
Troubleshooting the Neptune Processor 

 

No sound is heard or the red LED is solid when the headpiece is in place over 
the implant 

 Press and hold the on/off button for at least one second to power down the 
sound processor, then power it back on again by pressing the on/off button for 
more than 1 second. 

Static or distorted sounds are heard 
 Remove anything that may be covering the microphone such as clothing.   

 Check the cable for any damage and make sure that it is firmly pushed into the 
headpiece and the processor. 

 Replace the cable if there is any sign of damage or if the problem persists.  Ask 
your clinic for a new spare cable. 

 Look at the headpiece and change it if there are signs of damage or if the 
problem persists. 

 Clean the battery contacts on both the processor and the battery. 

 A person with normal hearing can perform a listening check of the headpiece 
microphone.   Attach and sync the Neptune Connect with the Neptune Processor.   
Plug headphones / earbuds into the auxiliary connection socket of the Neptune 
Connect and select the monitor position (triangle) on the programme switch.  
Speak in a normal voice and listen to the sound via the headphones / earbuds. 

Intermittent sound 
 Check the headpiece cable for any damage and make sure that it is firmly pushed 

into the headpiece and the processor. 

 Replace the cable if the problem persists.  Ask your clinic for a new spare cable. 

 You may need a stronger magnet.  Contact your clinic. 
 



If the Neptune processor does not power up 
 Press and hold the on/off button for at least 1 second. 

 Check that a fully charged battery is being used. 

 Check that the battery is inserted correctly. 

 Remove the battery, wait 5 seconds and then replace it and switch on again. 

Headpiece site feels tight or sore or skin under headpiece is pink/red 
 Contact your clinic. A gentler magnet may be needed.  A tight magnet can cause 

long term skin problems, headaches and discomfort. 

Batteries are not lasting as long as usual 
 Clean the battery contacts carefully with a hearing aid brush or a dry cotton 

swab. 

 If your batteries are old, they will start to lose their charge over time, and will 
need to be replaced. 

Helpful resources  
 Neptune user guide (pdf) 

 More support can be found on the Advanced Bionics troubleshooting webpage  

https://advancedbionics.com/content/dam/advancedbionics/Documents/Global/en_ce/Products/Neptune/ab-neptune-user-guide.pdf
https://advancedbionics.com/gb/en/home/support/troubleshooting-guide.html

