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PROTEAM

WARRANTY CENTER

PROGRAM AGREEMENT

ProTeam would like to welcome your company as an Authorized Warranty Center.  Please read and conform to the following manual carefully.

This agreement will be authorized when a copy of the signature page is received by ProTeam’s Customer Service Department.  If the entire document, with complete information and authorized signature, is not on file, ProTeam cannot pay for warranty work performed.  Either party can terminate this agreement with a written 30-day notice.

ProTeam reserves the right to terminate this Warranty Agreement immediately if any ProTeam customers are not dealt with in an efficient and business-like manner and in accordance with this ProTeam Warranty Center Agreement.

If you have any questions, please contact ProTeam Customer Service at 866-888-2168 or via email at customerservice.proteam@emerson.com.  We look forward to our mutual success.

In addition to this agreement, other documents available upon request:
· Vacuum Warranty Outline





· Warranty Claim Form

· Warranty Table
· Service Manuals








WARRANTY PROGRAM

A strong warranty policy tells customers that ProTeam is serious about its commitment to quality and product dependability.  No matter how good a warranty policy and/or program is, they can only be as effective as those who carry it out.  The following outline will enable distributors/repair facilities to take maximum advantage of the ProTeam Warranty Program.

ProTeam machines are warranted against manufacturer defects in materials and workmanship.  Please see appendix A for a complete outline of all warranty timeframes on all ProTeam vacuum models.  For the most updated program information, please check our website, www.proteam.emerson.com.  Customer Service can provide guidance on accessing and using the website content and materials.   

ProTeam assumes no responsibility for service work performed by anyone except ProTeam authorized Warranty Centers or ProTeam’s factory.  Every warranty period begins from the date of invoice to the original end-user.  The warranty is not transferable from the original owner.

RESPONSIBILITIES

Proper handling of warranty claims requires that all involved parties (the owner, the dealer, and the manufacturer) fulfill the conditions set forth below:

The owner must deliver the machine to a ProTeam Authorized Warranty Center (or to the factory) freight prepaid.  The owner should take precautions NOT to attempt repairs that may void the warranty.  The owner must also supply proper documentation to verify the original purchase date.

If the distributor or repair facility is a ProTeam Authorized Warranty Center, it is responsible for returning the product to operation as soon as possible.  To do this, an evaluation of the defect in materials or workmanship (not the result of misuse, misapplication or normal wear and tear) must be made.  If this evaluation justifies warranty consideration, the repair facility will proceed with the claim and documentation as outlined in ProTeam’s Warranty Claim Procedure.

All ProTeam Authorized Warranty Centers are expected to work on any ProTeam product brought to them for service, regardless of the source of sale.  Failure to provide proper service to an end-user who purchased a ProTeam product other than the site of the service location can result in the cancellation of this agreement and change in overall account status.  If the distributor is not an Authorized ProTeam Warranty Center, it is their responsibility to contact ProTeam’s Customer Service Department or instruct the customer to do so.

ProTeam is obligated to repair or replace, at its sole discretion, any warranty-covered defective part. ProTeam will credit the ProTeam Authorized Warranty Center’s account for managing the repair work – as outlined and defined by current claim procedures and reimbursement tables in effect at the time the work is performed.

WARRANTY CLAIM PROCEDURE
The Authorized Warranty Center must provide proof of purchase (a copy of the customer’s original invoice), date sold and name of the customer to ProTeam’s Customer Service Department.  The warranty begins on the date of purchase by the original end-user.
If the purchase date is not obtainable, the warranty period coverage will be based on the manufacture date and serial number on the equipment.  This will effectively reduce the warranty period in lieu of the proof of purchase date by the original purchaser.

Without proper identification by model, serial number, and date sold, the warranty will be disallowed.  The dealer and/or ProTeam Warranty Center should understand this before any claims of warranty are accepted.  We would like to emphasize that while a machine may be under the warranty timeframe, the services needed may not be covered by that warranty.

The following items are NOT covered under the ProTeam Warranty Program:

· Defects due to improper operation or lack of prescribed maintenance procedures.

· Defects or problems due to misuse, negligence, accidents, abuse, improper use, lack of care or maintenance not in compliance with operating and maintenance instructions.

· Vacuum motors that have been exposed to liquids are not warranted.

· Defects resulting from use or storage in areas of extreme temperatures, which exceed the product’s design capabilities.

· Adjustments and/or inappropriate lubrication (i.e., lubricating the motor bearings).

· Normal wear of vulnerable components, such as motor brushes, filters, hoses, wheels, casters, bumper gaskets, cords, bags, switches, buckles, and accessories.

· Cleaning and/or refinishing.

· Damage in transit, visible or concealed.

· Damage caused by use of harmful chemicals.

· Unauthorized alterations or modifications to unit.

· Cost incurred in packing or shipping for warranty evaluation.

· Service performed by a non-authorized service center.

· It is the customer’s responsibility to get the product to the nearest Warranty Center.

Claims for warranty credit must be submitted on a ProTeam Warranty Claim Form.  Each claim must be filed separately, one form per vacuum unit.  Beginning in 2019, the claim form is expected to be submitted to ProTeam Customer Service for review and approval prior to any repairs being performed.  The form must be filled out accurately and completely.  Omissions of pertinent details will delay processing.

Within 24 hours of receiving the claim form, Customer Service will review the information and approve, adjust or deny a claim.  The service location will be contacted immediately to discuss any adjustment or denial of a claim.  The service location may also be contacted to coordinate shipment of an original part to ProTeam. 
To meet the processing turnaround time, warranty claims must be submitted through our website.  Claims can also be emailed or faxed to Customer Service, but those methods cannot be processed as quickly.  No verbal phone-in claims will be accepted or processed.  

Warranty credit will be assessed and approved based only on the ProTeam Warranty Claim Form.  ProTeam does not pay warranty credit or process activity from submitted invoices or substitute claim forms.

ALL CLAIMS MUST HAVE THE FOLLOWING INFORMATION, OR THEY WILL BE DENIED, OR MAY GO UNPROCESSED:

1.
DATE SOLD TO END-USER (copy of original invoice to be attached)

2.
DATE OF REPAIR

3.
MODEL NUMBER

4.
SERIAL NUMBER

5.
PARTS REPLACED WITH CORRESPONDING DEFECTS NOTED

6.
AUTHORIZATION NUMBER IF PREVIOUSLY OBTAINED
All approved parts listed on an approved claim form will be shipped at no charge via expedited transit to the service location listed on the form and an approved location on our website Service Center listings.  The approved parts orders will appear and ship under a specific system account named “ProTeam Warranty Repair Service” and the company reference number listed on the claim form will serve as the Purchase Order.  The claim form should also include a contact name and email address to receive the order acknowledgement and tracking information.

NOTE: If your organization requires a different PO reference to manage incoming deliveries, please contact Customer Service to discuss your situation.  
It is strongly encouraged that service centers and distributors stock service parts for sale and for use on non-warranty repairs.  A “recommended parts list” for backpacks/canisters and for uprights is available on our website or from Customer Service.  The online and paper warranty claim forms also will be modified slightly to streamline the processing and match the new procedures.

REIMBURSEMENT CREDIT 

Beginning in 2019, service center accounts will be reimbursed for all activity related to the warranty-approved repair work at a flat-rate based on the product model.  This amount addresses any and all activity, including but not limited to – diagnostic efforts, repair labor time, administration, overhead and claim processing.  That rate is currently as follows and will be applied to the account as a credit with a specific Credit Memo reference within 30 days of receipt of the claim form: 

· $60 USD per any backpack, canister, wet/dry vacuum and wet/dry AirMover model

· $90 USD per any upright model or GoFree® Flex Pro battery backpack

There may be factors that influence the time needed for certain repairs.  Poorly maintained or especially dirty equipment may take longer to repair.  An inexperienced service technician or improper diagnosis will also add to the length of time required to complete the work.

CLAIMS REQUIRING MATERIAL RETURNS

All motors deemed defective under warranty and within ten (10) months from the original date of purchase by the end-user must be returned to ProTeam.  In some cases, ProTeam will require other defective part(s) to be returned for further evaluation.  In these cases, the following procedure will apply:

1.
Call ProTeam’s Customer Service Department for a Return Authorization Service Request (SR) number.  This number is required for all returned items.

2.
The SR Number is to be clearly marked on the outside of the package.  The return address must also be on the package.

3.
ProTeam Customer Service will coordinate pickup & shipment of the returned item(s).

IMPORTANT:  Returns received either FREIGHT COLLECT or without the SR number will be refused.  Only those items authorized on the ProTeam-issued Service Request should be included.  Items from several claims on which authorization has been received may be packaged in one container; however, each SR number for the materials enclosed must be marked on the package.

WARRANTY SERVICE STATEMENT OF POLICY

1. ProTeam’s only obligation will be to repair or replace any material proven to be defective.

2. ProTeam assumes no warranty or liability for any non-approved parts (ProTeam parts are the only approved parts) or materials used on ProTeam machines.

3. ProTeam assumes no liability for prices charged other than ProTeam’s printed Parts Price sheets.

4. ProTeam assumes liability only on machines repaired at the ProTeam Factory.

5. For all ProTeam parts and equipment, specifications and prices are subject to change without notice.

6. Warranty only applies to original purchaser of vacuum or product.
SIGNING AND ACKNOWLEDGEMENT: 

I have read the contents of the Warranty Center Program Agreement and I am in agreement with the terms and conditions listed within.

Company:
     
(Please print)

Name:

     
(Please print)

Signature:
     
Title:

     
Address:
     
Phone:

     

Fax: 
     
Email: 

     
Date:

     
A signed copy of this entire document must be received by ProTeam upon completion to validate your company as a ProTeam Warranty Center.  ProTeam reserves the right to void this Agreement at any time with a written 30-day notice.

ProTeam, Inc.

Attn: Customer Service



8100 West Florissant Avenue, Building T



St. Louis, MO  63136

E-mail:
customerservice.proteam@emerson.com
Phone:
866-888-2168

FAX:
800-844-4995
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