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e EN PHAS E Self-service return and replacement

1 Self-service return and replacement

This document helps installers understand the digital self-service features used to request and
replace Enphase devices from the Enphase Installer Portal and the Enphase Installer App after they
are physically replaced at the site.

Within the Enphase Installer App, you can replace 1Q Batteries and IQ System Controllers. Within the
Enphase Installer Portal, you can request a return of defective devices and replace IQ Microinverters
and IQ Gateways.

2 Replacing IQ Batteries and IQ System Controllers using the
Enphase Installer App

1. Login to the Enphase Installer App and search for the site using the SITE NAME, SITE ID, ZIP CODE,
and so on.

2. Scroll down and go to Service > Replacement and RMA Services to see available options.

- Request RMA
« Replace Devices

F000 Tedegrap h Avenus

& O Search Site Name, ID or ZIP Code < BL @

= o o o i hinsh
SITE NAME SITE ID 2IP CODE ]

@ Sean 10 Mierinvertes

@ mmm———

& " Electricity Rate Structure
« Profile (Opticnal)
« Battery (Qpticnal)

D [ ] Monitar
ficra ers Not Reporting J\‘r
@' 0
@ eflectis Istrast Eindhover o Select the Device to be replaced
Sils
e - e : 10 Microinverter or AC Battery
10 Gateway
pw sygiom in Enphase installes Platfor
@ 1420 Nerth MeUowell Boolevard, Patalu P e
Site 1Q Battery & Components
AC Battenes Nol Reporting Service: 10 Battery (Complete Unit)
Batiery Management System (BMS)
@ Replacemnent and RMA Services »
Fremont, Fremon!
Site ° Create Support Ticket » 10 Systern Controller & Companents
Meter lssue 10 System Controller {Complete Unit)
Scan IQ Microinverters Start-up board (ESUB PCBA)
H —
f L A . E3 Controller (E3 PCBA)
Systems Dashboard Support Menu
—

3. If you are unable to see the site even after entering the correct SITE NAME or SITE ID, to request
system access, follow these steps:

a. Go to Support > Request System Access.

b. Enter the system ID and tap SUBMIT.
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When the homeowner approves your request, the site is visible in the site search field.
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2.1 Request RMA

For initiating the replacement of faulty Enphase devices, click REQUEST RETURN and select the
shipping address or add a new address. Select the defective device serial number and click Submit.
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2 ENPHASE.

€ Service

Microinverters

2.2 Replace Device

For initiating the replacement of faulty Enphase devices, click Install Replacement.

Enter the old (faulty) and the new (replacement unit) serial number and click Submit. After this step,
the defective device is replaced by a new device. Currently, this replacement is supported only for
microinverters and AC Batteries.
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2.3 Replace |IQ Gateway

NOTE: If you are replacing an IQ Gateway, do not scan the new |IQ Gateway by increasing the
IQ Gateway count in the Device & Array screen.

You may need to configure an IQ Gateway in the following situations:

Replacing a faulty IQ Gateway with a new one.

Commissioning a new Enphase Energy System where an existing |Q Gateway does not support the
storage or backup devices.

For example, in Australia, when installing new 1Q Battery 5P units and IQ System Controller 3INT in an
existing PV-only site with a standalone IQ Gateway.

In North America, when installing new IQ Battery 5P units or IQ System Controller 3 INT
with IQ Combiner 5/1Q Combiner 5C in an existing site with a standalone 1Q Gateway or
IQ Combiner 4/1Q Combiner 4C.

To configure the system, follow these steps.
Step 1: Replace the IQ Gateway physically.

1. Power down, disconnect, and uninstall the old IQ Gateway from the system.
2. Install the new 1Q Gateway with all meter wiring completed.

3. Connect the AC wires to the AC terminal of the new IQ Gateway according to the markings on the
terminals and wires.
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Z ENPHASE.

4. Connect the current transformer (CT) wires to the CT wire terminals on the new IQ Gateway
according to the markings on the terminals and wires.

NOTE: The CT is prewired if you commission IQ System Controller INT as part of Enphase
Energy System 3.0.

Step 2: Commission the new IQ Gateway.

NOTE: Ensure the physical installation is completed and the new IQ Gateway is powered ON
before you start commissioning using the following steps.

1. Go to Service > Request return and Install replacement.

2. Scan or enter the serial number of the newly installed IQ Gateway in Step 2 of the Replace
IQ Gateway screen and tap NEXT.
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NOTE: If you commission an Enphase Energy System with IQ System Controller INT, the
IQ Gateway serial number is in the IQ System Controller box, as shown in the following

figure.
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3. Connect to the new IQ Gateway in AP mode.
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4. Connect the new Gateway to the Enphase Cloud by configuring Wi-Fi or using Ethernet.

After the connection between the new IQ Gateway and Enphase Cloud is established, disconnect
the phone from the new IQ Gateway AP mode and connect the phone to the internet.

The Enphase Cloud provisions all microinverters from the old IQ Gateway to the new one. After
submitting the request, the microinverters may take up to ~10 minutes to be provisioned to the new
IQ Gateway.
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Steps to complete replacement

Disconnect from AP mode 1. Connect Comms:kit and Cell modem to the new
10 Gateway,

To zend replacement request, you need to exit from AP
mode and connect to internet

2. Provigion the I Battery/IQ System Controller.

Cancel Confirm
J - Ok

NOTE: Enphase Energy System devices are not automatically provisioned to the new
IQ Gateway after the replacement. You must manually provision and complete the steps in
the Enphase Installer App.

NOTE: If you are converting a PV-only system to a storage backup system, ensure to add the
storage backup devices, that is, IQ System Controller, IQ Battery, and so on, in Step 2 and
complete the commissioning by following steps 2-4.

2.4 Replace IQ System Controller and IQ Batteries

1. Select Replacement and RMA Services > REPLACE DEVICES.
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2. Select the type of device that you wish to replace.

3. Select the old device and add the new device.

10 © 2024 Enphase Energy Inc. All rights reserved. August 2024
TEB-00006-3.0-EN



Z ENPHASE.

Replacing 1Q Microinverters and IQ Gateways using the Enphase Installer Portal
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4. Tap SUBMIT and ensure the provisioning of the new device is successful.

3 Replacing IQ Microinverters and IQ Gateways using the
Enphase Installer Portal

1. Login to the Enphase Installer Portal and click Settings.
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Replacing IQ Microinverters and IQ Gateways using the Enphase Installer Portal
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2. Scroll down and go to the Self Service section, where you will see the following options:

+  Request RMA
« Install Replacement
« Replace Gateway

Self Service

Submit & micreinverter or AC battery or 10 Systern Contraller or 12 Battery or 1 Battery PCU or 10 EVSE

waITanty FEMA request.

Requast RMA

Ingtall replacernent for & device other than Gatewsy or 10 Energy Router

Install Raplacement

Thiss weill retives e ol Gl vy anel prvision Uhes nese Galeway with Microinvertees, AT Ralleries, I0-Relays, 10

Energy Router or 3rd party loads that were reporting 1o the old Gateway. |G Bateries or 1 System Controller

need to he provislenad agaln with the new Getewsy using ITE.

Thig replacernent will work cnly if the new 10 Getawey is connected to Enphase cloud. If the new 1G Gateway
5 nel connected, please use the ITK app, open the Site via Systems 1as - Select ‘Request RMA aad Instal

Replacement to salact ‘Gataway replacement’

3.1 Request RMA

For initiating the replacement of faulty Enphase devices, click Request RMA and select the shipping
address or add a new address. Select the defective device serial number and click Submit.
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Request Return

+ Microinverters
1Q Battery
1Q Battery PCUs
1Q System Controller

Select one

Z ENPHASE

3.2 Install Replacement

3.2.11Q Microinverters and AC Batteries

Enter the old (faulty) and the new (replacement unit) serial number and click Submit. After this step,
the defective device is replaced by a new device. Currently, this replacement is supported only for
microinverters and AC Batteries.

Install Replacement

Criginal Replacement
E—

Enter a serial number ...

Replace another device

3.2.2 EV Charger and Heat Pump Replacement

Similar to conventional Enphase systems, the Install Replacement option should support replacing
devices reporting to IQ Energy Router. This will work as follows:

« Select the device type to replace and click submit.

« The system returns the details of the old and new device serial numbers and asks for user
confirmation.

« Confirm the details and initiate the replacement.
« Thereplacement takes place in real time.
« Once the replacement is completed, the user is redirected to do functional validation.
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Self Service

Submit & micreinverter or AC battery or 10 Systern Contraller or 12 Battery or 1 Battery PCU or 10 EVSE
wiarrenty i request.

Requast RMA

Ingtall replacernent for & device other than Gatewsy or 10 Energy Router

Install Raplacement

This will retive e old Gateway aned provision Uhe nes Galewsy with Missinven ees, 46 Balleries, I0-Relays, 10
Energy Router or 3rd party loads that ware reporting 1o the old Gateway. |G Bateries or 1 System Controller
need to be provislenad again with the new Getewsy using ITE.

Thig replacernent will work cnly if the new 10 Getawey is connected to Enphase cloud. If the naw 1G Gateway
5 nel connected, please use the ITK app, open the Site via Systems 1as - Select ‘Request RMA aad Instal
Replacement to salact ‘Gataway replacament’.

Replace Gateway

Select Install Replacement

Install Replacement

Please make sure the following steps have been performed before you initiate the replacement
+ Disconnect the device to be replaced
* Connect the replacement device
+ Configure the replacement device

Select Device Type

IQ ER EVSE

5G Ready Relay
Energy Meter
Microinverter
AC Battery

Select the device type

Install Replacement

Please make sure the following steps have been performed before you initiate the replacement
+ Disconnect the device to be replaced
+ Connect the replacement device
+ Configure the replacement device

IQ ER EVSE v

Old Device Details New Device Details

| 246378 | | 246882

Confirm Replacement

In case the device details are incarrect or for any other issue, click here to go back.

Confirm device details
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O

Replacement in progress

Replacement is in progress

©

Replacement complete

If functional validation is pending for the new device, please
complete it using the Enphase Installer Application (ITK).

Replacement is complete

3.3 Replace IQ Gateway

To replace an IQ Gateway that reports to the Enphase Cloud:

1. Inthe Enphase Installer Portal, verify that the system is up to date, then disconnect the old
IQ Gateway.

2. Install the new |IQ Gateway and ensure it reports to the Enphase Installer Portal.
3. Select the old IQ Gateway serial number and enter the new IQ Gateway serial number.

4. Click Replace Gateway. This retires the old IQ Gateway and provisions the new IQ Gateway with
the microinverters, AC Batteries, and |Q Relays reporting to the old IQ Gateway.
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Gateway Replacement

To replace an Gateway that has reported to Enlighten
= Verify in Enlighten that the system data up-to-date, then disconect the old Gateway
+» Install the new Gateway and ensure that it is reporting to Enlighten
» Select old Gateway the serial number and enter the new Gateway serial number below

Old Gateway w

| New Gateway

This will retire the old Gateway and provision the new Gateway with Microinverters, AC Batteries or IQ-Relays that were reporting to the old
Gateway. |Q Batteries or IQ System Controller need to be provisioned again with the new Gateway using ITK

Replace Gateway

3.4 Replace IQ Energy Router

To replace an IQ Energy Router that is reporting to the Enphase Cloud:

« Inthe Enphase Installer Portal, verify that the system is up to date, then disconnect the old
IQ Energy Router.

« Connect the new IQ Energy Router and ensure it reports to the Enphase Installer Portal.

« The system returns the details of the old and new device serial number and asks for user
confirmation.

« Confirm the details and initiate the replacement.

« The replacement takes place in real time.

« Once the replacement is completed, the user is redirected to do functional validation.

Self Service

Submit & micreinverter or AC battery or 10 Systern Contraller or 12 Battery or 1 Battery PCU or 10 EVSE
waTenty R request.

Requast RMA

Ingtall replacernent for & device other than Gatewsy or 10 Energy Router

Install Raplacement

This will retive e old Gateway aned provision Uhe nes Galewsy with Missinven ees, 46 Balleries, I0-Relays, 10
Enargy Router or 3nd party loads that ware reporting 1o the old Gateway. |G Bateries or 1 System Controller
need to he provislenad agaln with the new Getewsy using ITE.

Thig replacernent will work cnly if the new 10 Getawey is connected to Enphase cloud. If the new 1G Gateway
5 nel conneclad, plea s hee ITK app, open the Sile via ‘Systems’ 1as -= Selec ‘Request RMA and Install

Replacement’ to salect ‘Gataway replacament’

Select Replace Gateway
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Gateway Replacement

Please make sure the following steps have been performed before you Initiate the replacement
= Disconnect the old IO Energy Router
* Connect the new 10 Enargy Router
= Configure the new IQ Energy Router

| Energy Router ~ |

0ld 10 ER Details Enter Mew IQ ER Details
246378 |

Replace 10 Energy Router

in case the device details are incorrect or for any other isswe, click here 1o go back

Select the device type Energy Router

Gateway Replacement

Please make sure the following steps have been performed before you initiate the replacemant
+ Dizconnect the old 10 Energy Router
+ Connect the new |0 Energy Router
+ Configure the new |0 Energy Router

Energy Routar - |
O 1Q ER Details Enter New 10 ER Details
246378 | 245379

In case the device details are incorrect or for any other issue, click here to go back.

Confirm device details

Replacement in progress

Replacement is in progress
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©

Replacement complete

Replacement is complete

4 Revision history

Revision Date Description

Updated the IQ Gat
TEB-00006-3.0 August 2024 paatedine 2 mateway

replacement process.

Updated the IQ Gateway
TEB-00006-2.0 July 2023

replacement process.

Updated the d t for th
TEB-00006-1.0 May 2023 paatedine document for the new

product naming convention.

Previous releases.

18 © 2024 Enphase Energy Inc. All rights reserved. August 2024
TEB-00006-3.0-EN



	Self-service return and replacement
	Replacing IQ Batteries and IQ System Controllers using the Enphase Installer App
	Request RMA
	Replace Device
	Replace IQ Gateway
	Replace IQ System Controller and IQ Batteries

	Replacing IQ Microinverters and IQ Gateways using the Enphase Installer Portal
	Request RMA
	Install Replacement
	IQ Microinverters and AC Batteries
	EV Charger and Heat Pump Replacement

	Replace IQ Gateway
	Replace IQ Energy Router

	Revision history

