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1 Post Integration Regional Structure of Support
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Ex Libris Knowledge Center

Customer Feedback
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Post Integration Regional Structure 
of Support
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Ex Libris Joins ProQuest – Support Teams Integration
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EMEA/LATAM 
Workflow Solutions
Gianmarco Castro

North America 
Workflow Solutions

Stephen Gilewski

APAC 
Workflow Solutions

Jin Han

Content Operations  
Dave Hovenden
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Ex Libris Knowledge Center
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Integrating Customers Experience
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Improving the Content Quality
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Knowledge Targeted Broadcasting
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Customer Feedback
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Satisfaction Surveys Statistics – Monthly Thread
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Increase in number of surveys responded to, following ongoing changes to survey sending rules

Added internal breakdown of survey scores
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Positive Customer Feedback
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"The change we requested was made straight 
away, and we really appreciated it."

" The response was, as usual, prompt and courteous. The 
analyst provided information to fix the problem myself 
rather than fixing it for me, turning the experience into a 
development opportunity for me to learn more about the 
system."

"Very clear and comprehensive answer, including 
documenting the issue as a KCS for others to find. 
Excellent, many thanks! "

" Excellent and thorough analysis and support!"



© 2016 Ex Libris | Confidential & Proprietary© 2016 Ex Libris | Confidential & Proprietary

Constructive Customer Feedback
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"The explanation I was given for this problem was not 
satisfactory. The questions I asked were not properly 
answered."

"The solution was accurate and solved the problem, but 
the time in progress was extended. "

" The problem wasn't caused by us and it took 12 (!) days 
to solve it on our sandbox system although the same 
problem was known and fixed on our production system a 
few days before. "
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THANK YOU
evgenia.polyachek@exlibrisgroup.com


