
Cefla Who To Contact - End User Quick Reference
Making Your Life Better. | For practices, clinicians, and end users | keep your authorized dealer copied

END USER

Urgent system-down, safety, or patient-schedule impact? Call 866-466-5228 or text 980-202-5628 first. Press 1 for Imaging or 2 for Chairs. Keep your 
dealer copied and document the issue in one thread.

Where to start - simple contact directory

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

Customer Service / Sales Admin
800-416-3078 | customer-service@cefladental.com
orders, admin, warranty / return / RMA 
instructions

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

Sales / Assigned TM
https://ceflamedicalna.com/contact-us/        , 
demos, 2D + Chair Trainings, local support, 
dealer support

Training
training@cefladental.com
training coordination and resources

Product / Clinical Workflow / 3D CBCT
jim.norton@cefladental.com

shannan.roskam@cefladental.com

Authorized dealer first
• Your authorized dealer is the first contact for 
routine service requests, installation coordination, 
warranty questions, delivery, commercial 
questions, quotes/demos and returns.
• Dealer technician is responsible for installation 
report documentation and maintaining service 
records..

CNA for technical issues
• System-down, safety, product-performance, 
calibration, software/workflow, and post-install 
optimization route to CNA support.
• Use the support portal for non-emergency 
support options.

Training and workflow resources
• training@cefladental.com for training 
coordination.
• Product/workflow: Jim Norton or Shannan 
Roskam.
• Use dealer/CNA routing for local support 
needs.

New equipment / strategic inquiries
New equipment: dealer first or 
https://ceflamedicalna.com/contact-us/.
Multi-site/institutional: include legal entity + site.
Marketing: marketing@cefladental.com.

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

Policies & onsite service resources
Warranty follows approved certificate/market 
policy and dealer installation documentation.
Returns Policy + Service & Installation Fee 
Schedule available on request.
Do not return product without written Cefla
approval and instructions.
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Multi-site / institutional inquiries
Start with your authorized dealer or
sales_team@cefladental.com.
CNA routes pricing/contracts internally as 
needed.

Install / Service Resources
Dealer/dealer tech coordinates installation report.
Scan the Support Portal QR for support options.
Ask dealer or CNA for current guide / Cefla Tech 
fee schedule.

Support Portal
ceflamedicalna.com/support

Scan with smartphone camera

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



End User Intake Checklist & Timing Guidance
Making Your Life Better. | What to include so Cefla and your authorized dealer can respond faster

END USER

What to include
• Practice/site + authorized dealer contact.
• Product model/serial; order/case/tracking #.
• Install date/report status and issue summary + 
schedule impact.
• Multi-site/institutional: legal entity, site and 
account type.
• No patient data / PHI.

Software / workflow issues
• Software name/version; TWAIN / Pearl / 
NeoWise status and third-party system.
• Errors, screenshots, logs and photos with 
patient identifiers removed.
• Desired outcome: technical call, workflow 
help, training or optimization.

Timing + technician support
• Timing is not final until order, shipment, 
software and site readiness are confirmed.
• Chair installation includes Cefla + dealer 
technician.
• Dealer tech submits installation report after 
install.
• After two unresolved dealer-tech visits, 
third visit by Cefla Tech follows approved 
escalation policy. Dealer Service History on 
serial number in question needed

Returns policy summary
• Opened purchases are not returnable to Cefla.
• Unopened: 20% restocking; approved exceptions may be 40% + 
shipping/handling.
• Cefla ordering error or verified QA-RA/manufacturing fault: no restocking 
fee.
• Written return instructions / RMA required; full policy available.

Service fees + privacy
• Dealer tech must be present for Cefla onsite support; absence may be 
charged.
• Out-of-warranty service is billable; Cefla Tech Services fee schedule 
available upon request.
• Warranty follows certificate / market policy + dealer install report.
• Do not include patient data or PHI. Do include dealer service history info.

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

System down URGENT SYSTEM DOWN - [Practice] - [Model/Serial]

Chair installation / onsite support CHAIR INSTALL / ONSITE SUPPORT - [Practice] - [Order # / Date]

Software issue SOFTWARE WORKFLOW HELP - [NeoWise/TWAIN/Pearl] - [Site]

Training / optimization TRAINING OR WORKFLOW SUPPORT - [Practice] - [Product]

Return / RMA RETURN / RMA INSTRUCTIONS NEEDED - [Product/Serial] - [Opened / Unopened]
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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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