CLIENT SUCCESS

All Scientific Technology Group (AST) has established a formal Client Success Program to ensure each customer
receives proactive, value-driven support not only when equipment fails, but consistently throughout the year.

The program is designed to document and manage the full customer journey, encourage contract renewals, increase
adoption of preventive maintenance programs, and deliver clear, timely communications that reinforce trust,
transparency, and service accountability. Collectively, this approach supports measurable improvements in customer
experience and the consistent achievement of positive CSAT outcomes

In technical service industries, most providers focus on fixing equipment—but neglect managing
relationships. As a result:

Service calls get completed, but feedback never gets collected

Contracts quietly expire without follow-up

Missed opportunities for preventive maintenance, corrections, and adding critical equipment.
Technology platforms go unused because no explanation or training

Customer loyalty is assumed until it's lost

AST refuses to leave our clients’ needs to chance. Our Client Success Managers (CSMs) are

now formally accountable for satisfaction.

AST's Client Success Program embeds a dedicated Client Success Manager (CSM) as the voice of
the customer inside our operations.

The CSM is responsible for:

Customer Retention & CSAT Tracking

Contract Renewal Advocacy & Expansion of Service Coverage
Preventive Maintenance & RPM Upsells

Rapid Issue Resolution Across Service, Sales & Dispatch

Technology Enablement: Educating Customers on AST Tools (Equip ID, UtilizeCore, RPM, Supplier
Gauge, Remcomm, Technician LogBook)

Quality Loop Integration with ISO 9001 Corrective / Preventive Action Feedback



WE’'RE

CLIENT SUCCESS -

ABOUT

Single Point of Contact: Proactive Quarterly Business
One Person Accountable Communication: Not Just Reviews & CSAT Score
for Your Experience When Something Breaks Transparency

Faster Renewals & Fewer Technology Rollout Guidance: Preventive Maintenance
Service Delays Through Every Client Learns How to Expansion to Reduce
Contract Visibility Use AST Tools Emergency Calls

HOW IT WORKS —
90-DAY CUSTOMER SUCCESS OPERATING RHYTHM

Phase Focus CSM Deliverables

Days 1-30 Discovery & Data Alignment Meet stakeholders, collect baseline reports
Days 31-60 Customer Engagement & Check-Ins Weekly outreach calls/visits,

Days 61-90 CSAT Scoring & Improvement Actions First CSAT report issued,

| Equip ID: Digital asset tagging & Tap-for-Service

| UtilizeCore Portal: Live access to work order history & SLAs

Every Client
Touchpoint Includes | RPM / Stationary Technician Programs: Preventive maintenance expansion
Technology Enablement

' Supplier Gauge: Executive reporting & corrective action planning

| Remcomm Remote Monitoring: Predictive issue detection

SCIENTIFIC o (718)7568100

TECH J sales@alscientifictech.com

www.allscientifictech.com

EXCEPTIONAL EQUIPMENT SERVICE IS IN OUR DNA. ey Repair depots in NY, NJ, PA
INNOVATIVE TECHNOLOGY IS IN OUR TOOLBOX. 1702

Equipment Service, Clear Communications, Guaranteed Accountability
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