTY PROMOTION (cont.)

There is a new feature on dacorservice.com that will guide you to the correct
warranty on the appliance.

Use your logon and password to get on Dacor’s factory authorized
servicer website. On the left hand side of the main page listed under
FAQ’s is a new feature — Warranty Search.

Click on Warranty Search and enter the appliance serial #, click on
search.

The warranty on the appliance will populate and be displayed for your
reference.

(A preauthorization is still required by Dacor before a warranty service
call |l s perfor med. Pl ease refe
2011, for full instruction on obtaining a pagithorization.)
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