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Captiva Custom Wood Doors
WARRANTY AND CLAIMS PROCESS

Our mission: 
To provide exceptional products and services to every customer, every time.

In this spirit, we have designed this warranty to be simple and straightforward, to set forth reasonable 
expectations of Captiva while maximizing the protection of your investment. From the inception of Captiva 
Custom Wood Doors, our aim has been and continues to be to satisfy every customer, and we will do our 
utmost to ensure that outcome. If you have any questions about our warranty policies, please contact us 
at 1-800-543-5403.
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1 Year Limited Warranty (Exterior)
Subject to the terms and conditions below, Captiva warranties all of our exterior-use products for one (1) year from the 
original date of delivery of the products against defects in workmanship and materials. This warranty is granted only to the 
original purchaser of the product and the first owner of the property. All Captiva orders will be shipped upon completion and 
must be accepted by the original purchaser at time of delivery. For commercial projects, warranty start date may commence 
on the date of substantial completion of project if requested by purchaser and agreed to at the discretion of Captiva. In the 
event of a covered warranty claim, Captiva will at its sole discretion, (i) repair the product, (ii) replace the product in its original 
state of purchase, or (iii) refund the price originally paid to Captiva for the warrantied portion of the product.

Voids Warranty
	 1)	 Failure to comply with the standards required in the Captiva Use & Care Guide
	 2)	 Failure to provide an adequate overhang to protect the door from the elements (Appendix A)
	 3)	 Damage caused by a non-Captiva representative while attempting to repair the product
	 4)	 Failure to comply with Captiva Installation Guidelines
	 5)	 Door Slab Only – trimming sides or top by more than 1/4", trimming bottom by more than 1"
	 6)	 Machined Doors – trimming sides or top, trimming bottom by more than 1"
	 7)	 Failure to seal all six (6) sides and hardware cutouts of the door unit within three (3) days of delivery for unfinished  
		  door units, or seven (7) days of delivery for primed door units
	 8)	 Failure to flash tops of outswing doors for weather
	 9)	 Modification of door or jambs beyond approved hardware specifications provided to Captiva
	 10)	 Damage caused by non-Captiva installation of hardware

Excluded From Warranty
	 1)	 Any door that is over 42" in width, over 84" in height without an approved automatic function multipoint locking  
		  system, or over 96" in height
	 2)	 Any door with 1/4" veneers with the exception of flush doors with grooves
	 3)	 Doors containing solid wood panels greater than 14" in a cross-grain direction
	 4)	 Doors containing dual wood species of face veneers and/or planks on each side
	 5)	 Damage caused by temperature buildup where there is a non-ventilated storm door
	 6)	 Non-Captiva products, including customer supplied components, included in the door unit are not covered under this  
		  warranty
	 7)	 Failure of components included in the sale of the door unit, but not manufactured by Captiva, are covered, apart from  
		  replacement labor up to one year, if the manufacturer’s warranty is still in effect. (Appendix C) 
	 8)	 Damage caused by anything beyond the control of Captiva, including, but not limited to, normal wear and tear,  
		  weathering, customer misuse/abuse/neglect, acts of nature, or force majeure
	 9)	 Door units shipped outside of the continental United States of America
	 10)	 Any costs or charges related to the replacement of the product beyond the initial delivery condition, including  
		  transportation, shipping, removal, finishing, and installation

Acceptable Variance
	 1)	 Warp that does not exceed ¼" in the plane of the door itself for doors not over 36" x 84". Warp that does not exceed  
		  3/8" in the plane of the door itself for doors over 36" x 84" (Appendix B)
	 2)	 Natural variations in color, texture, character, grain of wood, or direction of grain of wood
	 3)	 Minor variations in gloss level, texture, or appearances resulting from finishing
	 4)	 Panel shrinkage or expansion due to natural characteristics of wood movement
	 5)	 Gaps in stile and rail joints, due to natural characteristics of wood movement, of 1/16" or less
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3 Year Limited Warranty (Exterior)
Subject to the terms and conditions below, Captiva warranties all of our exterior-use products with a Captiva Fortress Finish 
(excludes prime only) for three (3) years from the original date of delivery of the products against defects in workmanship and 
materials, and for one (1) year against peeling, flaking, or cracking of the finish. This warranty is granted only to the original 
purchaser of the product and the first owner of the property. All Captiva orders will be shipped upon completion and must be 
accepted by the original purchaser at time of delivery. For commercial projects, warranty start date may commence on the 
date of substantial completion of project if requested by purchaser and agreed to at the discretion of Captiva. In the event of 
a covered warranty claim, Captiva will, at its sole discretion, (i) repair the product, (ii) replace the product in its original state of 
purchase, or (iii) refund the price originally paid to Captiva for the warrantied portion of the product.

Voids Warranty
	 1)	 Failure to comply with the standards required in the Captiva Use & Care Guide
	 2)	 Failure to provide an adequate overhang to protect the door from the elements (Appendix A)
	 3)	 Damage caused by a non-Captiva representative while attempting to repair the product
	 4)	 Failure to comply with Captiva Installation Guidelines
	 5)	 Door Slab Only – trimming sides or top by more than 1/4", trimming bottom by more than 1"
	 6)	 Machined Doors – trimming sides or top, trimming bottom by more than 1"
	 7)	 Failure to seal all six (6) sides and hardware cutouts of the door unit within three (3) days of delivery for unfinished  
		  door units, or seven (7) days of delivery for primed door units
	 8)	 Failure to flash tops of outswing doors for weather
	 9)	 Modification of door or jambs beyond approved hardware specifications provided to Captiva
	 10)	 Damage caused by non-Captiva installation of hardware

Excluded From Warranty
	 1)	 Any door that is over 42" in width, over 84" in height without an approved automatic function multipoint locking  
		  system, or over 96" in height
	 2)	 Any door with 1/4" veneers with the exception of flush doors with grooves
	 3)	 Doors containing solid wood panels greater than 14" in a cross-grain direction
	 4)	 Doors containing dual wood species of face veneers and/or planks on each side
	 5)	 Damage caused by temperature buildup where there is a non-ventilated storm door
	 6)	 Non-Captiva products, including customer supplied components, included in the door unit are not covered under this  
		  warranty
	 7)	 Failure of components included in the sale of the door unit, but not manufactured by Captiva, are covered, apart from  
		  replacement labor up to one year, if the manufacturer’s warranty is still in effect. (Appendix C) 
	 8)	 Damage caused by anything beyond the control of Captiva, including, but not limited to, normal wear and tear,  
		  weathering, customer misuse/abuse/neglect, acts of nature, or force majeure
	 9)	 Door units shipped outside of the continental United States of America
	 10)	 Any costs or charges related to the replacement of the product beyond the initial delivery condition, including  
		  transportation, shipping, removal, finishing, and installation

Acceptable Variance
	 1)	 Warp that does not exceed ¼" in the plane of the door itself for doors not over 36" x 84". Warp that does not exceed  
		  3/8" in the plane of the door itself for doors over 36" x 84" (Appendix B)
	 2)	 Natural variations in color, texture, character, grain of wood, or direction of grain of wood
	 3)	 Minor variations in gloss level, texture, or appearances resulting from finishing
	 4)	 Panel shrinkage or expansion due to natural characteristics of wood movement
	 5)	 Gaps in stile and rail joints, due to natural characteristics of wood movement, of 1/16" or less
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5 Year Limited Warranty (Interior MDF and Fire-Rated)
Subject to the terms and conditions below, Captiva warranties all of our interior-use products made from MDF or with a fire-
rating for five (5) years from the original date of delivery of the products against defects in workmanship and materials. This 
warranty is granted only to the original purchaser of the product and the first owner of the property. All Captiva orders will 
be shipped upon completion and must be accepted by the original purchaser at time of delivery. For commercial projects, 
warranty start date may commence on the date of substantial completion of project if requested by purchaser and agreed to 
at the discretion of Captiva. In the event of a covered warranty claim, Captiva will at its sole discretion, (i) repair the product, 
(ii) replace the product in its original state of purchase, or (iii) refund the price originally paid to Captiva for the warrantied 
portion of the product.

Voids Warranty
	 1)	 Failure to comply with the standards required in the Captiva Use & Care Guide
	 2)	 Damage caused by a non-Captiva representative while attempting to repair the product
	 3)	 Failure to comply with Captiva Installation Guidelines
	 4)	 Door Slab Only – trimming sides or top by more than 1/4", trimming bottom by more than 1"
	 5)	 Machined Doors – trimming sides or top, trimming bottom by more than 1"
	 6)	 Failure to seal all six (6) sides and hardware cutouts of the door unit within three (3) days of delivery for unfinished  
		  door units, or seven (7) days of delivery for primed door units
	 7)	 Failure to flash tops of outswing doors for weather
	 8)	 Modification of door or jambs beyond approved hardware specifications provided to Captiva
	 9)	 Damage caused by non-Captiva installation of hardware 
	 10)	 Failure to install door in an evenly conditioned space within three (3) days of delivery

Excluded From Warranty
	 1)	 Any door that is over 42" in width, over 84" in height without an approved automatic function multipoint locking  
		  system, or over 96" in height
	 2)	 Doors containing dual wood species of face veneers and/or planks on each side
	 3)	 Non-Captiva products, including customer supplied components, included in the door unit are not covered under this  
		  warranty
	 4)	 Failure of components included in the sale of the door unit, but not manufactured by Captiva, are covered, apart from 	
		  replacement labor up to one year, if the manufacturer’s warranty is still in effect. (Appendix C) 
	 5)	 Damage caused by anything beyond the control of Captiva, including, but not limited to, normal wear and tear,  
		  weathering, customer misuse/abuse/neglect, acts of nature, or force majeure
	 6)	 Door units shipped outside of the continental United States of America
	 7)	 Any costs or charges related to the replacement of the product beyond the initial delivery condition, including  
		  transportation, shipping, removal, finishing, and installation

Acceptable Variance
	 1)	 Warp that does not exceed ¼" in the plane of the door itself for doors not over 36" x 84". Warp that does not exceed  
		  3/8" in the plane of the door itself for doors over 36" x 84" (Appendix B)
	 2)	 Natural variations in color, texture, character, grain of wood, or direction of grain of wood
	 3)	 Minor variations in gloss level, texture, or appearances resulting from finishing
	 4)	 Panel shrinkage or expansion due to natural characteristics of wood movement
	 5)	 Gaps in stile and rail joints, due to natural characteristics of wood movement, of 1/16" or less
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10 Year Limited Warranty (Interior Hardwood)
Subject to the terms and conditions below, Captiva warranties all of our interior-use products made from hardwood with no 
fire-rating for ten (10) years from the original date of delivery of the products against defects in workmanship and materials. 
This warranty is granted only to the original purchaser of the product and the first owner of the property. All Captiva orders 
will be shipped upon completion and must be accepted by the original purchaser at time of delivery. For commercial projects, 
warranty start date may commence on the date of substantial completion of project if requested by purchaser and agreed to 
at the discretion of Captiva. In the event of a covered warranty claim, Captiva will at its sole discretion, (i) repair the product, 
(ii) replace the product in its original state of purchase, or (iii) refund the price originally paid to Captiva for the warrantied 
portion of the product.

Voids Warranty
	 1)	 Failure to comply with the standards required in the Captiva Use & Care Guide
	 2)	 Damage caused by a non-Captiva representative while attempting to repair the product
	 3)	 Failure to comply with Captiva Installation Guidelines
	 4)	 Door Slab Only – trimming sides or top by more than 1/4", trimming bottom by more than 1"
	 5)	 Machined Doors – trimming sides or top, trimming bottom by more than 1"
	 6)	 Failure to seal all six (6) sides and hardware cutouts of the door unit within three (3) days of delivery for unfinished  
		  door units, or seven (7) days of delivery for primed door units
	 7)	 Failure to flash tops of outswing doors for weather
	 8)	 Modification of door or jambs beyond approved hardware specifications provided to Captiva
	 9)	 Damage caused by non-Captiva installation of hardware 
	 10)	 Failure to install door in an evenly conditioned space within three (3) days of delivery

Excluded From Warranty
	 1)	 Any door that is over 42" in width, over 84" in height without an approved automatic function multipoint locking  
		  system, or over 96" in height
	 2)	 Doors containing dual wood species of face veneers and/or planks on each side
	 3)	 Non-Captiva products, including customer supplied components, included in the door unit are not covered under this  
		  warranty
	 4)	 Failure of components included in the sale of the door unit, but not manufactured by Captiva, are covered, apart from  
		  replacement labor, if the manufacturer’s warranty is still in effect. (Appendix C) 
	 5)	 Damage caused by anything beyond the control of Captiva, including, but not limited to, normal wear and tear,  
		  weathering, customer misuse/abuse/neglect, acts of nature, or force majeure
	 6)	 Door units shipped outside of the continental United States of America
	 7)	 Any costs or charges related to the replacement of the product beyond the initial delivery condition, including  
		  transportation, shipping, removal, finishing, and installation

Acceptable Variance
	 1)	 Warp that does not exceed ¼" in the plane of the door itself for doors not over 36" x 84". Warp that does not exceed  
		  3/8" in the plane of the door itself for doors over 36" x 84" (Appendix B)
	 2)	 Natural variations in color, texture, character, grain of wood, or direction of grain of wood
	 3)	 Minor variations in gloss level, texture, or appearances resulting from finishing
	 4)	 Panel shrinkage or expansion due to natural characteristics of wood movement
	 5)	 Gaps in stile and rail joints, due to natural characteristics of wood movement, of 1/16" or less 
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Appendix A - Overhang Requirements

A

C

B

Overhang Projection
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A = Door Frame Height
B = Overhang Height
C = Overhang Projection

The overhang projection 
measurement (C) must be 
equal to more than half of 
the overhang height (B)
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Appendix B - Tolerances

Note: Captiva may defer repairing or replacing the product for up to 12 months from 
the date of delivery or receipt date of warranty claim, whichever is later, as the warp 
may prove temporary as the door adjusts to weather conditions. This deferral will 
not count against the warranty period for warping issues.

String or
Straight Edge

Concave Face
of the Door

Measure Gap

Measure Gap
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Appendix C - Typical Glass Manufacturer’s Warranty

Please verify the warranty for the specific glass or hardware product in your Captiva Door Unit.

1)	 Warranty Coverage: ________ ("We", "Us", "Our") hereby warrants to the original purchaser ("You", "Your", "Customer") 		
	 that the seal of the Insulating Glass (IG) unit purchased will be free from defects that result in failure and fogging for a  
	 period of ten (10) years from the date of purchase, subject to the terms, conditions, and limitations set forth herein. 

2)	 Warranty Benefits: In the event of a warranty claim validated by Us, We will provide the following: 
			  a.	 Material Cost: We will cover the full cost of the replacement IG unit material. 
			  b.	 Labor Cost: The cost related to the labor for the removal of the defective IG unit and the installation of the  
				   replacement unit will be borne by the Customer. 

3)	 Limitations and Exclusions: This warranty does not cover: 
			  a.	 Damage resulting from misuse, abuse, neglect, or improper handling or storage. 
			  b.	 Installation or use of the IG unit in a manner that is not in accordance with Our recommended guidelines or  
				   industry standards. 
			  c.	 Acts of God, including, but not limited to, earthquakes, storms, fires, or any other natural calamity. 
			  d.	 Vandalism, accidents, or any other external force. 
			  e.	 Units which have been altered, repaired, or have had their seal broken, except by Our authorized  
				   representative. 

4)	 Limitation of Remedies: In no case shall Citywide Glass be liable for any consequential or incidental damages for breach 		
	 of this or any other warranty, express or implied, whatsoever. The provision of a replacement IG unit as described above 		
	 is the sole remedy under this warranty. 

5)	 No Other Warranties: Except as set forth herein, no other express or implied warranties, including but not limited to any 		
	 implied warranty of merchantability or fitness for a particular purpose, are made by Citywide Glass regarding the IG unit, 		
	 and all such warranties are hereby expressly disclaimed
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Warranty Claims Process

To submit a product warranty claim, please submit
	 •	 Via email to warranty@captivacustom.com,
	 •	 Via writing to Captiva Wood Doors Warranty Claims, 1255 Grand Army Hwy, Somerset, MA, 02726,
	 •	 Or reach out to your salesperson for assistance

Warranty claims must include:
	 •	 Proof of purchase (i.e. original copy of order) 
	 •	 Description of concern
	 •	 Photographs that show the area of concern
	 •	 Photograph of the entire Captiva unit assembly and surroundings from the exterior and interior
	 •	 Any relevant measurements

A customer service representative will respond to your warranty claim within one business day of receiving it. 

Express Limitation

This warranty sets forth Captiva’s maximum liability for its products. No other warranty, expressed or implied, 
with respect to its product is made. Captiva’s liability is limited to one of the three following options at its sole 
discretion: (i) repair the product, (ii) replace the product in its original state of purchase, or (iii) refund the price 
originally paid to Captiva for the warrantied portion of the product.

Disclosure

Formal acceptance of this warranty is not required. By accepting delivery of the product, the customer is also 
accepting the terms and conditions of the Captiva Doors limited warranty.


