
Warranty Claim Guide                           
This guide is for U.S. CUSTOMERS ONLY. 

FREQUENTLY ASKED QUESTIONS

n	 New and Unused Returns:
	 •	 RMA form is located on the website at www.marsdelivers.com.
			  •	 Resources.
			  •	 Warranty information.
			  •	 Print out New and Unused RMA form and follow the instructions. 
n	 Notification of Claim Receipt:
	 •	 Notification of received claims and status updates will not be reflected in the system. 
	 •	 Keep the copy you receive via Email when the original claim is filed.
	 •	 Check the “My Credits” location on the website beginning two weeks after filing claim.
n	 Timeframe for Filing:
	 •	 Claims must be filed within 30 days of product failure (extenuating circumstances will be 	 	

	 considered).
n	 Timeframe for Credit to be Issued:
	 •	 Claims may take 30 days to process (possibly longer during peak season).
n	 MARS Technician Name:
	 •	 Major Equipment: MUST HAVE AUTHORIZATION BEFORE CHANGEOUT 

	 •	 Geothermal, Watersource, Furnaces, Condensers, Coils, Air-Handlers, Mini-Splits  
		  and PTAC’s.

		 •	 Parts or Room Air: KMOLNAR or name of MARS employee authorizing the claim.
n	 Replacement Parts:
	 •	 MARS/Heat Controller no longer sends out “no charge” replacement parts. A part claim will 	 	

	 always need to be filed on the website. 
n	 Freight Charges:
	 •	 Warranty does not cover freight charges.
n	 Authorization to Return Parts:
	 •	 All returns require prior authorization. 
	 	•	 Without authorization, a service fee of $5.00 for parts and $25.00 for compressors will be 	 	

	 deducted from the total credit.
n	 Compressors:
	 •	 Rating plates DO NOT need to be returned with claims 
	 •	 The claim must include the serial numbers from both the defective and the replacement 	 	

	 compressors at the time of filing claim.	 	
n	 Timeframe to Keep Claimed Product:
	 •	 Please keep the product until the credit is received. 
	 •	 Should MARS/HC need the product back an RMA will be sent to you via the email listed on 	 	

   the claim and will include shipping instructions. 
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	 •	 The warranty claim will be rejected in the system.
	 •	 Credit will be issued upon receipt or inspection.	
n		 Please Note:
	 •	 Any missing or incorrect information may result in a delay of credit.

 TO CHECK STATUS & LOCATE A CREDIT
	     1.	 My Account.
	     2.		 My Credits.
	     3.	 Claim Number will be listed under the heading “Customer PO” (Ex: Claim 12345).
	     4.	 You can print a copy of the credit by clicking the blue hyperlink under “Order #”.
	     5.	 Select “Print Credit” in the upper right-hand corner.
	     6.	 An Email address box will appear with your Email listed.
	     7.	 Select “Print Credit” for a copy of the credit to be sent to your Email address.

WARRANTY FILING QUESTIONS

n		 General Warranty Questions:
		 •  Customer Service
		 •  Email: customerservice@marsdelivers.com
		 •  Phone: 517-787-2100 

n		 Warranty Filing Questions: 
•  Kelly Molnar 

		 •  Email: hc-warranty@marsdelivers.com
		 •  Phone: 517-780-3227
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ONLINE WARRANTY CLAIM INSTRUCTIONS



example of submitted claim
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