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Service Teams for installation and support

Global Technical 
Support

Remote Service 
Engineers

Field Service 
Engineers

Applications 
Specialists

Customer 
Support & 

Success Mgrs

Our developed support infrastructure allows us to be 

more agile and proactive in how we support your 

instruments. 

Leveraging data and remote technologies allows us to 

expand our service reach, deliver an accelerated 

response, and optimize your system’s uptime and 

performance.

Installation Warranty
Post-

Warranty

Central contact for 

service enquiries, spare 

parts and consumables.

Rapid online response 

and diagnosis

Onsite maintenance 

User training, 

experiment design, and 

technique support

Dedicated technical 

expert to help with 

system performance and 

productivity 



20420 EM Install Base

Thermo Fisher Scientific has the 

largest EM service team in the world 

comprising 1000+ field engineers 

With an average of 10 years 

experience in Electron Microscopy

321 North America

210 Europe, Middle East

157 China

291 Asia, Pacific, Japan

180+ remote service engineers 

based at strategic service centers

100+ applications specialists based 

at strategic service centers
 

Service Centers

Global service team
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Recrutements 

en cours

G.Leroy

PY.Mille

D.Grindler

T.Merle

N.Radufe

D.Binisti

Corentin Mille

 

J.Kamara

F.Nabel

JM Gaulier

C.Himbert

M.Si Lakhal

T. Catinaud

Y.Cossard

J.Letierce

R.Drui

A.Bochler

JY.Monchain

L.Robert

S.Puech

M.Trentin

Field Service France

N.Boutron

• F.Vallée (Sup North)

• F.Adolphe (Sup Sud) 



• GTS Mission - Technical support for FSE :

• Hotline 24/5

• Remote Support (RAPID)

Field Org. & Global Technical Support

50% 

50%

•  What is GTS :

• GTS supports customers by providing specialized product knowledge resolving complex service issues. 

• GTS works closely with our R&D groups to drive product quality continuous improvement.

• GTS is the main filter between the Field Service Organization and our Factories

• GTS colleagues based in factories are Subject Matter Expert (Module)

• Onsite visit for Escalation / Installation support

• Onsite visit for upgrades



GTS-F SEM-SDB EMEA - Team

23 years

12 years 17 years15 years18 years17 years43 years 38 years



Innovation & Transformation

Cloud for 

Service

Diagnostic 

Quality

Virtual 

Assistant

Generative 

AI

Direct 

Alerting

Today Tomorrow
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C4S Deployment Timeline

27 May - Wave 2:

• Japan

• Korea

• Taiwan

• China

• Hong Kong

26 February - Wave 1:

Southeast Asia:
• Singapore

• Malaysia

• Thailand

• New Zealand

• Australia

• Vietnam

• Philippines

26 August - Wave 3:

• EMEA

• North America

≈110 ≈430 ≈730USERS

✓
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Entitlements in C4S

Before C4S

SSOC

Manager

Entitlements information in Cloud for 

Service.

Entitlement requests go through SSOC or 

Managers.

After C4S

Let me check 

that for you.

I have all the 

information I need!

or
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Front Line Leader C4S Benefits

Enabling a smarter way of working.

Improved operational business 

understanding

• Quick operational reporting

• Team engagement visibility

• Ticket status and history overview

• Improved Parts tracking

• Mobile device access

Dynamic integrated solution

• Reduction of applications

• Integration of existing applications:

• OCM+

• MindTouch

• Genesys

Improved communication with 

colleagues and customers

• Direct communication from within 

the ticket reducing email

• Real-time Messaging capabilities

• Enhanced FSR sign-off for 

customers
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Service Virtual Assistant – Program
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SERV I C E S V I R T U AL AS SI S TA N T
Built on our Thermo Fisher generative artificial intelligence solution, Gene.AI, our Services Virtual Assistant is an 

AI-enabled resource with access to our service document repositories*

O U R  O P P O R T U N I T Y
With disparate, complex knowledge sources, searching for 

information is manual and time-consuming.

B E N E F I T S
Colleagues can expect an easier, AI-enabled solution to 

access information and enable real-time solutions with a 

goal to improve remote resolution and time to resolution.

TAILORED GENERATIVE AI TOOLS

MSD GSS IES



Service Virtual Assistant – Concept for MSD
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Gene AI 

Engine

Documentation
Fluid Topics

Knowledge 

Articles
MindTouch

Technical 

Assistance 

Results
OCM+

All Service Call 

Results
QAD / C4S

Instrument Data
Error Codes

Now

Now

Next

Next

Later



The world leader in serving science

Direct Customer Alerting Pilot
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Digital monitoring in EM Services

Problem with proactive support: 

PAM calls are not always proactive enough
Customer insights:
Connected Care Portal

Proactive support: 
Alerting → PAM call

I KNOW!!! 

The autoloader heated up 8 

hours ago. All my precious 

samples are destroyed!

Customer

I received a PAM call that the 

liquid nitrogen refill on your 

Cryo-TEM autoloader failed

FSE
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Direct customer alerting

Notification channel for alerts that require immediate attention

The customer receives an SMS directly to their phone within 10 
minutes of the event.

Characteristics of a customer alert:

Alerts that need a 

quick follow up 

(reactive)

(Primary) follow up 

action is a customer 

action

Customer impact is high 

(sample loss, experiment 

fails, long down times)

Examples of requested 

Direct alerting

• Imaging stopped 

(Krios, Glacios) 

• HT shut down (TEM) 

• Empty LN2 vessel 

detection (Krios)

• Optical boards failure

• Tracking errors xx-axis 

(DB) 

• EDX heater events by 

IGPco (TEM) 

• HT G2 Active Interlocks 

(TEM) 

• IGP failure after last cryo 

cycle

• …
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Thermo Fisher ScientificCustomer

data

D2i

algorithms

data

archive

data

package

How does it work?

Fast lane data pipeline parallel to the conventional D2i data pipeline

1. High frequent data collection: 1 hr → 5 min

2. Condition based algorithm execution at incoming package

3. Push SMS notification to the customer

direct alert

algorithms

notification

RSE
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RAPID Introduction - Key Features

RAPID - Remote Access Program for Interactive Diagnostics

• RAPID is used since 2007

• Real time operating a microscope remotely

• ~ 4500 customer instruments 

• ~ 1100 RAPID TFS Engineer accounts

• Installed at instruments in the factory

• All instruments are Eligible for RAPID



Access productivity indicators

Overall Utilization

Historical TrendAverage Uptime

MSD EM Service

Proprietary & Confidential

Connected Care Portal

Analytics & data insights enable proactive and predictive maintenance

Identify system health & consumable wear

Analyze system health & performance trends

Generate reports & service calls

P
ro

a
c
ti
ve

Manage fleet across production facilities

P
re

d
ic

ti
ve

C a u t i o n

W a r n i n g

https://www.thermofisher.com/fr/fr/home/electron-

microscopy/services/materials-science-service-support.html 

https://www.thermofisher.com/fr/fr/home/electron-microscopy/services/materials-science-service-support.html
https://www.thermofisher.com/fr/fr/home/electron-microscopy/services/materials-science-service-support.html


Field Service Engineer feedback:

“Health check of Krios in response to D2i alert. Had to replace the graphics card and combined this with 

the RAPID and Sherpa issues. GPU temperatures now back to normal baseline value.” 

System Remote Monitoring – PAM Example 3

Titan Krios G3 – GPU Temperature Too High

Remote Service Engineer feedback:

“On 10/03 (1:45 PM) the GPU temperature has risen from 50°C to 80+°C and stayed there since. Fans and 

other temperatures are OK. Most likely the GPU is on the verge to break.”



Thank you
MSD EM Service

Proprietary & Confidential
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