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EMEA PQ/EXx Libris Technical Support

Global Support

Martin Blscher

EMEA Support

Claudia Isbir

Aleph/Leganto

Saara Santanen

RP/Summon/360
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Jan Hendrik
Holtje

Alma/Primo Tier 1

Andrea Hell

Alma Tier 1

Dahman Soltani

PQ Technical Support

ExLibris
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Chat Support
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Chat Support Journey

A

Game changerin

Support experience Immediate Live support by our § | mproved customer
response experienced satisfaction
analysts

RefWorks  Research RefWorks  Summon, 360, Summon, 360, PrimoVE PrimoVE Alma, Leganto Alma, Leganto

and Pivot  Professional ~ inKorea  |ntota (NA) Rialto |+ ota (EU, RoW)  (EU) (NA) (EV) (NA) (%DAI)
[ o ] ] o o [ @ >
Nov Feb Mar 2020 May 2020 Jul 2020  Oct 2020 Nov 2020 Dec2020 Feb2021 Mar2021 Q22021

2019 2020
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Chat Usage Statistics - Alma
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1342 56% 18%
Institutions Enabled the Chat  Of incoming cases
enabled with Support role  were initiated from
to at least 1 user chat
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635

Chat sessions

X O

48% 96%

Resolved in chat Customer
satisfaction

exLibris.
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Chat Support - Customer Feedback

It was a quick and easy experience. A perfect e The Support Analyst gave me a rapid answer.
example of a use-case for the chat feature. Within two or three minutes, | had been saved
from a trawl through the documentation.

* What looked like a potential "huge" problem was

identified and fixed within a couple of minutes Being able to chat with someone and get a quick

because | was able to chat to someone very resolution enabled me to continue moving ahead

quickly. Absolutely brilliant service - what did we with this task without having to wait weeks for a

do without it! ticket to be resolved. User on chat was friendly
and prompt.

* The chat function is user friendly, quick and

- , , , » The Support Analyst was so helpful and quick in
efficient. So is the representative who assisted

resolving my issue during our Chat session.
Excellent customer service! Thank you.

* | got the answer | was looking for in just 2
minutes!
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Ex Libris and ProQuest Integrated Salesforce
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Ex Libris and ProQuest Integrated Salesforce

O N\
ExLibris
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Unified Salesforce for (mﬁ

ProQuest and Ex Libris Go Livein Q3 2021

_/

G’@é Close cooperation with the
fra o )

New Customer Portal :
community (IGELU and ELUNA)

Improved holistic experience based
on Salesforce best practices
* Latest Salesforce technologies
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New Status Page and improved
Performance/Uptime Reports
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New System Status Page o LIVE

Extliis * Up to three months (90
e | Status Page Privacy Policy security ProQuest Status Page 9 oudi Lavi
o days) status history
1 for an Instance, Product, Platform or R
MY SERVICES AMERICAS EMEA APAC SINGLE TENANT . Deta I I ed Se rVI Ce
legon rvice ubscribe " r g " " " " urrent Statu: lanned Maintenance 1 H
:ai;::ryEd Platform APO1 igamowm = g; ’ AF’°5 ‘905 AP07 Apos "909 "‘F’om ""o" ’ — d IS ru pt I O n
Primo VE APO1 2 © © © © © © o
Alma APO1 s} © © © © © © © . .
Higher Ed Platform CAO1 Esploro CAO1 a © © © © © © © Operational 4 Pe rS O n a I I Ze d VI eW
Higher Ed Platform CNO1 Primo VE CNO1 Qo e © ©¢ © © o ©
—— A © ©o © © © 0 © d 1 i
Higher Ed Platform NAO1 Rialto NAOT o o © © © © © o . aCCO r I ng to tl m e Zone
Primo VE NAO 2 © © © © © © © eI
Higher Ed Platform EUO4 Alma EUO4 a © © © © © © ©
CampusM campusM CAO! 6 () o (] (] [V} [V} n Planned Outage 2021-Apr-1 [ f S h
Primo Primo MT CAO1 Y © © © © © o © Ea sy’ ree text ea rc
Primo NAT2 o © © © © © © ¢© eI
Primo MT CNO1 Y © © ©¢ © © o © Operational
Primo TC EUO4 o © © © © © © © - . o
s 5 © © © © © O O * Mobile compatibility
Category Service Subscribe AprS Apr6 Apr7 Apr8 Aprd Apri0 April Current Status Planned Maintenance
Legend () Service is oy 0 sche ) Performance issue @ Service disruption Multiple issues
NoteBook  LIVE since April 26th
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New System Status Page

e Login to this page to get a personal experience.

 We recommend to use your Support Portal login.

' \ Privacy Policy Security ProQuest Status Page

Home ¥ System Status

WELCOME

We provide transparency arcund service availability and performance for Ex Libris products. We strongly recemmend to sign in through the Ex Libris Support
portal. To find out more information regarding this page, click here.

Search for an Instance, Product, Platform or Region ExLibris Login *
CURRENT STATUS | GCEEIEIED g Log In
Ex Libris Customers Log in with system credentials
I Ma system is reporting an issue
N acoaunt? Aequest From your callcagucs
AMERICAS EMEA APAC SINGLE TENANT L F | Passwiord |
_ O Rermember me Forgot Password 7
Category Service Apr27 Apr28 Apr2d Apri0 E:lr b'_' :_E _m"p-_:',-ee:
Higher Ed Platform EU00  Ama £u00 © © © © TR
Mo ccount? Register here
Priro VE EU0O (v] (v] (v] (v]
Leganto EUOO (] (] (] (]
A
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New System Status Page

e Click on the Instance Name to see details of past 90 days including outage history and
planned maintenance:

ExLibris CDI CRO1

o \_n?'o
CETAILS OUTAGE HISTCRY PLANNED MAINTENANCE s
Current Status
Past 20 Days Color bar indicators flow left to right, from oldest to most recent status. - 1
Info e
o \_n?'o
Lutag o
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New System Status Page

e Under Profile you can manage your preferences including the time zone
(used on the status page — emails are still in UTC).

£ N
ExLIDris

| Status Page Privacy Policy Security ProQuest Status Page ) Martin Bischer

Home 2 System Status Logout

& User preferences

Accessibility enabled

Remowve email notifications from all of subscribed services

Receive email notifications from all of subscribed services

)

Time zone
Europe/Berlin '
Language
Englizh ~
N
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New System Status Page

* Example of a planned maintenance converted to Berlin time zone:

extibrs Alma EU00 *

() expected start 02/05/2021 00:00:00 expected end 02/05/2021 02:00:00

The =cheduled maintenance on your environment haz now finished.

The =cheduled maintenance on your environment is about to start.
Estimated Start: Saturday, 2021-May-01 22:00 UTC

Estimated End: Sunday, 2021-May-02 00000 UTC

Description: Releass

Dear Ex Libris Customer,

As part of our ongoing activity towsards improving your ervironment, we will be performing the following
migintenance on vour Production enviranment.

Details 02/05/2021

Updated 020522 Estimated Start: Saturday, 2021-May-01 22:00 UTC
Estimated End: Sunday, 2021-May-02 00000 UTC
Description: Releass
Maintenance Impact: Bx Libriz will be applying the May release. Access to your environment may be unavsilable
during the time of the installation. For more details on this and other planned activities, please refer to the releaze
and maintenance schedule:

hitps://knowledgze exdlibrisgroup.com/Alma/Releaze_Motes/Releaze_and Maintenance_Scheduls
Pleaze do not hesitate to contact us for any issues or questions.

Bacarde

exLibris.
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New System Status Page

* The bell symbol can be used to manage your subscriptions:

MY SERVICES AMERICAS EMEA APAC SINGLE TENANT
Category Service Subscribe fApr27 Apr28 Apr29 Apr30 Mayl May2 May3 Current Status Planned Maintenance
Higher Ed Platform EU0O Alma EU00 & v v & & (s (s &

View Only: Will add the service to “My Services”-tab.

View & Notifications: Will add the service to “My Services” and you
will get email notifications for any status change.

* Once you are subscribed you can edit and delete your
subscription at the same place:

Extibris Alma EU00

Please confirm your subscription:
View Only ( | View & Notifications

MY SERVICES AMERICAS EMEA APAC SIMGLE TENAMT
Category Service Subscribe Apr27 Apr28 Apr29 Apr30 Mayl May2 May3 Current Status Planned Maintenance
Higher Ed Platform EUOO Alma EUI0O0 Oze © © © © o o o
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New System Status Page

O

 The new page has an API to integrate the Ex Libris System Status for
example with local monitoring tools in your institution.

* Interested in using it? Please send an email to

exlibris status@exlibrisgroup.com and we will provide you with the
details.

e Customer OBV.SG created a program to return Nagios compliant status
code and messages from the API:

https://github.com/OBVSG/check-exlibris-system-status

2/
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Higher-Ed-Platform Performance and Uptime Reports

Performance Report

For Alma, Leganto, Prime VE:

The system performance as measured on server

Average (seconds)

side, on a rolling 3 month basis for October 2020 - December 2020

95% of all activity is faster than...

What is being measured?

{seconds)
AI m a 0.59 sec 171sec Staff user screens and online transactions
P [ I m 0 V E 0.50sec 1.81sec Search and full item details transactions
Lega nto 0.08 sec 0.19 sec End-user resource list transactions
Y
E X LJ!?.':!,% 0.07 sec 0.15sec AP transactions for the platform products
Higher-Ed Cloud Platform

* Since Q4 2020, Ex Libris is publishing Performance Statistics for the Higher Ed Platform
Products - Alma, Primo VE and Leganto.

e This information is included now in Uptime Reports.

* Reports can be found here:
https://knowledge.exlibrisgroup.com/Cross-Product/Higher-

Ed Platform Uptime Reports/Europe
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https://knowledge.exlibrisgroup.com/Cross-Product/Higher-Ed_Platform_Uptime_Reports/Europe

2 Thank you!
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Martin.Buescher@ProQuest.com
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