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1. Purpose and Scope 
This Warranty and Return Merchandise Authorisation (RMA) Policy (Policy) sets out how 
Aeris Environmental Ltd (ABN 19 093 977 336), trading as AerisTech (AerisTech, we, us) 
warrants the hardware components of the Syncromesh suite and how customers 
(Customer, you) may claim under those warranties. 

This Policy applies to Syncromesh-branded hardware – including gateways, nodes, 
sensors, switchplates, energy monitors, emergency lighting compliance units, asset 
tags and associated accessories – supplied by AerisTech directly or through an 
authorised channel partner. 

This Policy is a statement of AerisTech’s standard warranty position. It is intended to be 
read together with, and is subject to: 

• the AerisTech Terms of Supply (Equipment), which govern the sale of Syncromesh 
hardware; 

• the Syncromesh End User Licence Agreement (EULA), which governs use of the 
Syncromesh platform and firmware; 

• the Syncromesh Data Processing Agreement (DPA), where applicable; and 
• any executed Master Service Agreement (MSA), order form, schedule or proposal 

between AerisTech and the Customer. 

Where there is a conflict between this Policy and an executed MSA or order form, the 
MSA or order form prevails to the extent of the inconsistency. Nothing in this Policy 
excludes or limits any rights a Customer has that cannot lawfully be excluded under the 
Australian Consumer Law (ACL). 

2. Definitions 
Advance Replacement: dispatch of a replacement unit to the Customer before the 
faulty unit is received at AerisTech, subject to eligibility under Section 7. 

Business Day: a day other than a Saturday, Sunday or public holiday in New South 
Wales, Australia. 

DOA (Dead on Arrival): a product that is confirmed non-functional on first installation 
and commissioning within 30 days of delivery to the Customer. 

RMA: a Return Merchandise Authorisation – the unique reference number that must 
accompany any physical return of hardware to AerisTech. 

RTB (Return to Base): a fulfilment path where the Customer returns the faulty unit to 
AerisTech before a repaired or replacement unit is dispatched. 
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Syncromesh Platform: the AerisView cloud platform, dashboards, APIs and associated 
Syncromesh software and firmware. 

Warranty Period: the period set out in Section 4 for the relevant product category, 
commencing on the date of delivery of the hardware to the Customer. 

3. What the Warranty Covers 
AerisTech warrants that, for the relevant Warranty Period, Syncromesh hardware 
supplied by AerisTech will: 

1. be free from material defects in materials and workmanship when used as 
intended; and 

2. materially conform to the published specifications for the product at the time of 
supply. 

Where a valid warranty claim is accepted, AerisTech will, at its option: 

• repair the product; 
• replace the product with a new or refurbished unit of equivalent or superior 

specification; or 
• refund the price paid for the product, in which case the product becomes the 

property of AerisTech. 

These are the Customer’s sole and exclusive remedies for defective hardware, except to 
the extent rights under the Australian Consumer Law or other non-excludable 
legislation apply. 

4. Standard Warranty Periods 
The following Warranty Periods apply, commencing from the date of delivery. Where a 
specific product is supplied under a signed order form or MSA that specifies a different 
period, the executed document prevails. 

Product Category 
Standard 
Warranty 
Period 

Default Remedy Path 

Syncromesh Gateway (all variants) 24 months Return-to-base (RTB) replacement 

Syncromesh Nodes (DALI, LED, ELV, Modbus, 
Relay) 24 months Return-to-base (RTB) replacement 

Energy monitors / sub-meters (incl. CTs) 24 months Return-to-base (RTB) replacement 
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Product Category 
Standard 
Warranty 
Period 

Default Remedy Path 

Wired environmental & IAQ sensors (CO₂, PM, 
VOC, T/rH) 24 months Return-to-base (RTB) replacement 

Wireless sensors – battery powered 
(occupancy, door, water, hazard, climate) 12 months Advance replacement on approved 

claims 

Switchplates and manual control devices 24 months Return-to-base (RTB) replacement 

Emergency exit light testers / compliance 
units 24 months Return-to-base (RTB) replacement 

Asset tags, beacons and wearables 12 months Advance replacement on approved 
claims 

Power supplies, cabling, antennas and 
installation accessories 90 days Return-to-base (RTB) replacement 

Consumables (batteries, adhesive mounts, 
filters) 

Not covered 
beyond DOA 

DOA replacement within 30 days 
only 

Refurbished or replacement units issued 
under warranty 

Balance of 
original term, or 
90 days – 
whichever is 
greater 

As per original claim path 

  

Batteries are covered for manufacturing defect only, and not for normal depletion. 
Typical service life for Syncromesh battery-powered sensors is 3–5 years under 
standard commercial duty cycles; actual life depends on configuration, reporting 
frequency and environmental conditions. 

5. What the Warranty Does Not Cover 
The warranty in Section 3 does not apply, and AerisTech may refuse or reverse an RMA, 
where the defect or failure arises from or is attributable to: 

• installation, use, storage, handling or transport inconsistent with AerisTech or the 
manufacturer’s published instructions; 

• modification, tampering, disassembly, repair or attempted repair by any party other 
than AerisTech or its authorised service agent; 
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• use of non-approved firmware, non-genuine accessories or incompatible third-
party equipment; 

• connection to a network or power source that does not meet the stated electrical 
or environmental specifications; 

• environmental exposure outside the product’s rated operating range (including 
moisture, dust, temperature, corrosive atmosphere and vibration); 

• physical damage, impact, spillage, fire, flood, lightning, power surge or other force 
majeure event; 

• normal wear and tear, cosmetic damage, or depletion of consumable items 
including batteries, adhesives and filters; 

• removal or alteration of serial numbers, barcodes or tamper-evident labels; 
• loss or degradation caused by third-party networks, internet connectivity, cellular 

carriers or customer IT infrastructure; and 
• any use of the product for a purpose for which it was not designed. 

Where AerisTech inspects a returned product and determines that the claim is outside 
the scope of the warranty, the Customer will be notified and given the option to (a) 
authorise an out-of-warranty repair at AerisTech’s then-current service rates, (b) 
purchase a replacement unit, or (c) have the product returned at the Customer’s cost. 

6. Dead-on-Arrival (DOA) 
A product is considered DOA if it is found to be non-functional on first installation and 
commissioning, provided the Customer notifies AerisTech within 30 calendar days of 
delivery and supplies evidence of the fault (including photographs, commissioning logs 
and error messages where requested). 

For approved DOA claims: 

• AerisTech will issue a priority RMA within 1 Business Day of acknowledging the 
claim; 

• an Advance Replacement will be dispatched where stock is available; 
• return freight for the faulty unit is at AerisTech’s cost within Australia; and 
• no diagnostic or handling fees will be charged where the DOA claim is validated. 

7. RMA Process 
All physical returns of Syncromesh hardware must be authorised by AerisTech in 
advance. Unauthorised returns may be refused at the point of delivery and returned to 
sender at the sender’s cost. 
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Step 1 – Remote diagnostics 
Before any hardware is returned, the Customer must work with AerisTech support to 
attempt remote diagnosis. Many issues can be resolved through firmware updates, 
commissioning checks or network troubleshooting, avoiding unnecessary returns and 
site visits. 

Step 2 – Submit an RMA request 
If remote diagnostics do not resolve the issue, the Customer must submit an RMA 
request through the Contact section of the AerisTech website at aeristech.com/contact, 
selecting “Warranty / RMA” as the enquiry type, and including: 

• company name, site and primary contact; 
• product SKU, serial number(s) and quantity; 
• purchase order number or AerisTech invoice reference; 
• date of delivery or installation; 
• detailed description of the fault, including when it first occurred, frequency, and 

any error codes or logs; and 
• photographs of the installed product where physical damage is alleged. 

Step 3 – RMA authorisation 
AerisTech will triage the request within 2 Business Days and respond with one of: 

• an approved RMA number, return address and shipping instructions; 
• a request for further information; or 
• a rejection of the claim with reasons, where the request is outside scope or 

warranty. 

The RMA number must be clearly marked on the outside of every return parcel and 
referenced on any accompanying paperwork. 

Step 4 – Return shipment 
Unless advised otherwise by AerisTech: 

• products must be returned in their original packaging or equivalent protective 
packaging; 

• accessories, mounting hardware and cables must be included where they form 
part of the original supply; 

• the Customer is responsible for secure packaging and bears the risk of loss in 
transit until receipt at the address nominated by AerisTech; and 
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• where AerisTech is required to ship the product to an overseas manufacturer, the 
Customer is responsible for all transport, insurance, customs duties and import 
charges in accordance with the AerisTech Terms of Supply. 

Step 5 – Inspection and resolution 
On receipt, AerisTech (or, where applicable, the original manufacturer) will inspect the 
returned product to confirm eligibility under this Policy. AerisTech will then repair, 
replace or refund the product in accordance with Section 3, or notify the Customer if 
the claim is rejected following inspection. 

Replacement units are supplied either as new, or as remanufactured units of equivalent 
or superior specification. Replacements carry the balance of the original Warranty 
Period, or 90 days from dispatch of the replacement, whichever is greater. 

8. Target Response and Turnaround Times 
AerisTech targets the following response times. Actual turnaround may vary with stock 
position, courier performance and the complexity of the fault. Where a Master Service 
Agreement specifies alternative SLAs, those terms prevail. 

Milestone Target Notes 

Claim acknowledgement 1 Business Day Email confirmation of receipt and case 
reference 

Remote triage and RMA 
decision 2 Business Days Remote diagnostics, firmware/logs review, 

RMA number issue (or reject with reason) 

Advance replacement 
dispatch (eligible SKUs) 

2 Business Days from 
RMA approval 

Enterprise customers with active SaaS 
subscription, subject to stock 

RTB repair / replacement 
turnaround 

10 Business Days from 
receipt at AerisTech 

Excludes transit time and manufacturer 
referrals 

Manufacturer referral 
(where applicable) 

20 Business Days from 
receipt 

Applies to items returned to OEM; customer 
notified of expected schedule 

Critical site / NAB-class 
escalations 

Per Master Service 
Agreement 

Where an MSA or SLA schedule is in place, 
the MSA terms prevail 
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9. Advance Replacement – Eligibility 
Advance Replacement is available to Customers with an active Syncromesh SaaS 
subscription, and applies to sensor, node and gateway categories where stock is 
available. Eligibility conditions: 

• the affected site must have been operational for at least 14 days prior to the fault; 
• the Customer must return the faulty unit within 15 Business Days of receiving the 

Advance Replacement; 
• where the faulty unit is not returned within that period, AerisTech may invoice the 

Customer for the list price of the replacement unit; and 
• Advance Replacement is not available for claims that are ultimately determined to 

be outside the scope of the warranty; in such cases, standard out-of-warranty 
service rates will apply. 

10. Out-of-Warranty Service, End-of-Life and 
Discontinued Products 
Out-of-warranty repair and replacement services are available for supported products 
at AerisTech’s then-current service rates. A written quotation will be provided before any 
chargeable work is undertaken. 

Where a product has been designated end-of-life (EOL), AerisTech will: 

• provide at least 12 months’ prior notice of EOL where reasonably practicable; 
• continue to honour the remaining Warranty Period for units supplied before the 

EOL date; 
• offer spare parts or a functionally equivalent replacement SKU, where available; 

and 
• work with the Customer to identify an upgrade path to a supported Syncromesh 

product. 

11. Syncromesh Platform, Firmware and Data 
This Policy covers hardware only. The Syncromesh Platform (cloud services, 
dashboards, APIs and firmware) is licensed under the Syncromesh EULA and any 
applicable service schedule, which govern platform availability, support, updates, data 
handling and service levels. 

Customers should note: 
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• platform outages, data loss or integration defects are handled under the EULA and 
applicable service levels, not under this Policy; 

• firmware updates released by AerisTech must be applied in accordance with 
AerisTech’s guidance; failure to apply a critical update may affect warranty 
eligibility; 

• diagnostic data (device logs, telemetry and configuration) may be required to 
assess a warranty claim and will be handled in accordance with the Syncromesh 
DPA; and 

• the Customer is responsible for decommissioning returned devices in accordance 
with the DPA, including removing any site-specific credentials before shipment. 

12. Australian Consumer Law – Consumer Guarantees 
Nothing in this Policy excludes, restricts or modifies any right or remedy that cannot be 
excluded, restricted or modified under the Australian Consumer Law or any other 
applicable law. 

Where Syncromesh products are supplied to a Customer that is a “consumer” under 
the ACL, the following statement applies: 

Our goods come with guarantees that cannot be excluded under the Australian 
Consumer Law. You are entitled to a replacement or refund for a major failure 
and compensation for any other reasonably foreseeable loss or damage. You are 
also entitled to have the goods repaired or replaced if the goods fail to be of 
acceptable quality and the failure does not amount to a major failure. 

The rights set out in this Policy are in addition to any rights and remedies the Customer 
may have under the Consumer Guarantees. 

13. Customer Obligations 
To preserve warranty coverage and enable efficient resolution of claims, Customers 
must: 

• ensure Syncromesh hardware is installed, commissioned and maintained by 
suitably qualified personnel in accordance with AerisTech’s published guidance; 

• maintain accurate records of serial numbers, installation dates and site locations; 
• apply firmware updates and configuration changes issued by AerisTech within a 

reasonable period; 
• provide AerisTech with reasonable access to diagnostic data, logs and the affected 

equipment to investigate claims; 
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• notify AerisTech in writing of any alleged defect within 5 Business Days of the 
defect becoming known, in accordance with the Terms of Supply; and 

• cooperate with AerisTech in relation to any product recall, safety notice or 
corrective action under Section 15. 

14. Limitation of Liability 
The remedies set out in this Policy are the sole remedies available for defective 
Syncromesh hardware, except to the extent that rights under the Australian Consumer 
Law or other non-excludable legislation apply. 

To the extent permitted by law, AerisTech will have no liability to the Customer for 
indirect, consequential, special or exemplary losses, including loss of profit, loss of 
revenue, loss of data, loss of use or loss of business opportunity, however caused, in 
connection with any warranty claim or the supply of Syncromesh hardware. 

15. Product Recalls and Safety Notices 
If AerisTech becomes aware of a defect, fault or safety issue affecting Syncromesh 
products that could pose a risk to persons or property, AerisTech will: 

• notify affected Customers without undue delay; 
• publish a safety notice and remediation plan, including any required actions such 

as disabling devices, applying firmware patches or returning units for replacement; 
and 

• where required by law, notify the relevant regulator. 

The Customer must comply with any directions or corrective actions issued by 
AerisTech and must not continue to use any affected product in a way that could create 
a risk to persons or property. 
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16. Contact and Escalation 
All warranty and RMA enquiries should be directed to the AerisTech support team using 
the contact channels below. Where a Customer holds an MSA, the contacts and 
escalation path specified in that agreement apply in addition to this Policy. 

Warranty & RMA claims (primary 
intake) Submit via the Contact section at aeristech.com/contact 

Technical support (platform & 
hardware) Via the Contact section at aeristech.com/contact 

Account / commercial escalation Via your AerisTech account manager, or the Contact section at 
aeristech.com/contact 

General enquiries aeristech.com/contact 

Telephone +61 2 8344 1315 

Returns address As notified by AerisTech on the RMA authorisation 

17. Policy Governance and Review 
This Policy is owned by the AerisTech Product and Commercial function and is reviewed 
at least annually, or sooner if there is a material change in product scope, regulatory 
requirements or operational processes. The current version is published on 
aeristech.com and communicated to authorised channel partners. 

AerisTech may update this Policy from time to time. Updates take effect from the date of 
publication. Orders placed before an update will continue to be governed by the version 
of the Policy in effect at the time of supply, except where a later version is more 
favourable to the Customer. 
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