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Agile RFC Requestor

Acuity Workbench Claim Owner
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Introducing …..Implementation of two-way communication through the Acuity 

Tools between….

How will this new enhancement improve our process?

• Elimination of emails (except where warranted)

• Streamline work flow

• Concise visibility of claim activity in one place

• Improves response times 

AGILE Request for Claims (RFC) & FCW 



How will this process work?
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Agent sends message
or attaches documents 
to Post Sales via
the RFC

Post sales receives the 
Agent message or docs 
on their dashboard (FCW) 

Post sales reviews 
message on their 
system

Post Sales checks action as 
complete; and responds to
Agent with:  Action Required  or 
- Note to Agent Message 

RESPONSE: 
Agent is notified in RFC with 
Action Required or Note  Message 
+ Email also Rec’d from our 
Notifications Box

Out

DoNotReply Warranty Notifications Box

Agent ->

Post Sales ->
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Do I still use my regional or specialty email box? 

Regional Boxes and Specialty Boxes 
Will now be used primarily for manual claim processing for customers that do not 
have access to AGILE RFC tool.  If you have a general question not related to a 
specific claim, call 800-705-SERV (7378). 

“DoNotReply– Warranty Services Notifications” – Unmonitored response mailbox 
to be used to provide notifications emails to you (Do Not Reply)

WRDC SEDC MWDC

SEDC NEDC

Holophane OEM FG
Post Sales 
Specialty

Controls

Warranty Services 
Notifications

NEW

Notifications Only --Unmonitored Box



Agent
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Agent RFC Step-by-Step

1. Select and click on a claim Request #  hyperlink from the AGILE 
dashboard to open the Request



Agent
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3. The Status on the RFC dashboard changes to “Message Sent”

2. Enter a message or add attachments in the comments 

section and save

Agent RFC Step-by-Step
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1. Message appears on the claim owner’s FCW dashboard under the 

“Claims Action Required” section 

2. Date due is 24 hours from the original request date

3. Click on the claim number hyperlink  

Unread messages
turn Red if unanswered

Within 24 HRS

Acuity FCW Step-by-Step

Post Sales
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4. Post Sales enters reply in narrative and selects Action Required or Note to Agent

5. Email will be sent to agent from the WarrantyServicesNotifications mailbox

Post Sales

Acuity FCW Step-by-Step



Sample Email from Notifications
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You are unable to reply to this email

Notifications
email 



Don’t want to receive notifications?

• NoReplyWarrantyServiceNotifications are sent as a courtesy.  

• If you do not wish to see these notifications, you may create a 
Microsoft Outlook rule to have all messages placed in a designated 
folder automatically  
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Warranty 
Notifications



Agent
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4.  Action Required status appears on agent AGILE Dashboard

5.   Agent views message and clicks complete box once read to update status on dashboard 

Agent RFC Step-by-Step
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Additional Enhancement

• The Claim status (Open / Closed) will now be added to the 

dashboard (currently only the Request status is shown)

• RFC Status column relabeled to read: Request Status

Agent



Additional Questions?
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Q How do I handle claims that I cannot process via RFC? 
A   Claims that have been manually entered (not via RFC)

will not be visible on your dashboard. 

Q  Will the basic processes still remain the same?
A   Yes. 

Q What if I have a hot claim and need immediate response?
A    Please follow the escalation process by calling our

1-800-705-SERV - Number for service



Two Way Communication Tool

Contractor Payment Center

Resources for More Information
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Agenda



Go Live June 6, 2016
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What’s New?

 Associates assigned to Contractor Payment Center for Faster
invoice payment

 Dedicated email to send/receive documents and invoices

as well as handle inquiries

 Dedicated Contractors Only telephone line for inquiries

 Warranty Team coordinates labor payments and answers 
contractors questions – agency can focus on next order

 Defined process handoff by Agents after Labor Claim approval

 Agent will have visibility of documents provided to contractor via 
RFC Tool

 Quicker invoice requirements to match record with claim –
prevent aging issues with contractors



Updates to our Labor Process

• Contractors should submit ALL invoices within 60 days of the 
Labor Approval Date. Should a rare exception be needed, 
Contractor Payment Center may pre-authorize one in writing.    

• All forms (including Contractor Agreement) have been updated 
and will be sent to contractors via the Contractor Payment 
Center.  Blank forms agencies may have saved locally should 
not be disseminated after 6/6 launch date.  These will not be 
accepted. 
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Benefits of the New Process

Less Paperwork for Agency:  Let the Contractor 
Payment Center handle this for you

Contractor Q&A:  Post Sales Associates accessible 
to Contractors

Status Updates:  Allow Acuity to handle these 
requests.  Ultimately, the faster we pay, the less 
we’ll have. 

Faster Payments:  Box will be monitored daily to 
ensure faster payments

20
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Labor Approval Process: Agent will continue to be involved in 
obtaining and coordinating the labor estimate through the Labor 
Approval process.   

Once the Labor Estimate has been approved by the Warranty Team:
1. The Labor Approval is sent directly to the Contractor with all 

pre-work forms from New Contractor Email Box
2. The Agent is notified of the approval via RFC tool. Agent is no 

longer responsible for coordinating pre-work documents.
3. Contractors submit paperwork and documents directly to 

NEW Warranty email : 
ContractorPayments@AcuityBrands.com

4. Contractors may call our dedicated Payments Service line for 
inquiries (claim # required) 

What To Expect in the New Process

mailto:ContractorPayments@AcuityBrands.com


Dedicated Phone and Email
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ContractorPayments@AcuityBrands.com

1-855-240-5747



Post Sales Escalation Path

Escalation Process



Two Way Communication Tool

Contractor Payment Center

Resources for More Information
Addendum Attached for Your Reference

Labor Refresher Course Offered:  email teresa.clark@acuitybrands.com by 
Friday, June 3rd to request an invitation
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Agenda

mailto:Teresa.clark@acuitybrands.com
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Addendum

The purpose of this addendum is to provide 
additional information for those who:

• Are new to the process  OR
• Want a refresher on the processes OR
• Simply want to dive a little deeper 
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Before we get started 

• Claim must be submitted via RFC through AGILE

• And of course, our legal disclaimer is below!
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Labor is not covered by Acuity Brands and is not part of our written warranty or Terms & 
Conditions. On a case by case basis, Acuity Brands may decide to cover some or all labor 
costs required to resolve a warranty related issue.   All labor that may result from solving a 
warranty issue must be reviewed and approved by Post Sales, in writing, prior to the work 
being performed. 

The local agency and/or distributor accepts the risk and/or financial responsibility for labor 
performed without submitting the Labor Estimate and written approval from Acuity Brands 
Post Sales.
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Labor Estimate  / 
Quote

Labor Approval Invoice 
Payment

Easy as 1-2-3



Labor Estimate/  
Quote 

• Labor required for warranty 
claim repair

• Agent contacts Post Sales who 
provides Labor Estimate 
checklist

• Contractor completes estimate 
sends back to Agent – Now,
Contractor contact email and 
phone number are required 
on estimate paperwork

• Agent returns completed 
estimate back to Post Sales

30

Contractor determines 
Labor Estimate

Agency verifies estimate / quote is complete
including Contractor email and phone number

Acuity Labor Estimate 
Checklist

Post Sales reviews quote

Will approve or ask clarifying questions
Initiates STEP 2, Labor Acceptance Form

Small

CHANGE
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Labor 
Approval

• When Labor quote 
is Accepted, 
Warranty Labor 
Team provides 
Labor Acceptance 
Form and pre-work 
packet DIRECT to 
Contractor. 

• Agent will be 
notified of approval 
via RFC 

• Contractor submits 
all PRE WORK forms 
to the NEW Acuity 
CONTRACTOR 
PAYMENTS  email 
box

X Missing forms – W9, EFT,             
Master Services Agreement    (no 
modifications allowed)

X Information doesn’t match

X Forms not signed

Approval = 

√ Forms signed

√ All forms in packet

√ All information matches

**  Verified by Warranty    
Labor team 



What’s needed?

√ Completed Invoice – per checklist

Already Submitted in Step 2:

√ W-9

√ Master Service Agreement (MSA) w/ 
Statement of Work (SOW)

√ EFT 
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Invoice 
Payment

• Contractor 
submits 
complete invoice 
to Acuity 
Contractor 
Payments email

• Post Sales 
validates invoice 
and submits  to 
AP for payment 
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Labor Estimate  / 
Quote

• Labor required for 
warranty claim repair

• Agent contacts Post Sales
who provides Labor 
Estimate checklist

• Contractor completes 
estimate sends back to 
Agent

• Agent returns completed 
estimate back to Post 
Sales

Labor Approval

• Post Sales sends labor 
approval DIRECTLY to 
Contractor with pre-
wok forms and copies 
Agent via RFC

• Contractor submits all
PRE WORK forms to 
ACUITY Contractor 
Payments email 

Invoice 
Payment

• Contractor 
submits complete 
invoice to Acuity 
Contractor 
Payments email

• Acuity Warranty 
Labor  Team 
verifies invoice 
and sends to AP 
for payment

Summary – Easy as 1-2-3



Agency
o Enter RFC for claim creation

o If required forward Labor Estimate form to Contractor to review PRIOR to work start

o Upload estimate to Warranty via RFC

Contractor
• Complete Detailed Quote

• Complete Pre-work Documents

• Review new troubleshooting guides prior to requesting claim

Acuity Warranty Labor Team 
• Send approval and pre-work forms DIRECTLY to Contractor and process

• Timely communication throughout the process

Roles and Responsibilities
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Revised Forms



Troubleshooting Guides …..
NOW Available on our Website !!!
 Before reporting your issue, you might already

have an answer..

We now provide basic troubleshooting steps that you can 
perform to solve your own issue or to help us better 
understand and diagnose your problem



AcuityBrands.com
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- Go to AB.com
- Click Resources 
- Click “Product 
Trouble shooting Guide”


