
 
 

 
Life Technologies Customer FAQs, page 1 

 

 

Customer FAQs – Updated February 2014 
 
General information: 
 
1. What is happening with Life Technologies? 

Life Technologies was acquired by Thermo Fisher Scientific on February 3, 2014. As such, 
Life Technologies is no longer a publicly-held company. However, the current portfolio of 
products and services that you have come to know and trust will still be available through 
existing channels. We are now in the beginning of a phased approach in combining the 
commercial strengths of the two companies, which will take some time. We will keep you 
informed of any changes on how you should do business with us. For now, please continue 
to purchase Life Technologies™ products as you have in the past, either directly through 
your sales representative, an on-site Supply Center, our website, or your existing 
distributors. 
 

2. Does anything change with the legal entity structure? 
Any existing legal entities in your region remain the same. You should continue to use the 
current legal entity of record for quotations, purchase orders, invoices, vendor setup, and 
contracting purposes. 

 
Customer service and technical support: 
 
3. Do I still have the same customer and technical support contacts? 

Yes, please continue contacting your same Life Technologies representatives. 
 
4. Do my current contacts have new phone numbers and emails? 

All phone numbers remain the same. Emails can continue to be sent to name@lifetech.com, 
although the emails received from your contacts will now come from the 
name@thermofisher.com domain. All group service email addresses, such as 
customerservice@lifetech.com, custom.services@lifetech.com, etc., will remain the 
same. 

 
5. If I currently order both Life Technologies and Thermo Fisher Scientific products, 

should I continue to deal with separate call centers/groups? 
Yes, our plan for the time being is to maintain existing call centers for the respective 
customer support organizations. 
 

Sales and field support: 
 
6. Has anything changed within the Life Technologies sales or field support 

organization as a result of the merger?  
There are currently no changes. Your representatives remain the same, and you can 
contact them in your usual manner. 
 

7. Do I now have one sales representative who is my single point of contact for both Life 
Technologies and Thermo Fisher products? 
Not at this time. Please continue to work with both your existing Life Technologies and 
Thermo Fisher contacts.  
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Instrument services: 
 
8. Has anything changed in regard to the services I receive for my Life Technologies 

(including Ion Torrent™) or Thermo Scientific instruments? 
There are currently no changes. The specific terms and processes related to your 
instrument(s) will remain the same, as well as how you get information about your service 
plan. Your contacts for Life Technologies services and sales, and your field service 
engineers (FSEs) and field application specialists (FASs), remain the same. 
 

9. I currently receive instrument service through a dealer. Has anything changed?  
No, nothing has changed. 

 
Products: 
 
10. Are the product/service offerings from both organizations staying the same?  

Life Technologies products and services will remain largely the same. As we move forward, 
we will follow our normal process of notifying customers regarding information about our 
portfolios. 
 

11. Now that Life Technologies is part of Thermo Fisher, will all Life Technologies 
products be available through the Fisher Scientific channel? 
There are no changes to the products currently available through the Fisher Scientific 
channel.  

 
Orders and invoices: 
 
12. Has anything changed about how I place an order with Life Technologies?  

Nothing has changed with how you place an order. Please continue to place orders through 
your normal channels. 

 

13. Do I need a new W-9 now that Life Technologies has been acquired? 
No, the legal entity with which you currently do business still exists and remains your vendor 
of record. Our current tax identification number remains the same. 

 
14. What if I order, or want to order, both Life Technologies and Thermo Fisher 

products—will I need to create two separate purchase orders (POs)?  
Yes, separate purchase orders still need to be placed. Please continue to use the same 
ordering process as you had prior to the acquisition. 
 

15. How should I process POs or invoices? Should I now put Thermo Fisher as the 
vendor on purchase orders? 
You should continue to issue your POs for Life Technologies products to the Life 
Technologies legal entity with which you currently do business. Invoices should also 
continue to be paid to Life Technologies (or the legal entity with which you currently do 
business) as set forth in the applicable invoice. 

 

16. Do I need to change any account numbers or ship-to information?  
Please continue to use the same account numbers and ship-to information. Current legal 
entities, registered addresses, VAT numbers, etc. also remain the same.  
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17. If I have a Life Technologies credit or spend-down account, can I apply it to Thermo 
Fisher or vice versa? 
These need to be applied to the company that originally issued it. Our systems are not 
integrated at this time.  
 

18. Can Thermo Fisher products be stocked in Life Technologies Supply Centers or vice 
versa? If not, when will that be an option? 
There are currently no changes planned to Supply Center offerings. We will inform you as 
any changes take place in the future. 
 

19. What is the invoicing process?  
The invoicing process has not changed for most customers. You will continue to be invoiced 
as you had prior to the acquisition from the respective legal entity with which you do 
business. Life Technologies customers who currently receive consolidated invoices at the 
end of the calendar month will now receive their invoices at the end of our fiscal month 
instead, which aligns with the fiscal reporting cycle for Thermo Fisher. Those customers will 
be communicated to accordingly. 

 

20. Can I receive a single invoice for both Thermo Fisher and Life Technologies 
products? 
We currently do not have the ability to generate a single invoice to cover products from both 
Life Technologies and Thermo Fisher.  

 
Pricing, discounting, freight and procurement: 
 
21. Can I use my Thermo Fisher discount to buy Life Technologies products? Or can I get 

the better of both discounts?  
Your discounts will be honored from either Life Technologies or Thermo Fisher, as 
applicable, but they cannot be combined or used to purchase products or services from the 
other entity. This also applies to dealer discounts.  
 

22. Will I be able to get one quote that includes both Thermo Fisher and Life 
Technologies products?  
We are not currently able to combine products on a single quote.  

 
23. Now that my spending levels have increased with the acquisition, can I get better 

pricing?  
Your spend with both Thermo Fisher and/or Life Technologies prior to the acquisition will be 
considered your “historical spend” and does not constitute an increase in your spending 
level.  

 

24. Is Life Technologies changing its freight policy?  
There is currently no change anticipated for our freight policy.  
 

25. I prefer my freight terms with the Fisher Scientific brand over Life Technologies (or 
vice versa). Can I apply those terms to orders from either company? 
At this time, the freight policies and distribution processes of the Fisher Scientific and Life 
Technologies brands have not been integrated. Our distribution strategy—including freight 
rates and handling charges—is not expected to change in the immediate future. You can 
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expect to receive the same superior level of support that you’ve always enjoyed with both 
companies.  
 

26. Why can’t Life Technologies match the freight rates set out by Fisher Scientific? 
We continue to ship direct and are not part of the Fisher Scientific distribution network. As a 
result, our freight rates are currently expected to remain unchanged. 

 
27. How does Life Technologies determine its freight rates?  

We strive to balance rising distribution costs with a commitment to superior service levels 
and our policies are reviewed annually. There are many factors involved in setting these 
rates, including investment in cold chain distribution, packaging to ensure products arrive in 
optimal working condition, guarantees that product arrives undamaged, and overnight 
shipping arrangements. 

 
28. Can I get free or reduced freight on products shipped through my on-site Life 

Technologies Supply Center/Store Room?  
Reduced freight via a Life Technologies Supply Center is only applicable to products 
stocked in the Supply Center. Any non-stocked products shipped through the Supply Center 
are subject to audit and may be invoiced for the freight charge that would be incurred for an 
equivalent direct shipment.    
 

29. If I purchase Life Technologies products through Fisher Scientific, will I get the same 
shipping rates as I get from Fisher Scientific?  
Any Life Technologies product purchased through Fisher Scientific will be subject to the 
existing Life Technologies freight and handling rates just as they are today.    
 

30. I am unhappy with my freight rates. What can I do about this? 
We charge shipping based on order value rather than product weight or distance shipped. 
You can reduce your total shipping costs by consolidating orders and/or implementing a 
stop code at your location to enable order consolidation. Your Life Technologies account 
manager will be happy to discuss your options with you. 
 

Pricing agreements, service agreements and contracts: 
 
31. Do I need to immediately amend or assign our Life Technologies contracts?  

Life Technologies (or the legal entity with which you currently do business) remains the legal 
entity for contracting purposes, and there is currently no need to amend or assign your 
contracts as a result of the acquisition.  
 

32. Can I fold Life Technologies products into my current agreement/contract with 
Thermo Fisher, or can I merge agreements between Thermo Fisher and Life 
Technologies? 
Life Technologies and Thermo Fisher contracts cannot be merged or folded into one 
another. We will honor your existing contract(s) through expiration and will keep you 
informed of any changes. 
 

33. I have a rebate component with one company’s contract. How can I ensure our new 
combined spend is considered in this rebate? 
Combined spend will not be considered for rebates. Agreements negotiated between you 
and either Life Technologies or Thermo Fisher prior to the acquisition were intended only for 
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that entity.  
 

34. We have an e-commerce contract with Life Technologies, and we want Thermo Fisher 
on the same contract. Can we do that? 
Not at this time.  

 
B2B and online ordering: 
 
35. Will my website, login name, or password change?  

The Life Technologies website will not change, and your login and password for the site 
remain the same.  
 

36. Can we combine Life Technologies and Thermo Fisher on our procurement system 
(SciQuest, Ariba, SAP, etc.)? 
You will not be able to combine catalogs at this time. We are currently operating with 
separate enterprise (ordering) systems, but will provide updates throughout our commercial 
integration process if there are any changes. 
 

37. For PunchOut orders, will anything change, such as links, my favorites list, friendly 
URLs, etc.?  
There will be no changes to PunchOut orders. You will be contacted by your B2B 
representative should there be any changes in the future. 
 

Shipping and delivery: 
 
38. Will anything change regarding shipping?  

The current shipment policies of customer orders will not change, and all products will 
continue to be shipped according to established commitments.  

 
Dealers and distributors: 
 
39. I order my products through a distributor/dealer. Has anything changed? 

Nothing has changed. Continue to order products through the distributor or dealer you 
currently use. 
 

40. Will my Life Technologies distributor have access to the Thermo Fisher portfolio? 
Customers can not order Life Technologies products through Thermo Fisher Scientific 
distributors at this time, unless this arrangement had been previously made prior to the 
acquisition through an agreement with Life Technologies. 
 

 
For additional order support and contact information, please go to  
lifetechnologies.com/us/en/home/technical-resources/order-support.html 
  

http://www.lifetechnologies.com/us/en/home/technical-resources/order-support.html

