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Improving Efficiency and Agency Experience!

Page | 3

Acuity is rolling out several new warranty processes and tool 
updates to our Agency Partners

Voice of the customer during collaborative Kaizen event (12/17) 
has resulted in a number of actions

These include:

 New Labor Process

 AGILE Claim Request Enhancements

 120 Day return period For ABL Product Issues 

 Added carton markings to Auto NC orders



Labor Guidelines for 
Warranty 



Acuity Warranty
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Terms, Conditions and Warranties



New Approach to Labor Agreements
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Benefits of new strategy:

We have established Standardized Labor Rate pricing across 

the country in order to be more efficient (effective Feb. 2018)

 Eliminate delays caused by negotiating Labor Rates for jobs 

when Acuity product is found to be defective and within the 

Warranty Period. 

 This is to serve as a guide only; some jobs may be more 

dependent on the job location, prevailing wage rate, union work, 

off hours, etc. 

 This guide for standardized pricing should cover approximately 

eighty percent (80%) of the jobs for Acuity Brands Products.



Warranty Claim and Returns

1. Customer troubleshoots fixture and suspects product is 
defective and submits a warranty claim to Warranty 
Services  

2. Warranty Services may elect to send replacement parts or 
fixtures as a resolution for the issue 

3. If applicable, agent completes the Job Site information 
form that is required for Acuity to make a determination of 
the labor cost of the repair

4. After receiving this information, using the pricing schedule, 
Warranty Services will state the allowable amount per 
fixture to repair the defect or warranty issue 

Typical Scenario for New Labor Request

Page | 7



Labor
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5. The Warranty Services team member will reply back to the 

agent / customer with the allowable rate. 

Customer Decision
 The agent /customer can determine if “their contractor” 

can perform the job for the allowable rate. If so, labor is 

approved by the Warranty Services Team to proceed (in 

writing, via the Claims Workbench). 

 If the agent / customer cannot have the job performed for 

the allowable rate, Warranty Services will engage an 

Acuity Approved Contractor to perform the work at the 

designated location using contact information provided



Job Site Information Form
This form REPLACES all other previously provided Labor Quote 
forms.
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Rules of Engagement
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 The labor rates are non negotiable unless specific conditions are 

met, per our Senior Leadership Team

 The standardized labor rates are based on the information provided 

by the agent; site conditions, mounting height and fixture types, 

union and prevailing wages, etc.

 Labor that is not pre-approved by a member of the Warranty 

Services team may not be honored, and the agent takes the 

responsibility for the work performed without prior permission.

 Labor requests submitted after one year past last documented claim 

activity will not be considered for review or approval



AGILE Request For Claims  
Improvements



 Ability to submit multiple product groups per Order Number via 
Request For Claim (RFC) entry

 Added carton markings to Auto No Charge Replacement orders

 Visibility of Contractor Select (CS) products in claim submissions

 Adding Request for Claim “creation” date on AGILE dashboard

Features - New Updates to the AGILE Tool
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Multiple Products per Entry
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You will now be able to:

 PER ORDER number - Enter multiple product groups per 
claim request submission (RFC)

 Enter separate reason codes for each claim line

= Multiple Claim requests will be generated per 
entry as required

Your Savings = 

Reduce the amount of time required to enter multiple 
submissions for different products on an order



Create Date of AGILE Request For Claim

Now showing on your dashboard
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Track when your claim requests are submitted and monitor claim 

activity, resolution 



Contractor Select Screen Updates - AGILE

Contractor select Identified:

- Columns and Y/N indicator



Warranty Returns 
Expiration



Expiration Date For Warranty Returns Extended

Returns Authorized for Warranty - ABL Product Issue Only = 

Expiration date of returns extended from 60 days to 120 days

Results:
 This will allow more time at job site to coordinate return 

of defects, especially for larger projects

• Eliminate requests to Sales Team for extensions

Days!
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