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* Joined Azenta in 2019
* 9 years Customer Care Management

* [ years field sales and key account management
* Psychology graduate
* Technical experience
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Worldwide Customer Care Leadership Team {5 PRI NERS "\ AZENTA
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Jason Huang

Kim Davis Sales Account Director

Senior Director, Sales
Operations

Singapore

Indianapolis, USA

Anthony Ralph Linda Dunn
Customer Care Manager Customer Care Manager
EMEA surlinet
Wotton urlington
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EMEA Customer Care

Anthony Ralph
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Customer Care Manager

EMEA
Wotton

Azenta Life Sciences | Proprietary and confidential.

Jo Francis

Senior Customer Care
Representative

Wotton

Mary-Kate Parker

Customer Service Team
Leader.

Manchester

Sophie Bedden

Customer Care
Representative
Wotton

Wendy Champion

Customer Care

Representative
Wotton

_

Lucia Varian

Customer Care
Representative
Wotton

1

Katja Wohlecke

Senior Customer Care

Representative.
Berlin

—

Simon Bushell

Senior Customer Care
Representative.

Manchester

—_—

Ida Quattara

Customer Care
Representative.

Manchester

—_—

Valentina Artamonova

Customer Care
Representative.

Manchester

—

Wendy Andrews

Customer Care
Representative.

Manchester

I

Mareen Holl

Customer Care
representative
Berlin



North America / APAC Customer Care

Linda Dunn

Customer Care Manager

Burlington

Jason Huang

Sales Account Director

Singapore
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Cathy Gendron

Customer Service
Representative

Burlington

-

Cathy Lin

Customer Service
Specialist...

Singapore
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Karen Foster

Senior Customer Services
Representative...

Burlington

Linda Bock

Customer Service
Representative...

Remote - US

Linda Troy Nanette Hardy
Senior Customer Services Customer Service
Representative Representative
Burlington Burlington
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Quote/ Sales Order Fulfilment

Opportunity Contract Invoice

* Pricing & quotes * Orders

* Contracting & Tenders * Stock / SKU information
 Customised product * Lead times

e Promotions * Shipment questions

» Product information * Returns & Credits

* Forecasting
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Sales Order

\_

Fulfilment

Invoice

US Company on FTSE and NASDAQ - US financial conduct rules apply to all transactions

Financial & Audit rules
Export compliance regulations

Penalties for non-compliance are strict
Jail terms

Large fines

Withdrawal of export privileges

Customer Care is responsible for ensuring all transactions
are compliant before booking orders
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The past 3 years have been challenging to all life-science businesses

 Maintaining SLA of entering compliant orders

e Supporting brand alignments with Azenta launch

* Created remote working systems to support customer communications
* Low staff turnover - over twice the UK average tenure

 Restructured Customer Care to empower EMEA, US and APAC teams
 Spearhead requirements for change from customer feedback

* Retain key relationships during challenging times

 Develop key internal structures for escalations and resolutions.

Azenta Life Sciences | Proprietary and confidential. 12



R PARTNERS

099 |N SUCCESS

SUPPORT AND BENEFITS

/\ EEEEEEEEEEEE
,
<=




' PARTNERS /. AZENTA
Support and Benefits G880 Nsuccess | 4\ imme

wmEe

We recoghise the importance of relationship

Dedicated Customer Care Representative
e Specialisations and skillsets
* Area, territory, product range or distributor-type focus

* Prioritisation and unique treatment programmes

SLAs for order booking
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“The best way to
predict the future Is to
create It.”
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Goals, aims and targets

e System alignments supporting comprehensive reporting

* Further creation of specialist roles within Customer Care

* |[mproved interconnectivity between Global Customer Care Teams

* New Customer Experience developments

 More tailored and comprehensive support for EU-based Distributors
 More frequent touch-points, both internal and external

* Procurement/Customer Care behaviour alignment

e Greater internal KPI focus
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