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B Overall Integration Cycle

FIGURING PLANNING THE MANAGING MAKING
IT OUT CHANGE CHANGE IT STICK

ExLibris



B So What Have We Accomplished?
m—— —————

—

Product strategy implemented Added 170 Workflow Solutions
* Summon over Alma employees to Ex Libris
* Intota vision e Overall 800 employees

e Unified enriched Content
* Leganto powered by SIPX

Customer facing functions Information Systems integrated
consolidated * Customer facing — SFDC, CKC,
* Ease migration to Alma Status Page, Ideas

* Internal — Office 365, ERP



B 2017 Global Operations
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Customer Success
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_ Customer Service Evolution

PROACTIVE
PROACTIVE
REACTIVE \.l./
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" Global Support Presence in 18 Countries

China
India

North America
Chicago

Seattle
Boston

Japan
Korea

Singapore

Israel
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' Growing Presence in Australia

NORTHERN
TERRITORY

WESTERN
AUSTRALIA

SOUTH
AUSTRALIA

o*’
A
.
.
.

Support 2 W’x‘

Professional Services 6 S
|

Professional Services 1
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Overall Customer Support Volume
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Total WFS Cases Opened
B Total Cases Opened
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Case Surveys Satisfaction Rate
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Case Surveys Drive Improvement!

MEASURE

Results appear on personal -

dashboards for all levels: analysts to

coo ANALYZE

@ Weekly content analysis for all
\ comments received

REPORT

Monthly report to support =

management ACT

* Support processes change upon

ENGAGE customer feedback

* Results serve as basis for
professional training

* Phone call follow up for
outstanding cases

Pe
13

* Ongoing communication of
improvements

ExLibris




Operational Excellence
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DATA CENTER TOUR
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B Ex Libris Cloud Requirements

Cost
Effectiveness

Scalability A Availability

ExLibris



B Cloud in Numbers

+5,500

Alma, Primo, Summon, Intota, Aleph, 360, SFX,

SaaS/Hosted Voyager, MetalLib, MetaLib+, Verde, PC, bX, Ulrich’s

Institutions

Daily Primo Searches

Daily Summon Searches

Daily Alma Transactions

83 Racks in 10 private DCs and 3 AWS locations

3 1,492 Physical servers

l 4.818 Terabytes of storage
ExLibris



B Cloud Uptime 2016 - 2017

# live instituti % of customers meeting % of customers meeting
AL L 1R Contractual SLA (99.5%) internal SLA (99.9%)

exLibris 579
Alma\
e 1217
exLibns 996
Primo
£ N
Exp%ilrrl?oncgnii al 1700
O™
ExLibris 49
campusivl
EstLI:I)ﬁs 417
bx 480

>99.97% OF CUSTOMERS >99.80% OF CUSTOMERS
MEET SLA MEET INTERNAL SLA




B Certified with the Most Rigid Security Standards

cloud AU
ﬂ SSAE16 m SOENR o ity
Tipe sz Camplose ba"aﬂ:‘ance Eow
ISO/IEC 27001:2013 Data centers are ICO Registered (UK CSA STAR - Self ISO 27018:2014
SSAE-16 certified Data Protection Act) assessment Privacy Standard

(formerly SAS-70)

PLAN FOR NEW 'é FedRAMP US Federal - FedRAMP (Alma/Primo)
CE RTIFICATIONS Federal Risk Autnorization MarageTent Progrsm

IN 2017: fﬁ"“o 1ISO 22301: 2012 -
ey

Business Continuity Management Systems Requirements

22301:2012
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Content Operations Vision & Mission

VISION

Provide best in class content services to academic libraries and
providers

0.0

MISSION

Allowing libraries to fulfill their content related needs for both
administrative and end-user aspects

ADMINISTRATIVE ASPECTS END-USER ASPECTS

ExLibris



The Content World

Discovery

@ Summon Index ¢ Summon
Primo Central

) @

Delivery
~N ~\
f~.c-\ 360KB exUibris  ExLibns
SFX KB Alma
Alma CZ

exLibris

Primo Central

Ulrich’s (/) Provider Relations &
‘ Research

Support and Linking 0 Content Development

ExLibris



Content Inventory 2017

%‘?é l]! e e L &

exLibnis

Primo Central

" COLLECTIONS [ COLLECTIONS COLLECTIONS
" | PROVIDERS ' || PROVIDERS . .} PROVIDERS

,,,,, RECORDS L PECORDS 1 ENRICHED BIB
RECORDS

AUTHORITY FILES

P i 4

TITLES 414,032
PUBLISHERS 182,076 | =~ COLLECTIONS

REFERED TITLES 50,758 £ | PROVIDERS - JcoLLEcTIONS

ACADEMIC 121,486 ;
) SCHOLARY TITLES RECORDS PROVIDERS




Working with the Communit

Authorities

©©|

Bib Records
Enrichment

_______________________________________ m" Alma CZ

eatss  SFX ¢¢ Contributions
04X ", METADATA

o Contributions d | quauTy

©e6| Support Surveys

3% PWG (NERS)

RELEVANCY

o¢/, Tailored fz“ KB Advisory Board

Collections

{Z Community Voting



Easy to Do Business

Exubris.
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B Ex Libris Customer Knowledge Center

exLibris

Enowledge Lenter

Eysiem Status Submit a Case
1} =€ Ly prowsuct
Alma Primo Sumimon Rosetta campus iy Leganto Vaoyager SFX
bX 360 Services Intota  Ulrich’s Metalib Verde DigiTool
EX]  Knowledge Articles “_T] Product :
L " Documentation
Aosmia cpick armweia W qaeslidoes ek

by o dhas smidndation Tham

rerduc Tion Videa for 350, Summon, Inmois, AquaBeoresar and
i -.—_.i fliiii

KNOWLEDGE ARTICLES, .. __
DOCUMENTATION & TRAINING - SINGLE SEARCH FOR MODERN CUSTOMER FREE AND OPEN
UNDER A UNIFIED PLATFORM ALL CONTENT EXPERIENCE TO ALL



B Customer Usage Goes Up

KNOWLEDGE CENTER TRAFFIC

120,000

100,000

80,000

60,000

40,000

20,000

0

January 2016

e Total Sessions

Was this article helpful?

July September November January 2017 March

Searches in CKC Google Search

® O
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B Closely Integrated with Global Support

18%

16%

14% Launch of Customer

12% Knowledge Center

10%
8%
6%
4%
2%
0%

Added WFS
Cases

January 2016 March May July September November January 2017 March
HIGHER CUSTOMER CASE AIM TO DECREASE TIME
SATISFACTION TO RESOLUTION



B New! Content Operations Voting in Ideas Exchange

ﬁ‘ B Number of Ideas
¢ ® Number of Votes

& Number of Active Users

647

372

12
105 ?

April 4th April 24th May 15th

96

35




B Single Tenant Status Page — Coming Soon...

N\
EXLIDrIS. system Status

a ProQuest Company

tatus | Single Tenant Privacy Pol

The System Status page presents the latest information on the availability of all multitenant instances. You may check this page at any time to see the
current status information, or subscribe to be notified via email of interruptions to any individual service. If you are experiencing a real-time, operational
issue that is not indicated below, please inform us by opening a customer support request

Product: Al \ Region: Al v
Reset
Instances Email Alerts Current Status Apr-23 Apr-22 Apr-21 Apr-20 Apr-19 Scheduled Maintenance
Aleph EUO1
Aleph NAO1
Aleph APO1 (v ] (v (] =] (v ] (v
Primo EUOL v v/ v/ a (v v
Primo NAO1 (v (v (v} a a a
Primo APO1 v v/ v (v] (v a



Ex Libris is All About Open Platforms...

ExLibnis

Enowledge Center

ystem Bius || Budet 2 Gase

exLibris

A Developer

P

Put Ex Libris products at the
center of your library ecosystem.

Alma Summon Roselta campusM  Leganto Voyager  SFX =
4 Resources:  Primo Alma Rosetta Leganto bx SFX Voyager
bX 360 Services Intota Ulrich's Metalib  Verde DigiTool ¥
Knowladge A Product o the Tech Blog 6 Top Code & Apps Get Help
{nowladge

Documentation

exLibnis

ideaiexchange ExLibris  Knowledge Center  Contact Support  Developer Metwork

Have an
idea for Ex

Libris? or e

your ideas

Get feedback
on popular ideas

Support your
favorite ideas

Welcome to Ex Libris |dea Exchange! We'd love to hear your ideas for us.
To suggest an idea, please select one of the fallowing forums

Alma

a campus[Y1 a a Rosetta a

ALEPH

ourss Sustams

pY

N Extibris

seadant Portali

Got Questions?

& For
or nstan

laper Natwor
P [
or ask 3 quastion and get help from

stem Status

System Status |

The Ex Libris System Status page presents the fatest information on
time to see the cument scribe to b
tional issue that is ated below, please inform us by ope!

s information, o notifie:

ot indi

System: a1 v Region: an
Instances Email Alerts Current Status
Alma NAD1 B

ivacy P

Security

the availability of all multitenant Ex Libris instances. You may check this

individual service. If you are experiencing a real-ime.

jage at any

via email of interruptions to a

ning a customer suppor reques
v
Apr-11 Apr-10 Apr0% Apr-08 AprO7 Scheduled Maintenance
B [ -] (v ] [ #] [ v} 2016-Apr-10
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