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Which resource to use when…

NERS – Formal process established by Ex Libris User Groups, used to identify 
and prioritise customer driven Ex Libris product development

Idea Exchange – a platform provided by Ex Libris for customers to suggest 
ideas for Ex Libris products:  Alma, CampusM, Primo and Rosetta

Developer Network – an Ex Libris site that is used as a way for Ex Libris and Ex 
Libris users to share development work to extend Ex Libris product 
functionality

Presenter
Presentation Notes
Salesforce – have other customers reported my issue?  How many other customers have reported it?  What has been ExL response?

Emphasise importance of setting correct priorities when submitting a Salesforce Case – refer to Amelia Rowe’s presentation from ANZREG on how to submit a Salesforce ticket  = “A systematic approach to bug reporting” http://anzreg.org/meetings/2016_seminar/Rowe_Systematic%20bug%20reporting.pdf 

https://knowledge.exlibrisgroup.com/Cross-Product/Support/24X7_Support 
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Which resource to use when…

Listservs: ANZREG-L, PRIMO, ALMA-L, SFX, SUMMONCLIENTS, ROSETTA-
DISCUSS-L, etc.

Listservs are a useful place to exchange ideas or feedback on high impact 
issues

• Try not to add ‘chatter’ by asking questions that have already been asked 
and answered

• Firstly check the listservs’ archives for previous discussions 
(https://listserv.nd.edu/)

• Check ANZREG, ELUNA and IGeLU websites for email lists, how to join

Presenter
Presentation Notes
need to mention that the lists are moving to Google Groups

https://listserv.nd.edu/
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Which resource to use when…

Salesforce - for Support issues rather than enhancements.  Users can search 
each other’s published cases for similar issues

Ex Libris System Status – for monitoring availability of multi-tenant and Total 
Care instances; subscribe to email alerts of interruptions to services

24x7 hub – for down systems or components.  Covers all Ex Libris products 
world-wide

Presenter
Presentation Notes
Go to the Ex Libris System Status page to see current status information including scheduled maintenance, or subscribe to be notified via email of interruptions to any individual service. Go to this page first, if you are experiencing a real-time, operational issue.

You can filter by Region [Asia].  Service covers Alma, Primo, Primo Central, Summon, bX, SFX, MetaLib Plus, CampusM

24x7 hub:  open Salesforce Case with Priority System-Component down.  
In addition to Salesforce, there is email address 27X7hub@exlibrisgroup.com and phone nos. available in Knowledge Center (search for 27x7 hub or navigate to Home > Cross-Product > Support).




ANZREG in July 2016: Alma / Primo Best Practice Day

IGeLU, ELUNA and Ex Libris have a Product Development Collaboration 
Agreement
• Ex Libris has a commitment to develop the top voted enhancement 

requests from customers
• The NERS system gives IGeLU members an annual  opportunity to 

vote on customer prioritized enhancement requests
• The NERS customer development process is established for Alma, 

Primo, SFX, Aleph, Voyager, etc.

Presenter
Presentation Notes
Reiterate that NERS voting requires membership to IGeLU

http://igelu.org/development-cooperation/enhancements
https://ners.igelu.org/
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What Idea Exchange does for you…

We can use Idea Exchange to suggest ideas that Ex Libris can implement 
quickly, as part of their agile product development approach

• Ex Libris makes no commitment to develop ideas added to the ideas 
exchange and they decide which ideas to develop

• We can influence which ideas Ex Libris prioritises from the Ideas 
Exchange by voting for it

Presenter
Presentation Notes
Encourage participation; 10 votes per email address.  

Reference Ex Libris’s FAQ http://ideas.exlibrisgroup.com/knowledgebase/articles/690945-ex-libris-idea-exchange-faq and Guidelines http://ideas.exlibrisgroup.com/knowledgebase/articles/687036-ideas-posting-guidelines

Alma Product Management  provides monthly updates on Alma ideas (last email sent 5/07/16)

Primo Product Management has provided 1 update (11/03/16)
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We see a lifecycle relationship between Idea Exchange & NERS:

• Add your ideas to the Idea Exchange – you may get lucky and have it 
developed within 12 months

• If not, you can transfer unsuccessful ideas from Idea Exchange to NERS for 
the annual voting round

• If you transfer an idea from Idea Exchange to NERS, add a comment in Idea 
Exchange to let others know this issue is now in NERS

• Terminology counts – use “Enhancement request” to refer to NERS and 
“Idea” to refer to Idea Exchange

Presenter
Presentation Notes
Make audience aware that when something goes to ‘Planned’ in IE it is possible that the idea may take up to 2 years to implement
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Idea Exchange

• Start with an “Idea”
• Promote this Idea via discussion lists/listservs
• Monitor “Idea” via Idea Exchange e.g. comments, Hot vs Top

ideas
• Submit this “Idea” as a NERS “Enhancement request” in line 

with product voting cycles

Presenter
Presentation Notes
Reiterate that NERS voting requires membership to IGeLU
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NERS

• NERS is maintained by IGeLU/ELUNA Product Working Groups
• It gives customers a way to get difficult / complex product 

enhancements into development
• It’s critical to fully explain any development you add to NERS 

and if possible provide a use case
• Remember to clear out old requests you’ve submitted to NERS 

prior to the annual voting process – or there’s a risk it will 
become a graveyard of old requests

Presenter
Presentation Notes
Also check that enhancements you want to keep are still active and have not been archived as part of PWG’s ballot preparation
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Presenter
Presentation Notes
Re-iterate that NERS access is only available to customers who are members of IGeLU or ELUNA and note that ANZREG cannot be a member of ELUNA
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Knowledge Center

• Starting point for all Ex Libris information, a good starting 
point when starting to analyse an issue

• It has links to all Ex Libris support information; training, 
documentation, articles, Developer Network, Salesforce, Idea 
Exchange, System Status

• Provides context for Ex Libris system development work listed 
in monthly release notes

Presenter
Presentation Notes
Home page has Featured topics
Each product has Trending articles e.g. Alma Trending Articles include Alma Roadmap Overview and Alma Roadmap Highlights

Context: Release notes and Release Videos

Training > Alma > What’s New Videos 2016 tutorials
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Developer Network

• It’s open

• It provides a Tech Blog and Product Forums for developer 
community support

• It gives developers (both customers and Ex Libris) the ability 
to talk directly
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Salesforce

• For Support issues rather than enhancements

• Ability to search published cases helps to determine whether other 
customers have similar issues

• Cases remain under Product Manager Review status indefinitely

We strongly recommend that you pursue this enhancement through the NERS Alma Product 
Working Group enhancement voting process. On a periodic basis the NERS Alma Product Working 
Group does an open call for enhancement suggestions that are voted on by the NERS Alma user 
community and presented to Ex Libris Development. This is the best way to have your 
enhancement request heard.

Presenter
Presentation Notes
Encourage people to publish cases generally, unpublish specific cases.
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Presenter
Presentation Notes
Thank you!
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