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Announcement: Starting August 19, 2022, the product support engineering team (PSE) will 
transition to the Freshdesk self-service portal. Freshdesk is a new customer relationship 
management (CRM) system to help support Molecular and Microanalysis technical support 
questions from customer care channels worldwide.  
 
Technical support questions reported through customer care channels worldwide will be 
submitted through the new Freshdesk self-service portal. The new Freshdesk portal will replace 
the legacy problem report form.   
 
What is Freshdesk self-service portal? 
 
The self-service portal allows our service teams to find an answer to their questions. It’s 
essentially the launch pad for any service engineer who needs support.  
 
From the self-service portal, service teams can search for knowledge base articles, visit a self-
service forum, and use the tools provided to contact the PSE support team and to follow up on 
previous requests.  
 
Important Notes 
 
 Field service engineers that support Molecular products must use the self-service portal.  
 Field service engineers that support Molecular products in the EMEA region must use the 

current process to raise tickets: 
 

 EMEA 2nd level support team must use the portal. 
 EMEA Thermo Employees use: ULS.EMEA.ServiceSupport@thermofisher.com  
 EMEA Dealers use: dealer.techsupport.sid@thermo.com  

 

 Field service engineers that support Core-UV products must continue use the existing 
problem report form to raise tickets:  
 

 Madison Product Support (force.com) 
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Click the link below to access the self-service portal: 
  

• https://psemadison.freshdesk.com  
 
Follow the how-to instructions located on the Thermo knowledge: 
 

• How to sign up to the Freshdesk self-service portal 
• How to submit a ticket 
• How to check the status of a ticket   

 
IR5098 - Rev 00 - Introducing the New PSE Customer Self-Service Support Portal 
(Freshdesk) - Thermo Fisher Scientific 
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• This Factory communication is intended for use by Thermo Fisher Scientific 

personnel and distributors of Thermo Fisher Scientific products who have completed 
the service repair and maintenance certification course. 

 
• Any attempt to perform procedures described within this document by anyone other 

than certified representatives of Thermo Fisher Scientific may result in injury or a 
non-operational device, and may void the Thermo Fisher Scientific warranty. 

 
• Please distribute this Factory Communication to service personnel in your 

organization that are certified to support this instrument. 

SAFETY STATEMENT 
 
 
Thermo Fisher Scientific products have been designed to meet all safety 
requirements applicable to industrial electrical, laser, motorized stage, chemical, 
radiation devices, etc.  However, potential hazards exist in the operation and 
service of all electrical equipment.  In addition, Thermo Fisher Scientific products 
and the OEM equipment built into it present potential hazards specific to their 
modes of operation. 

 
Thermo Fisher Scientific provides information about its products and the potential 
hazards associated with the use and care of these products.  The instructions and 
information presented in service manuals and procedures are intended to help the 
service technician develop safe practices for working on Thermo Fisher Scientific 
equipment.  NOTES, IMPORTANT, CAUTIONS and WARNINGS are an integral 
part of the instructions and in accordance with federal, UL and industry standards, 
are used as follows: 

 
 NOTES: Notes contain helpful supplementary information. 

 
 IMPORTANT: Follow instructions with this label to avoid damaging the system 

hardware or losing data.  
 

 CAUTIONS: Indicates a hazardous situation which, if not avoided, could result in 
minor or moderate injury.  

 
 WARNINGS: Indicates a hazardous situation which, if not avoided, could result 

in death or serious injury 
 
Field service engineers must be thoroughly familiar with and understand the safety 
procedures, know how to recognize hazardous or potentially hazardous 
conditions, and know how to take adequate precautions to protect themselves and 
others from possible injury while installing or servicing Thermo Fisher Scientific 
products  
 
 


