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January 21, 2008
Servicer Name, Store number

PRE-AUTHORIZATION FOR ELECTRONIC CONTROLS 
Whirlpool, Maytag, KitchenAid, Jenn-Air, Amana
As a respected servicer of the Whirlpool family of brands, you know that Whirlpool is consistently striving to improve the quality of our product and services.  We regularly review failure rates and identify ways to help servicers correctly diagnose component failure which leads to improved productivity and customer satisfaction.
I am sure you would agree that one of the most challenging diagnoses is on electronic controls. During the analysis of these controls by our engineers, it has been determined that a very high percent of these controls had no apparent defect (NAD).  This could be a result of loose connections, hurried diagnosis, or technicians just not understanding the proper way to determine the correct failure. 

During a recent pilot, Whirlpool requested a number of companies to contact our Technical Assistance Line from the customer’s home to confirm their diagnosis prior to ordering electronic controls.  The result of this test was that it virtually eliminated the NADs and reduced both the number of parts used on the repair and the number to trips per repair.
Because of the overwhelming success of this pilot, Whirlpool will be implementing this process across the nation to those companies that replace a high number of electronic controls. Your company has been identified as one that is very important to Whirlpool and has a very good potential of reducing the use of these electronic controls through a verification of diagnosis with the Tech Line.  Keep in mind, the small amount of time spend on this will improve your 1st call completes, reduce call backs, as well as improve general diagnostic skills since the learning’s can carry over to all of the brands you service.

Therefore, effective February 1, 2008, anytime one of your technicians encounter a repair on any Whirlpool family of brands (see above) and it has been determined the repair may require an electronic control board replacement; they must follow the steps below.  Failure to do so will result in a rejected claim.

1. Follow initial 5 step diagnostic process (See following pages)

2. Call the Technical Assistance Line 800-832-7174 and identify that you are calling for a control board replacement authorization. If after hours, email your diagnosis to Techline@Whirlpool.com with Pre-Auth in the subject line.  You will be contacted next business day.
3. Once the Tech Line Consultant verifies the diagnosis, you will be given an authorization number specific to that model and serial number, and your company.

4. Be certain to enter the authorization number in the Policy Adjustment Field when processing the claim so that it will be paid without delay.

5. Be certain to be very clear in the customer complaint and especially the Repairs Made section of the work order, explaining what led to the diagnosis of the replacement part.
Thanks for your support, dedication to quality service and the understanding that continuous advancement in diagnostic techniques will ultimately lead to higher productivity, service quality and loyalty for both your company and Whirlpool.

If you have any questions, please feel free to contact your local FSR or Market Manager.
5 step diagnostic process
Whirlpool Cabrio, Duet and Duet
Use for initial diagnosis prior to contacting Technical Assistance
1. Have you talked with the customer about the issue with their machine?


a. No – Get additional information about issue from customer


b. Yes – Determine if this could be a customer instruct issue.

2. Is the unit connected to a, properly polarized grounded outlet with correct voltage?


a. No – Instruct customer to correct voltage problem - recheck.


b. Good voltage, but display is blank – Contact Technical Assistance.

c. Good voltage and display is working – Continue

3. Are there any service bulletins related to this issue?


a. No – Continue troubleshooting


b. Yes – Follow service bulletin to correct issue

4. Have the electrical harness connections been checked for broken wires and/or connectors not fully seated?

a. No – Remove, inspect and reseat all control and user interface connectors.


b. Yes – Continue troubleshooting

5. Are there fault codes stored in the memory?


a. No – Contact Technical Assistance Line


b. Yes – Use tech sheet to troubleshoot/diagnose this issue

Technical Assistance phone number is 800-832-7174.
Remember!!

When diagnosis leads to an electronic control replacement, the Technical Assistance Line must be contacted to review the diagnosis and provide you with an authorization number for the control replacement.  The claim will be rejected if the authorization number is not on the claim.
