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Introductions

• Based out of California, US

• 30 years in Library technology industry, 

• Master of Library and Information Science 
(MLIS) from University of North Texas

• Experience with technology, customer 
user groups

• Highly focused on relationships and 
customer experience

Hilary Newman
Sr. Vice President
Customer Care

• Based out of Illinois, US

• 23 years in Library technology industry, 

• Master of Science, Library and Information 
Science (MLIS) from University of Illinois

• Experience with libraries globally, Support, 
product management

• Highly focused on library success and 
putting technology in its place

Shelley Hostetler
Sr. Director
Customer Success
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You Are the Heart of Our Business

No changes to the way 
we work together

We are the same trusted, 
collaborative partner you’ve 
always known
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Aligned with Clarivate Priorities

• Focus on Customer Experience

• Make it Easy
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Understanding Your Experience

Adoption

Renewal and 
Expansion

Solution discovery

Onboarding

Implementation

Optimization 
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Understanding Your Experience

Adoption

Renewal and 
Expansion

Solution discovery

Onboarding

Implementation

Optimization 
Expectations + Engagement

• Getting ready, what to expect

• Welcome kit and orientation

• Identifying stakeholders in the 
library and around campus

Focusing on Readiness

• Guided decision making for 
configurations, integrations, 
data migration

• Best practices for peer and 
partner outreach & engagement 

From Go Live to Your Goals:

• Aligning with your 
strategic priorities

• Building knowledge with 
live training

• Key consultancies to 
accelerate value

Assessing Progress and Uncovering Potential

• Identify what you’re doing well 

• Understand where you can find more value

• Utilize Premium Services for fully tailored value delivery
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Customer Experience Mindset 

• Insights – Adoption, health scores, benchmarks 
(Success and Product)

• Knowledge acceleration program 
(Global Knowledge Delivery)

• Ask the experts webinars (Global Knowledge Delivery)

• Success programs – especially focused on the first year 
(Success and Support)

• Success programs for emerging markets – LATAM, 
China (Support, Success, Professional Services)

• Alma business reviews (Success and Support)

• Product quality and performance (R&D and Product)

• Data Excellence (Content ops and product)

• Chat support (Support)

• In app messaging (Product)

Unified 
Experience

Customer 
Support

Customer 
Success

Professional 
Services
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Customer Experience in Action: Alma Business Reviews

Contact your Account Manager to 
request an Alma Business Review. 
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[[[

Customer Experience with Support

Starts with Empathy  | Make it Easy: Frequent 
Communication, Fast Resolution | Get it Right

People Process Solutions
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Customer Focused, Expert Team

11
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Make it Easy - Chat Support

Game changer in 
Support 
experienceSupport 

experience
Immediate
response

Live support with 
experienced 

analysts

Improved
customer 
satisfaction

• 13,000+ Chat sessions

• In Chat resolution: 40% to 60%

• Average wait time: 25 seconds, target 20 seconds

• Alma, Primo VE, Leganto, CDI, CZ, Summon, 360, 
RP, RefWorks, Rialto

• Available now: EMEA, NA, China, ANZ

• Coming soon: LATAM, Singapore, Hong Kong

“Stacey: I will go ahead with your OLH 

Feedback suggestion. Thank you 
for a very pleasant experience 

as a first timer for this Chat 
service. ( 19m 55s )”
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Get it Right
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Working Together

Hilary Newman 
hilary.newman@clarivate.com

Direct: 510.882.1631

Feedback

Communicate the Priority
Respond to the Customer Delight Survey

Complete Ticket Surveys

Escalate when Needed!

mailto:hilary.newman@clarivate.com
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Thank you!
Shelley.Hostetler@Clarivate.Com
Hilary.Newman@Clarivate.Com

mailto:Shelley.Hostetler@Clarivate.Com
mailto:Hillary.Newman@Clarivate.Com

