Online Support

Empowering every customer with 24/7 intelligent self service

Quick reference guide
and user manual

Online Support

An end-to-end service solution that keeps your lab running.
Online Support empowers your lab with a complete issue management
solution. We've seamlessly integrated end-to-end issue managementin a
Digital Logbook, expedited Roche support requests and smart self-
troubleshooting capabilities.

Everything your lab needs is integrated into one powerful platform.

navify > Portal



Online Support
highlights

Support anytime, anywhere
Access Roche support 24/7 from any device and manage requests digitally,
no phone calls or emails required.

Effortless support requests
Scan the QR code on your device, attach photos and send accurate support
requests instantly for faster assistance.

Smart digital logbook

Record issues in a standardized digital logbook and request support directly
from logged entries to accelerate resolution times and enable greater
automation.

Complete transparency of all service activities
Monitor all requests, online, phone or emalil, with real-time status updates and
service reports in one centralized view.

Troubleshoot faster with similar issue history
Access the full history of logged issues and resolutions to independently
troubleshoot recurring problems and reduce downtime.

Fix issues yourself with guided troubleshooting
Use step-by-step troubleshooting guides with detailed instructions and
images to quickly identify and fix issues without waiting for support.

Monitor lab issues with actionable insights
View all reported issues, their frequency and status in a single dashboard to
better monitor trends and manage your lab operations.

Centralized digital records for compliance and audits
Keep all service records and issue logs in one place. Easily export data to
support audits, reporting and regulatory compliance.



Your self-troubleshooting process

Discover where intelligent self-troubleshooting fits into your daily routine to get your
lab back up and running faster.
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Issue occurs
An instrument issue or question arises
during the daily lab operations.
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v Case creation
Problem capturing via
Online Support.
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Self-service
When the case is in Lab status, the
self troubleshooting procedure
becomes available for consultation.
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Escalation to Roche Case closure

Case closure by you or solved

Our expert team walks you through by Roche.

the self troubleshooting procedure
available.
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Create a new issue

Add new issue from your =
logbook homepage

Issues

and access the history of all logged e __Lbu -
issues and all support requests (Online

Support, phone, email). Forget about
paper logbooks, facilitate compliance
support for accreditation and build up
your own knowledge base.

Record all info on a new issue digitally (

All Inthe lab At Roche >

Click the “New issue” button to
document a new incident

Select the module
where the issue
occured

As a first step, select work
area, list and affected
module. At this point, you
may also speed up the

08 Serum Work Area

process with QR code
scanning on tablets and
smartphones.




Detail and describe the issue
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Detail the issue

Type in your detailed description
and attach files.

Use simple step-by-step writing
feature to better describe your
troubleshooting activities. All of this
will help you, your colleagues or
Roche to solve the problem faster.

Provide the alarm code
and issue type

Provide the alarm code
displayed on your instrument
(if applicable) and indicate
wheter your Issue is related
to hardware, reagents/
calibration/QC, IT/software
or other.
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Issue added to your Lab in Online Support

44-344-000010-e5 riasztis: PreClean Short

[ tor R

Do vou need Roche support with this issue?



Self-troubleshoot the issue
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Issue added to your Lab in Online Support

Issue has just been documented
ast

J Alarm 44-344-000010:
| PreClean Short

Software version: 01.03

part of a pilot project. After an
issue

available for the cobas® pure

. B i ffe s wil Ski
Do you need Roche support with this iss... {esting Affected tosts Wil be mosked

Not now, qo to issue page

Overview menu

Cause of the issue

Alternatively, you can also
review identified similar issues
that occurred in your lab in the
past. Review them and check
how they were resolved. The
solution may be right there.

Were you able to resolve
your issue yourself?

If the self-troubleshooting was
successful, indicate so at the
bottom of the article/similar
issue to close your issue as
self-fix.

Else, you can request Roche
Support to help you further.

NOTE: This content was created as

attempt to self-troubleshoot your

integrated solution and other CoreLab

The PreClean Short alarm is caused by an

with a PreClean bottle. If PreCl 1 1 1
e || e self-troubleshooting articles, which
A short | for tests that require a pre-wash prior to

include step-by-step instructions, are

the analytical unit will display as red on the

myself?

(‘ — 3\‘ Issue logged, can | resolve this

Once the issue is logged, you can first

issue.

products
|| Ty these solutions (3) Troubleshooting the PreClean Short (alarm
code: 44-344-000010)
Alarm 44-344-000010: PreClean Short .
e Description o theissue In order to help you with that, relevant

displayed.

whe PreClean Il M volume is insufficient for

. Greatnews! We found content related to your issuie

= tcould allow you solve the issue on your own. Sending the

Similar Issues reported in your Lab (1)

lytical units. This can be due to t
for the samples

X Troubleshooting manual

Select button
era— -

Do you need Roche support with this issue?

3. In the Reagent
box, select only the e 402 anaj
check box

4. From the e 402 Fiow Paths dr

list, choose the All option

|
|

5. In the e 402 Cycles field, enter "1" cycl

6. Choose the Perform button.

7. Perform reagent registration manually
Choose Reagents > Status > Reagent
Registration

To contact Roche Service

1. In case the issue could not be resolved:

Prepare all information required before
contacting Roche Service.

2. Contact your Roche Service
representative for assistance.

Was this helpful? ), G1)

Did this solve your issue?
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Logbook and issue overview

After issue creation, you will be able to access the issue detalils
page from your logbook. From here you can review and update all

information about this issue.
Issue list

The left side panelis a scrollable list
of all issues. The cards include the
most important details such as issue
status, title and issue number.

There are 3 types of status: in the lab,
at Roche and done.

Timeline

When you select an issue, all information
related to that issue will appear on the
right side of the logbook screen.

In the middle section, the issue timeline
is displayed. You may add your own
activities to document your actions or
preview the Roche Support progress.

Request support or close the
issue

You can request support anytime with
just one click of a button. All of the issue
information will automatically be passed
to Roche Support.

Issue details

On the right section, you'll find the
device and issue details. Additionally,

you will see self-troubleshooting articles

and similar issues, allowing you to
potentially resolve your issue
independently while reviewing the issue,
even after creation.



Add new timeline entry

Update the information about the issue by clicking “Add
details”. In each entry you can describe what you did so far to
solve the issue. All entries are then displayed in the form of a
timeline.

@ Test User 03.16.2026, 3:07 PM

Test User created an Issue

this is what happened

C“Ck “Add detall-s” to qﬁ\ + Add details ) Request support v Mark as close
update an issue ) = |

In the mobile version, click on
the round blue “+” button.

X Add details

Describe your last activity

*Type of action

Here you can fully document what
= happened so far in order to
resolve the issue. Add a short
description and images to better
document what happened.

What happened?*

046000

Try to describe your actions step
by step, so in the future your
colleagues can use them as an
instructions for troubleshooting.

@ 318pm



Request Roche support

Once the issue is logged and there is nothing else you
can do to resolve it, you may simply request support
from Roche. By doing so, you will pass all of the issue
related information to our support team so that they can
help you solve it quicker.
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X Request Roche Support
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J : cobas pure sample supply unit  Serial L ALARM: .
i o ;SU e * Is the entire lineinstrument down? J u St C |_|Ck th e
J this is my issue e “Send“ button
1T (o0 ==
You can also provide an
: g alternative contact phone number
44344000010 ) Artach files

where a support specialist can

Upload up to 5 files with a total size imit of 20MB8 @
N [ reach you or a colleague of yours
Timeline | - H
| PR - as soon as possible.
@ Test User 03.16.2026, 3:07 PM
Test User created an issue @ Preferred callback time

this is what happened
P —

\ ‘ Cancel

Real-time status updates

Once the support is requested, the
issue status will automatically change
to “At Roche”.
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You may follow updates on your case
and status in real time. In addition, you
will receive the service report within the
issue timeline if an on-site visit
occurred. Additionally, you will be able
to see all the proactive maintenance
activities initiated and already
completed by Roche on your devices.

Quick update: new note from Support Specialist

3.13.2026, 10:03 AM

ate: new note from Support Specialist



Browse your lab history

Quickly check when the same issue happened in your lab, who
handled it and how it has been solved.

Play around with filters and
search to find historical issues

All of your lab history is now
available in one place.

Use line, group and module chips
to find the specific module or filter
by date range.

Search will allow you to browse
with an alarm code, issue
description, serial or case number.

Find all of your cases from Online
Support, email or phone in one

slee. Enter the dashboard to gather
the general lab overview

Get insights on all issues, their
: : frequency and status in one
ESrai e ; dashboard overview for better
B monitoring and management.

Easily track what is currently
happening in your lab. You can find
the current lab efficiency status,
browse through the most recurring
issues per module.

MOST REOCCURRING ALARM CODES

Hit export to CSV to download all
records to facilitate auditing.




If you are interested in this application, visit
navify® Marketplace to request it or
download the app today.

[El3Cs[m] Goto |
: navify
=] Marketplace

Download the app here:
# Download on the
[ ¢ App Store
GETITON
® Google Play

Contact

For more information on Online Support, please contact
our Roche Diagnostics Local Hotline.

To access Online Support, please go to:
https://support.roche.com

All third party product names and trademarks are the property of

their respective owners. ©2026 Roche Roche Diagnostics Ltd,

CH-6343 Rotkreuz, Switzerland, www.roche.com
NP--01781
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