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Ex Libris Joins ProQuest

INTEGRATION PRINCIPLES

DO NO HARM MEET ALL 
CUSTOMER 
COMMITMENTS

ECONOMIES 
OF SCALE

COMMUNICATE 
TRANSPARENTLY ONCE 
DECISIONS ARE MADE
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Integrating Customer Experience

Alignment of customer 
support

Streamline implementation 
and training

Unifying Cloud 
management

Knowledgebase enrichment Ease migration to Alma
Consolidate customer 
facing systems
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Going Live Next Week… 

Opening Customer Knowledge Center for all 
Workflow Solutions products 

Documentation and Support Articles

Open and free for all 

Consolidated search functionality 

Consolidating Customer Support Portal  

Summon, 360 Suite, Intota, Aquabrowser, 
Ulrichsweb - moving to Ex Libris Portal 

Migrating ~1,400 Articles, ~4,000 accounts and 
~100,000 cases

Tight integration with PQ Support Portal 

GO LIVE PLANNED FOR SEPTEMBER 12
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2016 Global Operations

EX LIBRIS
OPERATIONS
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Customer Success
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Customer Service Evolution

REACTIVE

PROACTIVE

PREDICTIVE

PREEMPTIVE PREEMPTIVE PREDICTIVE

PROACTIVEREACTIVE
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Overall Customer Support Volume

OVER 2% DECREASE IN 
CASES OPENED

STEADY GROWTH IN 
NO. OF INSTITUTIONS

1/3 OF ALL CASES 
RELATED TO CONTENT

15% DECREASE IN 
SFX, VOYAGER AND ALEPH 
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Customer Support: Operational Excellence

ALMA SUPPORT VOLUME PRIMO SUPPORT VOLUME

0

100

200

300

400

500

600

0

2,000

4,000

6,000

8,000

10,000

2014 2015 2016 (F)

InstitutionsCases

Alma Opened Alma Institutions

1800

1900

2000

2100

2200

2300

2400

2500

0

2,000

4,000

6,000

8,000

10,000

2014 2015 2016 (F)

InstitutionsCases

Primo Opened Primo Institutions

Overall product quality improvement
Increased deflection with proliferation of 
knowledge articles 
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Support Trends

“HIGH” PRIORITY BACKLOG

CASE SURVEYS SATISFACTION RATE

Q1 2014 Q2 2014 Q3 2014 Q4 2014 Q1 2015 Q2 2015 Q3 2015 Q4 2015 Q1 2016 Q2 2016 Q3 2016 (F)

Development Total

1771 1804 1808 1953 1961 2084 2221 2261

88%

90% 90%
91%

89%

92% 91% 92%
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Implementations Since Last IGELU

257 
New institutions live on 

Alma 

116
New institutions live on 

Primo

14
Rosetta implementations 

55%
Alma migrations from 

non-Ex Libris ILS

22
Different source systems 

supported by Alma 
migration engine

727
Product certifications 

completed by 
customers (568) & staff (159) 
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Project’s Customer Satisfaction Surveys

TWO SURVEY TEMPLATES EASY TO USE BASELINE FOR IMPROVEMENTS 

• Implementations

• Add-on services

• Simplicity

• Integral part of project’s 
closure

• Monitoring (KPI, dashboards)

• Learning from feedback

LIVE SINCE JULY 3rd, 2016
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Cohort Implementation Model

WHAT IS COHORT IMPLEMENTATION? 

A faster, more cost-effective, and 
collaborative implementation

PEER SUPPORT – PEERS HELPING PEERS 

• Learn from fellow cohort institutions  
• Gain community to continue work with 

DELIVER MORE BENEFITS FOR SMALL INSTITUTIONS: 

• Reduced implementation service cost 
• Simplified implementation process 

WHAT HAVE WE DONE SO FAR?

• 4 cohorts in NA
• 14 Live Customers by Aug 2016
• Launch in EU – April 2016
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New Global Education Team

Global Education organization is 
responsible for customer education 
and training across all Ex Libris 
business unit product lines

DEFINE GLOBAL STRATEGY 
FOR PRODUCT TRAINING

IMPROVE CUSTOMER 
OUTCOMES

INCREASE SCALABILITY, 
EFFICIENCY AND 
CONSISTENCY

PROMOTE POST-
IMPLEMENTATION 
TRAINING 
PROGRAMS

GOALS

Introducing Audrey Ho as 
Global Education Manager
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Global Education Team Plans

Enhance existing recorded training kits with 
new content
• Primo for Reference Librarians
• Primo New UI
• Alma Collaborative Networks
• Alma New UI

Expand portfolio of recorded training kits for 
new products 
• Summon and Link 
• Summon over Alma
• CampusM 
• Rosetta 
• Leganto

Expand certification programs
• Primo Administration Certification rollout

Build out a robust portfolio of post-
implementation training services across 
next-generation products
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Operational Excellence

16
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Ex Libris Cloud Requirements

AvailabilityScalability

Security
Cost 

Effectiveness

Stability
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Cloud in Numbers

Alma, Primo, Summon, Intota, Aleph, 360, SFX, 
Voyager, MetaLib, MetaLib+, Verde, PC, bX, Ulrich’s

Daily Primo Searches

+5,500
SaaS/Hosted 
Institutions 

4 M

Daily Summon Searches2 M

Daily Alma Transactions3.5 M

Racks in 10 private DCs and 3 AWS locations 80

Physical servers1,625

Terabytes of storage2,373 
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>99.9% CUSTOMERS 
MEET CONTRACTUAL SLA

>96% CUSTOMERS 
MEET INTERNAL SLA

Cloud Uptime 2015 – 2016

# Live Institutions
% Customers Meeting 
Contractual SLA (99.5)

% Customer Meeting 
Internal SLA (99.85%)

500+

1000+

1700

452

165

94

500

100%

99.88%

99.83%

100%

100%

Yearly uptime 99.93%

100%

99.88%

89.59%

100%

52.88%

Yearly uptime 99.97%
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Certified with the Most Rigid Security Standards

MAINTAIN EXISTING CERTIFICATIONS

ISO/IEC 27001:2013 
The most rigorous global security standard

Data centers are SSAE-16 certified (formerly SAS-70) 

ICO Registered (UK Data Protection Act)

PLAN FOR NEW CERTIFICATIONS IN 2016:

US Federal - FedRAMP (Alma/Primo)

CSA STAR – Self assessment 

ISO 27018:2014 Privacy standard
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CHRISTMAS IN AMSTERDAM
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Quality of Content
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Data Services – Vision & Mission

Acquire Activate Catalog Publish Discover Deliver

VISION

Provide best in class content services to academic libraries

MISSION

Improve customers satisfaction by allowing libraries to fulfill 
their content related needs for both administrative and end-
user aspects

ADMINISTRATIVE ASPECTS END-USER ASPECTS
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Working with the Community

Tailored Collections

SFX Contributions

PWG (NERS)

Support Surveys

KB Advisory Board

Alma CZ Mgmt. Group

Alma CZ Contributions

Authorities

Bib Records Enrichment

Relevancy

Currency & 
Accuracy

Metadata 
Quality 

Community Voting
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Re-instatement of KBAB

25

KBAB (KB
Advisory Board) 

Reinstated in 
March 2016 

Customer collaboration 
with Ex Libris

Ensuring the highest quality 
data stored in the knowledge 
base 

Comprised of IGeLU and ELUNA 
members 

Representing Alma, SFX, Primo and 
PCI e-resource managers

Established 
regular 
communication 
channel

Monthly calls

Representatives from 
Ex Libris departments

Content Operations, Product 
Management and Workflow 
Solutions

Prioritized 2 major topics

• Assistance in communication with 
providers on operational needs 

• Alignment of resource types 
between Summon & Primo Central
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Content Integration 

26

ALMA COMMUNITY ZONE SFX KBPRIMO CENTRAL

• Increase collections relevancy by 
adding new content from Summon

• Added over 20K new Peer Review 
indication entries using Ulrich’s web

• Improve availability indication 
accuracy by enriching SFX/Alma 
objects 

• Improve Alma CZ catalogue quality 
using New KB enriched Bib records

• Improve match routine accuracy 
using Ulrich’s web enriched titles  

• Support Summon over Alma by 
mapping 360L CKB databases to 
Alma collections

• Improve match routine accuracy 
using Ulrich’s web enriched titles

• Improve A-Z list search capabilities 
using Ulrich’s web comprehensive 
categories
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Easy to Do Business
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Introducing the Ex Libris Knowledge Center 

KNOWLEDGE ARTICLES, 
DOCUMENTATION & 
TRAINING UNDER A 
UNIFIED PLATFORM 

SINGLE SEARCH FOR 
ALL CONTENT

MODERN CUSTOMER 
EXPERIENCE

FREE AND OPEN 
TO ALL
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Customer Usage Goes Up 

29

KNOWLEDGE CENTER TRAFFIC
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Closely Integrated with Global Support 

LOOKING TO DECREASE TIME TO 
RESOLUTION CUSTOMER CASE SATISFACTION INCREASES

% CASES CLOSED WITH KNOWLEDGE ARTICLES

0%

4%

8%

12%

16%

Jan 2016 Feb March April May June July Aug

EU APAC ROW Total
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Email Preferences: Streamlined Communications

STREAMLINED 
COMMUNICATION

PERSONALIZED CUSTOMER 
PREFERENCES

VEHICLE FOR PROACTIVE 
AND PREDICTIVE SUPPORT

OVER 3,000 SUBSCRIBERS,
45% SUBSCRIBED FOR 

ARTICLE UPDATES
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Predictive Support

THE CONTENT: 
Articles, Webinars, 

documentation, white papers

THE PROCESS: 
Choosing the relevant 
knowledge material

THE TOOL: 
Targeted Broadcasting

Get the most valued knowledge material for 
your product’s predicted needs, 

directly to your mail

CUSTOMERS’ BENEFIT:

Better Customer Experience
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Ex Libris is All About Open Platforms…

33

SUMMON AND 360 SERVICES

GO LIVE NEXT WEEK!
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Ex Libris Employees: Our Biggest Asset

279 OPERATIONS 
EMPLOYEES

FOUNDATION IS 
EMPLOYEE LEARNING

ON BOARDING FOCUS 
FOR NEW EMPLOYEES

MANAGEMENT 
PROGRAMS

• 18 recruitments
• 24 internal moves
• 13 internal promotions

• 233 training days
• Technical training
• Soft skills training

• Departmental intranet 
sites

• On the job training

• Personal
• Team activities

SATISFIED EMPLOYEES ARE THE FOUNDATION FOR HAPPY CUSTOMERS
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THANK YOU
yair.amsterdam@exlibrisgroup.com


