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Enter a ship-to-address and We’ll do the rest!! 

If you have a warranty claim that results in 
a NO Charge replacement,  Acuity will 
place the No Charge order for you !

(with a little assistance required on Legacy 
Winona and Mark Lighting orders)

What do YOU need to do?

Only one additional step from your 
current process in AGILE RFC tool  -> 
Enter Shipping Information for each 
Request for Claim
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Here is how it works…

All C&I claims entered in RFC Tool All Legacy Winona and Mark Lighting 
claims entered in RFC Tool
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Warranty Team

Acuity will process a NO Charge 
Replacement order 

Agent:      

• Enter Request for Claim in Agile

• Complete New Shipping Information Section of the 
tool as required 

 If your claim results in a No Charge Replacement:

Agent: 

• Enter Request for Claim in Agile 

• Complete New Shipping Information Section of the 
tool as required 

 If your claim results in a No Charge Replacement:

Agent will receive: 

 Email notification that order is placed 

 Narrative note in RFC dashboard

 Visibility of order in AGILE Order MGT

Warranty Team 

will review claim to determine , if  No Charge 
Order is needed

Warranty Team 

will review claim to determine , if  No Charge 
Order is needed

Warranty Team 

If Legacy Winona or Mark, Team will Create  a 
“Hold” order requiring the Agent to complete order 
process in Order Management  - Action Required

Agent will receive: 

 Email notification that “HOLD” order is 
entered with instructions 

 “Action Required”  Narrative note in RFC 
dashboard of Hold order needing completion

 Visibility of  “HOLD” order in AGILE Order 
MGT
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Email Notifications you will receive

Order Placed!

SAMPLE EMAIL for Replacement Order instructions:

From: Do Not Reply 
[mailto:NoReplyWarrantyServiceNotifications@AcuityBrands.com
] 
Sent: Tuesday, November 22, 2016 4:38 PM
To: Reagan, Shawn E <Shawn.Reagan@AcuityBrands.com>
Subject: Order # A261-23855-LLA - Request # 228527 - Claim # 
480214-284665896 - Owner: (No Charge Update)

Your request for no charge order has been authorized and 
created by (FCWTEST)

Replacement Order Number #: (A261-28493-LLA)

Original order is (A261-23855-LLA)

Replacement Items:
Line #: 1
CI: 
Item Description: 059-41-72844 - DRIVER GRAFTECH PAD 
8.25 X 7.163
Quantity: 1

Complete the Hold Order and Place!

(Legacy Mark and Winona Only)

SAMPLE EMAIL for Hold Order instructions:

From: Do Not Reply 
[mailto:NoReplyWarrantyServiceNotifications@AcuityBrands.com] 
Sent: Tuesday, November 22, 2016 4:29 PM
To: Reagan, Shawn E <Shawn.Reagan@AcuityBrands.com>
Subject: Order # A261-78746-LLA - Request # 228535 - Claim # 
480214-284665901 - Owner: (No Charge Update)

Your request for no charge order has resulted in the creation 
of a Hold Order.
Please open this Hold Order in AGILE Order Management 
and complete the Header section

for Bill To, Sold To and Ship To. We have included the line(s) 
and shipping instructions already.

Once the header has been completed you can place the 
order.

Action Required by Agent: : Hold Order Number #: (3543669)

Original order is (A261-78746-LLA)

Replacement Items:
Line #: 1
CI: MARK
Item Description: 10-1306-B
Quantity: 1
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What To Expect in the New Process?
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More time to handle 

your other tasks!

Once the order has been released and 
placed, you can request updates by 
contacting Customer Care for:

• Ship Address edits (these changes 
cannot be made via the AGILE RFC 
tool) 

• Will Call Requests
• General order maintenance



Questions?
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Standard Work Instructions
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Standard Work Instructions  

Acuity Auto No Charge Order Placement (Agency) 

 

Purpose: This standard work will provide instructions for AGILE RFC entry to enable the processing of 

No charge orders for defective solutions by the Warranty Services team. 

1. Complete the RFC form in AGILE to submit a warranty claim request 

 

 

 Select Order 

 

 Enter all applicable information including quantity rejected, photos, attachments 

and comments. 

 

 Shipping Instructions Section: This NEW section must be completed per 

instruction for ALL RFC’s. Legacy Winona and Mark orders will provide 

instruction message. 
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You have 3 options : 

1. Select the Original Order Ship to address from the drop down selection  

 

2. If the replacement will need to ship to an alternate location, site or to contractor 

directly, enter a manual Ship to address.  Click the icon box next to drop down 

 
3. If the order is a Legacy Winona or Mark Lighting order, you will see the following 

message and will later need to complete and release from the “Hold” order that  
Warranty Services submits.   

 
 

 Next Select Shipping Instructions 

 

o Standard  

o NDA – Next Day Air 

o Contact Customer Care for Will Call requests after the order has been placed. 

** Acuity reserves the right to review and authorize ship methods. 

 

 Submit request 

No changes can be made to the address in the RFC or in the NC order process. All 

changes must be made after order is placed with the Customer Care team. 

.  

 



Presentation Title

Proprietary and Confidential
Page | 10

If the Ship to Section is not complete, the RFC will not process 

 

The order will first appear as a HOLD order in your view as it is processed by Warranty 

Services will then process and release the order. (except Legacy and Winona Legacy – 

It will HOLD and YOU must process) 

_____________________________________________________________________ 

How will Warranty Services provide you with the order number? 

1. You will receive email notification  

2. Updated narrative in your Request for Claim; select and open RFC from your 

dashboard 

For Legacy Mark and Winona orders:  

1. Action Required Notice on your dashboard 

2. Action Required email notification – advising you to complete Ship to, sold to and bill 

too and to release hold order and place. 

 

Narrative message in the request: 

 

Please contact Customer Care for processing order maintenance requests: 

o Will Call  

o Address Changes after order has been entered (these changes cannot be 

made in the RFC after submission) 

o General order maintenance 


