
How to submit a
repair or return
request
Learn how to submit a repair/return request on SomAccount
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Web Platform Mobile Platform

CREATE A REPAIR ORDER 
Log into your Dashboard via web or mobile

On your SomAccount Dashboard and locate the Repair & Returns section.



INPUT DEVICE SERIAL NUMBER 

Enter the unique device serial number located on the physical device (buccal or palatal area) or
corresponding invoice. 

If your serial number is not working, this may indicate the device is out of warranty or an old model.
(see Page.5 for further instructions)



REPAIR/REMAKE DETAILS 

Return Reason
Choose the most relevant option from the
drop down for return reason 

Notes
Write notes that lead up to the device's
issue e.g "repair crack, patient cracked
device while wearing at night"

Ad to cart 

*Please note that the estimated cost is an estimate only, final costing of repair or remake will be determined after review of the
returned device by our lab technicians*

Use original scans for remakes
If you  are requesting for a remake instead of a
repair, you may tick this box to indicate you’d like  
the original scans to replicate the same order



SERIAL CODE NOT WORKING 

Notes example
e.g "serial not working 1spsd-
58462, please repair wing
fracture"

If your serial number is not working, this may indicate the device is out of warranty or an old model. 

We recommend creating a new order and specify in the notes that your order is for a repair with a serial not working (include serial number).
This way, we will adjust the order and costs on our end prior to processing for manufacture.



Check cart and confirm order
Once you've added to your cart, go
to your cart to confirm repair order
details and proceed to checkout 

CONFIRM ORDER 



CONFIRM ORDER DETAILS 

*Please note that the estimated cost is an estimate only, final costing of repair or remake will be determined after review of the returned device by our lab technicians.

Shipping
Check that the shipping address is correct
and continue to payment

Payment
Under warranty repairs will show as $0 and
do not require payment. 

We recommended "Pay on Account" as
repair orders costs are susceptible to change
once reviewed by our technicians



ORDER CHECK-LIST

You will see a check list pop-up to help ensure you’ve sent us the materials required for our lab to repair or remake your order.

1.New IOS Scans are sent via scanner, email or uploaded to your SomAccount order

2.Courier has been organised for broken device and or additional models/impressions

3.Printed copy of your SomAccount order packed with traditional orders



You will see a confirmation of your order. From here you can print your order, view order details, or return to the
dashboard.

ORDER CONFIRMATION

Print order Detail
Print the order detail to place in
the package with the broken
device 

You will also receive an order confirmation via your linked email associated with your account. 

E: customerserviceau@somnomed.com P: (02) 9467 0400 Lvl 3 20 Clarke Street, Crows Nest 2065, Sydney, Australia



EXAMPLE ORDER RECEIPT



If you are sending traditional dental models or impressions to SomnoMed, please print the order detail and include this

in your shipment. You can request a courier collection of your models/impressions by completing this online request,

via your SomAccount or simply give us a call on 02 9467 0400

COURIER PICK UP
MODELS, IMPRESSIONS OR BROKEN DEVICES

https://somnomed.com/au/dentists/courier-request/



TRACK STATUS OF ORDER

ORDER STATUS
You will also be able to see the status of your lab work in this section – your order will transition from Received, Manufacturing, through to
Quality Control, then Invoiced and Dispatched.

If there are any concerns with your order it will be placed on Hold and you will be contacted separately for confirmation.

Received On Hold Manufacturing
Final 

Quality Control
Dispatched/

Invoiced

E: customerserviceau@somnomed.com P: (02) 9467 0400 Lvl 3 20 Clarke Street, Crows Nest 2065, Sydney, Australia



HELP & ASSISTANCE

HELP & ASSISTANCE
If you require any additional help or urgent assistance, please reach out to us in the Help Centre or call us 02 9467 0400

E: contactaus@somnomed.com P: (02) 9467 0400 Lvl 3 20 Clarke Street, Crows Nest 2065, Sydney, Australia


