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LABORATORIES INC.

A LIMS is a major investment, and we believe that superior support is a necessity. ATL delivers excellent support by a
team of laboratory and software professionals that are experienced, responsive, and committed to providing our clients
with the highest level of support and service in the industry.

ATL makes a major commitment to re-investing in research and development with ongoing product enhancements,
new products, new functionality upgrades and regular releases employing the latest technology. Product upgrades
allow customers to keep their LIMS current and ensure that it meets the changing laboratory, business and regulatory
environment.

LIMS customer support requirements are not constant over time. ATL support offerings provide our clients access
to the most inclusive and flexible support options available. From early implementation to initial “go-live” and on to
full operational use, this natural cycle develops as databases increase in size, user populations grow and computing
environments become more sophisticated. ATL prides itself on working with its customers to create a detailed multi-
tiered support plan, which matches our clients’ laboratory, data management, and support requirements, today and into
the future. ATL customer support options recognizes this cycle by providing a range of services within The ATL Metals
Support Program that meet customers’ changing needs through the LIMS evolution. The ATL Metals Support Program
currently provides four levels that mirror customer business requirements. ATL BRONZE being the most basic level of
support through PLATINUM, which is the most comprehensive. ATL's GOLD support is the most popular and best value
support option.

ATL GOLD Support Services Toll-Free

Telephone

The ATL GOLD support service is most popular and appropriate for
customers who require maximum responsiveness, or have higher
availability requirements for the implementation. GOLD is available for i
customers with operations in a single location, or multiple locations and Training
countries. There are many elements that contribute to the successful N
implementation of a robust LIMS systems, and ATL GOLD support is
clearly positioned to help customers extract the most value from their \
LIMS systems, assuring continued success with ATL software. Secure Support ‘
Site

Unlimited technical support on a toll-free number plus two hours of
programming support or web training at no charge, priority routing and a —

dedicated LIMS account manager to provide customers with a single point User Group
of contact for swift response and solution management. g

Descriptions of ATL Services Provided

Technical Support - ATL offers customers direct toll-free telephone access to software engineers for problem resolution,
anomaly reporting, documentation clarification and technical guidance, during normal business hours, Monday to Friday.
Support calls are directly routed to and resolved by software engineers, who have access to a comprehensive range of
software diagnostic tools. All support calls received are customer prioritized using a set of pre-defined severity levels, which
are assigned according to the severity, support level purchased, and impact on customer business. All calls are logged,
tracked; resolutions are documented in accordance with ATL's ISO Certified Quality Plan. In addition to direct phone technical
support, users can also e-mail support or access the portal knowledgebase and user forum, to receive assistance 24/7.

Programming Support - is available to provide user specific features to the LIMS to create custom reports, to migrate
data, or to assist in understanding and troubleshoot customer written code.

Remote Support - allows ATL software engineers to log into the customer system and perform diagnostics; this
requires customer permission and system access.

Instrument Integration - ATL engineers have developed a library of over 350 different instrument parsers that have
been interfaced with ATL's LIMS. ATL offers instrument integration as a service and provides 1Q/OQ services if required.
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Consulting and Validation Services - ATL also offers needs assessment services to review the current processes
and operations of the laboratory and provides a formal report with recommendations for improvements in operational
efficiency and productivity. ATL provides validation services, including IQ (Installation Qualification)/OQ (Operational
Qualification/PQ (Performance Qualification) and also partners with several firms that offer additional validation and
assessment services.

Access to Web Site User Support Area - ATL support is further enhanced by a secure web support area where users
can access a wealth of product knowledge. This allows access for downloading ATL service packs and for accessing the
knowledge base and white papers. This site also provides access to Frequently Asked Questions, the user bulletin board
and breaking news.

LIMS Solutions Newsletter - is the primary publication for communicating ATL's vision and direction. This regular
newsletter is devoted to the ATL user community, with news on industry events, enabling customers to make informed
business decisions about laboratory automation, laboratory data management and support services.

Comparison of the ATL Metals Support Options

Technical Support 5 incidents 10 incidents Unlimited Unlimited
Migration Credit Not Included Included Included Included
Dedicated Account Manager Not Included Not Included Included Included
Free Product Upgrades Not Included Not Included Included Included
Web Training Course Pass
) g Not Included Not Included Included Included
(ATL University)
. ) Included Included
Yearly LIMS Maintenance List Not Included Not Included . )
(off-site) (on-site)
Included Included
Programming Support (Off-Site Not Included Not Included
g g SUPP ( ) (2 hours Free) 8 hours Free)
ATL Web Support Site, FTP Sup-
port Area, Service Packs, User
Group Meetings & LIMS Solutions Included Included Included Included
Newsletter
Quarterly Web Training Not Included Not Included Included Included
Annual Maintenance Cost
5% 10% 18% 35%
(based on LIMS software cost)
Training: LIMS Boot Camp Not Included Not Included Not Included Included*
Software Engineer
g Not Included Not Included Not Included Included

Extended Business Hrs.

*A 5 day pass to both the Intermediate and Advanced Classes.
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Overview of Training Options

Introduction

We understand that not all people learn the same way; for some, self paced training programs are ideal, some prefer
one-on-one training and yet others excel in formal classroom training. Because of these differences, we tailor our
training offerings to provide a combination of programs to meet our clients’ needs, from tutorials, to blended e-learning,
to interactive web sessions, to formal classroom training. One study found that undergraduate students learn and retain
information as follows:10 percent of what they read, 20 percent of what they hear, 30 percent of what they see, 50
percent of what they see and hear, 60 percent of what they write, 70 percent of what they discuss and 80 percent of
what they experience.*

We also believe that hands-on experience is the best; that is why we started ATL University over a decade ago. We offer
formal 100% hands-on courses which consist of a variety of classes for users of all levels of expertise, from novice end-
users to seasoned LIMS administrators.

ATL University

This is an ATL Institute that has been offering formal training courses for over a decade; the most popular course is
the LIMS BOOT CAMP, a 5 day intensive hands-on course that covers the features and functionality of the software.
The intermediate class is held the first 3 days and deals primarily with user interaction with the system, where as
the 2 day advanced course is positioned for LIMS administrators and super users that will modify reports, create new
reports, extend the application with new forms, tables and queries. Additional courses are offered including beginning,
intermediate and advanced report writing, as well as a series of web-based courses on various LIMS and laboratory
automation topics.

On-site Training

ATL Certified Trainers also provide on-site expert installation and training for LIMS administrators, as well as end-users.
To allow users a varied training experience, training can be provided on-site, one on one, on the job or in small groups.
This initial training is supplemented with training manuals, tutorials, a user manual, quarterly web-based training, and
the curriculum that is offered through ATL University.

Web-based Training

In order to provide clients with the support that they need, when they need it, ATL Certified Trainers offer web-assisted
training courses. The major advantage is that this training can be quickly scheduled and can be provided to a single user
as well as to a group. Instructor led web courses are offered through ATL University, and we also offer custom training
based on client’s needs.

Customized Training

ATL can also provide training specially designed to meet our client’s unique needs. ATL has provided group training in
auditoriums as well as small classrooms. Training can be on-site or interactive, via our web-based instructor assisted
training option. Users can work with ATL engineers to create a customized course curriculum that would best fit their
requirements.

*In the book Handbook on Teaching Undergraduate Science Courses (Thomson Custom Publishing, 1999), written by Gordon E. Uno.
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