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Cefla Who To Contact - Dealer Quick Reference

Making Your Life Better. | Dealer branches, procurement, sales, service, technicians, and marketing

DEALER

Route by scenario first. Use the right functional path once, include complete information up front, and keep one documented thread to prevent avoidable

delays.

Contact directory - choose the function based on request type

Technical Support
866-466-5228 | press #1 Imaging / #2 Chairs
Text 980-202-5628 | service@cefladental.com
Installation / Service Support, warranty cert.

Sales / Assigned TM
https://ceflamedicalna.com/contact-us/
quote assist, demos, regional support

Marketing
marketing@cefladental.com
event support, promotions, approved campaign
materials, dealer comms/co-branded assets

Use Customer Service / Sales Admin for:
¢ Orders, invoices, warranty / Extended Warranty
/ returns / RMA and package / license questions.
e CNA registers warranty administratively from the
order.
e Dealer tech completes EasyAccess install report
for serial/install-date accuracy.

Local Cefla Territory Sales Manager
Live quotes, demos, product questions, workflow
and local support: assigned Cefla TM or
sales_team@cefladental.com.

Customer Service / Sales Admin
800-416-3078 | customer-service@cefladental.com
orders, admin, warranty record / returns / RMA,
configuration intake

Logistics / Shipping
800-416-3078 | dentalshipping@cefladental.com
tracking, freight, shortages

Product / Clinical Training
jim.norton@cefladental.com
shannan.roskam@cefladental.com

Technician Training
training@cefladental.com
LMS, branch champion, category + deep dive

Strategic Partnerships / Pricing / Contracts
First Level: Local Cefla Territory Manager
Phil Swann | philip.swann@cefladental.com
DSOs, GPO/DPOs, schools, govt, vendors,
contracts, policies

Support Portal + EasyAccess
ceflamedicalna.com/support
EasyAccess: tickets + install reports
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Use Technical Support for:

e System down, install, calibration, warranty,
performance or software/workflow support.

e Call/text first for urgent impact; document in
one thread.

¢ Dealer tech may use EasyAccess / Medical
HUB for tickets and evidence.

Use Logistics for:
e Tracking, delivery windows, shortage/damage,
misrouted, air/sea questions, Canada/triangular
documentation, and customs
e Check packing list + box count on receipt;
report discrepancies immediately.

Product / Clinical Training contacts
Jim Norton | 704-330-9246 |
jim.norton@cefladental.com
Shannan Roskam | 704-996-2568 |
shannan.roskam@cefladental.com

Service & policy resources
Support portal is live. EasyAccess/Extranet
supports install reports, tickets and QR
instructions.
Warranty certificate, Returns Policy and fee
schedule available upon request.

Warranty baseline: Imaging machines - 7 yrs all-but-labor | Treatment Centers - 5 yrs all-but-labor | RXDCs - 5yrs all-but-labor | Small Equipment / Sensors,
ect.- 2 yrs. Approved certificate / market policy + required order/installation documentation controls. Warrany Cert. provided by Cefla Tech. Services
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cefld) Dealer Intake Checklist & Delay Prevention

Making Your Life Better. | Complete intake helps CNA, dealer branches, and customers move faster

Always include Chair orders / installation readiness Returns policy summary
e Dealer branch, customer site and contact. * Verify package / configuration line-by-line * Opened purchases are not returnable.
e PO / order / case / ticket; product, serial and before placing order & shipment. Cefla TM + CS e Unopened: 20% restocking fee +
date. * State named-customer order vs dealer stock shipping/handling unless written documentation
e EasyAccess install-report status for warranty or request and availability status. confirms Cefla ordering error.
service matters. e Every chair installation includes Cefla + dealer e [Written Approval] exception outside open box
* Strategic requests: legal entity, account type, technician. ' ' policy: 40%restocking fee + shipping/handling.
locations, volume/timing. * Dealer tech owns EasyAccess installation » Verified Cefla manufacturing / QA-RA fault or
e No patient data / PHI. report after install. clerical error: no restocking fee.
* Do not assume a field retrofit is the standard e Written RMA / CNA instructions required; full
correction path. policy available upon request.

Shipping / timing / avoidable delays
e Do not move or ship product back without written CNA return instructions.
e Provide photos, packaging status, BOL/tracking, serial and requested
resolution.
e Warranty accuracy depends on CNA order registration + dealer
EasyAccess install report.
e Delivery/install timing depends on order, documentation, clearance,
software and site readiness.

Technician availability / digital service record
e Dealer technician must attend Cefla installations and onsite-support visits.
e Dealer tech submits EasyAccess install report with serial/install date.
¢ Use serial number / QR code for tickets, reports and instructions.
e Qut-of-warranty service is billable; fee schedule available upon request.

Helpful written-request templates - use for email, SMS/text, Teams, portal notes, or other written communication

System down URGENT SYSTEM DOWN - [Customer/Site] - [Model/Serial]

Chair install / report CHAIR INSTALL / EASYACCESS REPORT - [Order #] - [Dealer Tech / Date]
Service escalation SERVICE ESCALATION - [Customer/Site] - [Serial] - [Visit 1 / Visit 2]

Chair configuration CHAIR CONFIGURATION REVIEW - [Customer/Order #]

Shipment issue SHIPMENT DAMAGE/SHORTAGE - [Tracking/BOL] - [Site]

Return/credit RETURN / RMA REQUEST - [Order #] - [Serial] - [Opened / Unopened]

Warranty baseline: Imaging machines - 7 yrs all-but-labor | Treatment Centers - 5 yrs all-but-labor | RXDCs - 5yrs all-but-labor | Small Equipment / Sensors,
ect.- 2 yrs. Approved certificate / market policy + required order/installation documentation controls. Warrany Cert. provided by Cefla Tech. Services
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