
WHAT TO DO IF YOUR  

CI EQUIPMENT BREAKS 
 

At some point your outside equipment may stop working. When this happens, your equipment may 

need to be repaired or replaced.  Please keep in mind that you should have back up equipment 

that you can use. You received this back up equipment at your initial activation. It should be in 

your kit. So hopefully you will never have to be “off the air”. 

 

Please take the following steps: 

1) Remember that you have a back-up unit or cochlear implant parts. 

2) Pull out your user manual. Look over the troubleshooting section. 

3) Visit your cochlear implant company’s website. They have troubleshooting tips, guides 

and/or videos. 

4) If you cannot fix the problem yourself, call or email your cochlear implant company.  They 

can help you troubleshoot the problem and workout what parts need to be replaced.  All 

companies have audiologists who can respond quickly. Please note that you can order 

replacement cochlear parts or batteries directly from your cochlear implant company. 

5) If you are still having a problem, call the clinic at (984) 974-4479 during business hours. It 

is an automated phone system. You will need to select #2 for adult services and then #3 to 

get to the front desk. Ask for a cochlear implant audiologist.  If we are not available, please 

ask to leave a message. Tell us what is happening and which parts (and serial numbers) you 

are having problems with. We will contact you as soon as possible. 

**We ask that you call your company first before calling the clinic.  This will likely save you time 

and help in getting you back to hearing more quickly. 

 

ADVANCED BIONICS (MONDAY THROUGH FRIDAY, 8AM – 8PM EST)  

PHONE: 1-877-829-0026 

EMAIL: CUSTOMERSERVICE@ADVANCEDBIONICS.COM 

ONLINE TROUBLESHOOTING: 

HTTP://WWW.ADVANCEDBIONICS.COM/COM/EN/SUPPORT/TROUBLESHOOTING_GUIDE

S.HTML 

 

COCHLEAR AMERICAS (OPEN MONDAY THROUGH FRIDAY, 8AM – 8PM AND SATURDAYS 

10AM – 2PM EST) 

PHONE: 1-800-483-3123 

EMAIL: CUSTOMER@COCHLEAR.COM 

mailto:CustomerService@advancedbionics.com
http://www.advancedbionics.com/com/en/support/troubleshooting_guides.html
http://www.advancedbionics.com/com/en/support/troubleshooting_guides.html
mailto:Customer@Cochlear.com


ONLINE TROUBLESHOOTING: 

HTTP://WWW.COCHLEAR.COM/WPS/WCM/CONNECT/US/RECIPIENTS/NUCLEUS-

6/NUCLEUS-6-SUPPORT-AND-COMMUNITY/SELF-SUPPORT 

 

MED-EL CORPORATION (AVAILABLE 24 HRS/DAY, 7 DAYS/WEEK, 365 DAYS/YEAR; IF 

CALLING AFTER 5:30 EST, PRESS 1 FOR CUSTOMER SERVICE OR 2 FOR AUDIOLOGY) 

PHONE: 1-888-633-3524 

EMAIL: CUSTOMERSERVICE.US@MEDEL.COM 

ONLINE TROUBLESHOOTING: HTTP://WWW.MEDEL.COM/US/USER-SUPPORT-

TROUBLESHOOTING/?TITEL=TROUBLESHOOTING-GUIDE& 

 

IF YOU ARE IN WARRANTY 

The company can send replacement parts to your home.  If you are in warranty, there should be no 

cost to repair/replace external parts (does not apply to accessories).  These parts are normally 

shipped via Fed-Ex.  DO NOT throw the bad parts away.  The company will want the bad parts back.  

Your replacement equipment will come with a pre-paid, pre-addressed Fed-Ex label.  Use this label 

to ship the broken parts back to the company. 

IF YOU ARE OUT OF WARRANTY 

 

If you are out of warranty, there will most likely be a cost to you to replace or repair parts.  In some 

cases, insurance plans may cover some of this cost. Requests normally have to be approved 

through insurance first. This means the process of repairing or replacing equipment may take 

longer.   

 

If you have Medicare: 

 Contact the company to figure out what parts need to be replaced. You can order these parts 

from the company. 

 The company should contact you when insurance approval has been received.  They will let you 

know if and how much money you owe. 

 Medicare normally covers 80% of the cost of a repair or replacement. 

 Parts can normally be shipped to your home. Again, you will need to ship the broken equipment 

back to the company. 

 

If you have Private Insurance: 

 The company may be able to ask for approval from your insurance provider, but you may have 

to pay up front. If your insurance approves, you may get repaid from the insurance provider. 

 All three companies offer extended warranty. The price of these “service contracts” varies.  It is 

in your best interest to buy an extended warranty when the original warranty ends.  Please 

contact your cochlear implant company for more information. 
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