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Step 1 – 
Customer Booking

Step 2 – 
'Next Steps' email

Customer books a ‘Lodge a Repair Form’ online

Customer receives an email (side) with the next steps 
and a request to complete the MACHINE COLLECTION 
FORM

We will collect the machine and return to our Service 
Centre in Sydney free of charge. However, we need to 
you complete the Robot-Coupe Machine Collection 
Form ASAP to start this process.

Once the customer has completed the Robot-Coupe Machine Collection Form and submitted, they will 
receive email confirmation from our accredited logistics provider (Direct Freight) with a request to confirm the 
booking

NOTE:  If a machine is deemed a large machine unable to be moved, we will be in touch to organise a site visit.

Step 3 – 
Direct Freight Email

The customer receives an email from 
Direct Freight requesting confirmation 
of pick up. The customer  MUST 
approve / confirm the pickup. 

Email from 

donotreply@directfreight.com.au 
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Step 4 – 
Direct Freight 
Collection

Direct Freight pick 
up and return to 
RC Artarmon

Step 5 – 
Machine Arrival 
Email Confirmation

Upon the machine being 
returned to the Robot-Coupe 
Service Centre in Sydney, the 
customer will be notified by 
email 

Step 6 – Scheduled for Assessment
The machine will be Scheduled for Assessment. If the repair is deemed a warranty claim due to a manufacturing 
fault, the machine will be repaired as soon as possible (subject to all parts being available in our warehouse). At 
this time the Pre-Authorisation is released (Warranty Claims only)

We are aiming to have machines assessed within 5 working days after machine arrival. How long will it take?

How long will it take?

Step 7 – 
Non-Warranty /
Repair Quotation

If the repairs are not deemed an 
eligible Warranty Claim, we will be in 
touch with a quote for repair. 

The customer can simply approve 
the quote online to have the machine 
queued ASAP for repair.

Generally speaking, we are aiming 
to have machines repaired within 5 
working days after quote approval 
(or when parts are available). 
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Step 8 – 
Parts Required
Parts required for the repair are allocated by the Warehouse 
AFTER the Sales Quotation is APPROVED by the customer or 
when the Warranty Claim is accepted.

If parts are not available, normal lead times apply for air 
freight etc.

Step 9 – 
Repairs Undertaken

Machine repairs are undertaken when ALL 
parts required are available.

Step 10 – 
Repairs Completed
Successfully

Once any repairs are completed successfully, the 
customer will receive an email notification from us 
–Robot-Coupe Machine Return Form.

The machine can either be collected from Robot-Coupe 
or returned free of charge. The customer will receive the 
email on the next steps with the notification of repairs 
when completed successfully

Step 12 – Machine Return Form
The customer must complete the Robot-Coupe Machine Return Form. 

Once the form is completed, the customer will receive tracking details from Direct Freight and 
a consignment number by email. 

Step 11 – 
Charging / Invoicing

Once repairs are completed successfully, we charge 
the approved sales quote amount to the assigned 
credit card (selected / changed when Sales Quotation 
Approved). A copy of the Invoice is emailed to the 
customer.


