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FIRST Philosophy
Customer relationships are built on a foundation of
trust. At Caliper Life Sciences, we understand that
scientists investing in our products expect a superior
level of support and services. That is why our service
motto is very simple: Customer  First.  From the
moment of purchase through the years of use, we
strive to provide each customer with service plans,
training options and instrument and software services
that empower scientists to achieve success.
We know that your equipment is a critical part of your
business, therefore; we have invested in a worldwide
team of experts who understand each customer's
unique requirements. We believe that your success
depends upon excellent service, quality products and
trouble free solutions.

THE VERSATILITY OF OUR 
`ìëíçãÉê

FFIIRRSSTT SERVICES
You will find at Caliper Life Sciences we have
designed our service plans, training programs,
instrument and software services with a flexible
approach, allowing you to build the service package
right for your individual needs.

Our service plans and plan upgrades offer peace of
mind and flexibility of coverage for everyone from
ultra-high throughput users down to the simple
workstation scientist.  Our menu of instrument and
software services provides the resources to help you
grow your business when you're ready to grow, and
to support your needs as soon as they occur.  Lastly,
our state of the art training center is equipped to
handle onsite training, standard courses at our head-
quarters and web-based training to meet the needs
of every growing laboratory environment.  
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FIRST Service 
and Support Regions

Caliper Life Sciences Service Engineers are located
globally in order to provide speedy and reliable serv-
ice to our customers where they need it, when they
need it. For local contact information, please see the
table to the right.  If you are unable to find a local
representative, please contact our Technical Support
Center at 508-435-9761 for further information.

Caliper’s Service Organization
Technical Support Headquarters

Caliper  Life  Sciences
US  Corporate  Headquarters
68 Elm Street,
Hopkinton, MA 01748
Telephone: 508-435-9761 
Fax: 508-435-0950

Preventative Maintenance - 
Securing the Health of Your Instrument

When it comes to the lifespan of your Caliper Life
Sciences instrument, nothing is more critical than a
routine preventative maintenance check-up.

All  Preventative  Maintenancce  visits  incclude  the  fol-
lowingg  features:

 Comprehensive analysis and performance
verification.

 Diagnostic tests to analyze and assess each
instrument's condition.

 Equipment adjustments and part replacement.
 Performance verification to assure the

instrument meets current factory
specifications.

Why wait for a failure to occur?  Schedule your
Preventative Maintenance visit at least once a year
to assure the health of your instrument.

We also offer customized Preventative Maintenance
packages for those customers that need an added
assurance of optimum instrument health.  
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FIRST Institute of 
Training and Development

Caliper Life Sciences offers the flexibility our busy cus-
tomers need in order to meet their training objectives.
The Customer First Institute is based at our Hopkinton,
Mass headquarters and offers a hands-on accelerated
learning approach in a classroom environment.

When attending one of our standardized classes, you
will experience hands-on laboratory time and class-
room time led by one of our innovative trainers.  

If travel is not an option, our On-Site Training
Program may the right option for you.  On-site train-
ing is ideal for will experience hands-on laboratory
time and classroom time led by one of our those
facilities that have multiple system users.  Through
our on-site training program, one of our trainers will
develop just the right course for your system and
application. You save on transportation and accom-
modation costs and are able to apply your training
funds toward instruction specifically designed for
YOUR system.

Periodically, we also sponsors Training  Road  Shows,
bringing our trainers and equipment to various loca-
tions throughout the U.S.
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FFIIRRSSTT TRAINING COURSES,
CALENDAR AND DESCRIPTION

The Customer First Institute consistently adds new
course opportunities and course dates to the yearly cal-
endar.  For further information on our course offerings
for this year, visit our website at www.caliperLS.com.
You will find a link to our current training calendar on
our home page.
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Worldwide  Offices

BBeenneelluuxx
Caliper Life Sciences N.V.
Klapstraat 13
B-1790 Teralfene, Belgium
Telephone: +32-53-66-26-70
Fax: +32-53-66-27-32

FFrraannccee  
Caliper Life Sciences S.A.
ZAC PARIS-NORD II
13 rue de la Perdrix
BP 48016 Tremblay en France
95911 Roissy CDG Cedex, France
Telephone: +33-1-48-63-71-35
Fax: +33-1-48-63-71-53

GGeerrmmaannyy
Caliper Life Sciences GmbH
Eisenstrasse 9c
DE-65428 Rüsselsheim, Germany
Telephone: +49-6142-834-93-0
Fax: +49-6142-162-821

JJaappaann
Caliper Life Sciences Japan
Saito-Bldg. 2F
Yushima 2-17-15, Bunkyo-ku
Tokyo  113-0034, Japan
Telephone: +81-3-5840-6551
Fax: +81-3-5840-6554

SSwwiittzzeerrllaanndd
Caliper Life Sciences AG
Nordstrasse 17
CH-4665 Oftringen, Switzerland
Telephone: +41-62-788-7000
Fax: +41-62-788-7017

UUnniitteedd  KKiinnggddoomm
Caliper Life Sciences Ltd.
1 Wellfield
Preston Brook
Runcorn, Cheshire WA7 3AZ 
United Kingdom
Telephone: +44-1928-711448
Fax: +44-1928-791228
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First to Science Installations
The Caliper Life Sciences “First to Science” installa-
tion program is dedicated to guiding our   customers
from pre-installation through training   and beyond.  

When an automated system is purchased from
Caliper Life Sciences, the customer is assigned a
personal Caliper Champion.  The Caliper Champion is
responsible for planning all phases of the system
installation. 

First to Science PROCESS
1. Caliper Champion is assigned and begins to 

formulate the installation plan.

2. Review of installation plan with customer 
(kick off meeting).

3. Caliper Champion schedules site audit 
(if necessary).

4. Installation resources are determined.

5. Caliper Champion aligns resources and 
schedules the installation.

6. Installation of system and product training are
performed.

7. Customer receives Post Installation Survey one
month after installation.

8. Caliper Champion follows up with customer 
3 and 6 months after installation.

9. Follow up call with customer begins a yearly
cycle.
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FIRST Technical Support
The Customer First Technical Support Hotline is avail-
able to customers currently under a standard one
year warranty, a support plan agreement, or those
that prefer a per call billable arrangement.  

Through this service, Caliper Life Sciences factory
trained Technical Support Specialists can provide
you with the technical assistance that you need,
when you need it.

The  Tecchniccal  SSupport  Hotline  should  be  
ccontaccted  for  assistancce  with  the  followingg:

 Instrument troubleshooting
 Software troubleshooting
 Replacement part information
 Repair instructions

Hours  of  Operation: Monday - Friday
8:00 a.m. - 8:00 p.m. EST

Hotline  Phone: 508/435-9761

Hotline  Fax: 508/435-0950

Tech  Support  Email:  Tech.Support@caliperLS.com

VANGUARD SYSTEMS SUPPORT PLAN

The Caliper Life Sciences Vanguard Systems Support Plan was designed with the high throughput
system user in mind.  

ONE-YEAR COVERAGE PERIOD +

UNLIMITED PRIORITY TELEPHONE TECHNICAL SUPPORT +

UNLIMITED PRIORITY ON-SITE REPAIR SERVICES, PARTS 
AND ASSOCIATED LABOR AND TRAVEL EXPENSES +

ONE PRE-SCHEDULED PREVENTATIVE MAINTENANCE AND DIAGNOSTIC VISIT +

GUARANTEED UP TIME OF THE SYSTEM 
(PLEASE CONTACT YOUR SERVICE PLAN SPECIALIST FOR FURTHER DETAILS) +

ALL SOFTWARE AND FIRMWARE UPDATES DURING THE COVERAGE PERIOD +

ACCESS TO OUR ONLINE KNOWLEDGE BASE +

BI-ANNUAL REVIEW OF EQUIPMENT AVAILABILITY, RESPONSE TIMES AND 
SITUATION RESOLUTIONS WITH YOUR CALIPER REGIONAL SERVICE MANAGER +

MEMBER INCENTIVES ON FIELD APPLICATION SERVICES +

MEMBER INCENTIVES ON OUR TRAINING CENTER COURSES +

5% PLAN RENEWAL DISCOUNT* +
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OPTIMUM SUPPORT PLAN

The Caliper Life Sciences Optimum Support Plan is our most comprehensive and popular plan, pro-
viding the most inclusive coverage for the majority of our customers. 

FUNDAMENTALS SUPPORT PLAN

The Caliper Life Sciences Fundamentals Support Plan is the perfect coverage for our simple work-
station customers or for those who would like the security of a service contract but don't have a
need for full coverage.  

TECHNICAL GUIDANCE SUPPORT PLAN

The Caliper Life Sciences Technical Guidance Support Plan is just the right coverage for customers
comfortable servicing their own instrument, but wish to maintain access to our Technical Support
Specialists.

ADDITIONAL SUPPORT PLAN COVERAGE

Caliper Life Sciences provides our customers with multiple-plan upgrades to better tailor coverage
to the individual needs of the scientist.  For further information on any of the following upgrades,
please contact your Caliper LS Support Plan Specialist.

Plan  upgrades  can  include:
 Response Time upgrades
 Additional Preventative Maintenance upgrades
 Re-validation service additions

SOFTWARE INNOVATION PLAN

The Software Innovation Plan was developed by Caliper Life Sciences in order to provide additional
software support to our contract customers.  This plan can be added to any of our standard sup-
port plans.

ONE-YEAR COVERAGE PERIOD +

UNLIMITED PRIORITY TELEPHONE TECHNICAL SUPPORT +

UNLIMITED PRIORITY ON-SITE REPAIR SERVICES, PARTS AND ASSOCIATED
LABOR AND TRAVEL EXPENSES +

ONE PRE-SCHEDULED PREVENTATIVE MAINTENANCE AND DIAGNOSTIC VISIT +

ALL SOFTWARE AND FIRMWARE UPDATES DURING THE COVERAGE PERIOD +

ACCESS TO OUR ONLINE KNOWLEDGE BASE +

MEMBER INCENTIVES ON FIELD APPLICATION SERVICES +

MEMBER INCENTIVES ON OUR TRAINING CENTER COURSES +

5% PLAN RENEWAL DISCOUNT* +

ONE-YEAR COVERAGE PERIOD +

UNLIMITED ACCESS TO CALIPER’S TELEPHONE TECHNICAL SUPPORT +

LIMITED ON-SITE REPAIR SERVICES +

ONE PREVENTATIVE MAINTENANCE VISIT +

MEMBER INCENTIVES ON FIELD APPLICATION SERVICES +

MEMBER INCENTIVES ON OUR TRAINING CENTER COURSES +

SOFTWARE AND FIRMWARE UPDATES +

ACCESS TO OUR ONLINE KNOWLEDGE BASE +

5% PLAN RENEWAL DISCOUNT* +

ONE-YEAR COVERAGE PERIOD +

UNLIMITED ACCESS TO CALIPER’S  TELEPHONE TECHNICAL SUPPORT +

MEMBER INCENTIVES ON FIELD APPLICATION SERVICES +

MEMBER INCENTIVES ON OUR TRAINING CENTER COURSES +

SOFTWARE AND FIRMWARE UPDATES +

ACCESS TO OUR ONLINE KNOWLEDGE BASE +

5% PLAN RENEWAL DISCOUNT* +

ONE-YEAR COVERAGE PERIOD +

ONE PRIORITY ON-SITE SOFTWARE SERVICE VISIT +

SOFTWARE UPGRADES +

5% PLAN RENEWAL DISCOUNT* +

*Renewal discounts apply if purchased 30 days before expiration of current service contract.





Caliper Life Sciences Support Plans
With over twenty years in the industry, we've
learned a few things about what our customers'
need out of their instrument support plans.  We know
that in the course of a year, the cost of individual
service calls made against a typical contract could
exceed the price of the contract by 40% or more.  

A service contract protects your investment.
Maintaining your equipment with regularly 
scheduled Preventative Maintenance visits ensure
reliability and
extends the life
of the instru-
ment.   Your
equipment is a
critical part of
your business
and downtime is
one of the most
expensive
results of even
minimal neglect.  Many of our customers believe it is
worth the investment to ensure  unlimited on-site
repairs, first priority emergency service calls, insula-
tion from part price increases and unlimited use of
our Technical Support Center.

However, we realize that one service contract may
not be a good fit for every customer.  So we've
broadened our contract offerings to better suit the
diversity of the scientists we serve.  
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FIRST Instrument and Software Services

Caliper Life Sciences provides a variety of instrument and software services to assure our customers maintain
quality performance at minimal cost or downtime.  

We make it easy for you to select just the right combination of services to meet your individual needs.  For further
information on any of the services described below, please contact your local Caliper Life Sciences Service Office.

APPLICATION SERVICES
Caliper Life Sciences Field Software Engineers have the expertise to tailor your equipment to your application
needs.  From method conversion to custom code development, let us provide you with the resources to maximize
the return on your automation investment.

DEPOT REPAIR
Caliper Life Sciences offers our Depot Repair as an affordable alternative to small instrument service calls for
repair and calibration.  Products serviced include Twister I, Twister II, RapidTrace, TurboVap, Zymate modules and
RapidPlates.  We also offer a Depot Repair Loaner Program, whereby an operational unit is shipped for use in
your laboratory while your instrument is being repaired or serviced in-house.

LAB RELOCATION SUPPORT
Caliper Life Sciences can help you with your next lab relocation.  Simply contact us prior to your move date.  A
Caliper Life Sciences Service Representative will arrive to de-install and package the unit for you.  Once you have
settled into your new location, your Service Representative will return to install your instrument.  Upon request,
we can also validate the instrument in its new location.

OEM ALLIANCES
Our service team is contracted to provide product servic-
es for Caliper products that are sold through OEM chan-
nels, with some of the biggest names in the bio-pharma-
ceutical industry.  Contact your Caliper representative for
information on an OEM service agreement.

THIRD PARTY SERVICES
Caliper Life Sciences can maintain your Third Party
equipment, saving you time and money by servicing more
than one instrument during a visit.  

VALIDATION SERVICES
Caliper Life Sciences Validation Engineers follow GMP
guidelines, perform all tests in the validation protocol and
provide you with all the protocols, data, error logs and
documentation.  Rely upon us to pass your Installation,
Operational and Performance Qualifications for you.
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WHAT THE SERVICE COMPANIES FAIL TO TELL YOU

Service companies may tell you that you will pay a
discounted "insurance" amount and receive the same
Original Equipment service you would get if you paid
for a contract directly from the manufacturer.  

However, what you have purchased is a discounted
package of Per Call remedial service.  

A Per Call remedial service program means that
when you phone in your service call, your request is
logged against other per call requests.  Normally, all
contract customers are given first priority for serv-
ice.  Per Call customers are important, but if there is
a conflict, the contract service call will happen first.  

If response time is a concern for you, then allow
yourself reassurance that a Caliper Life Sciences
service contract can offer.  
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We Would Like To Hear
From You

The success of our company is built
upon our ability to continue nurtur-
ing positive relationships with our
customers.  We look forward to
supporting you as your business
grows, and we stand by our com-
mitment to provide Best in Class
Service, Support and Training.

Our ability to continue improving
our service organization depends
upon the feedback we receive from
our customers.  You are welcomed
to contact us at any time with ques-
tions, concerns or suggestions.
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