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Operations & 
Support 
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Global Operations Structure

Global Customer 
SupportCloud Engineering Data ServicesCloud Operations

“Design & Define”

Designing 
infrastructure and Cloud 
tools

“Perform & 
Maintain”

Capacity and performance, 
provisioning, planned and 
preventive maintenance

“Customer Centric”

Supporting on Premise 
and Cloud solutions

Knowledgebase 
products and linking 
operations

Operations & MIS/IT

Planning & control, Information systems and IT



Support Management Team by Region  

Nina Keren David

Support Director 

Global Customer 
Support
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APAC Focal Point 
• Channel for special issues and escalations 
• Ongoing communication
• Internal advocate
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Communication 

• Support Portal  (SalesForce)

• 24/7 Hub - System Down issues 

• Escalating  path:
• Escalate to owner via Support Portal
• Escalate to Support Manager
• Escalate to Support Director, Nina Keren-David:  nina.keren-

david@exlibrisgroup.com, +972-547-204866
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Communication:  24x7 Hub 
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Escalation Path 

Julia Goldshtein
Primo Global Support Manager

Julia.goldshtein@exlibrisgroup.com
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Escalation Path Alma 

Judith Fraenkel
Alma Global Support Manager

Judith.fraenkel@exlibrisgroup.com
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Alma Support Calls 
Helping customers become more successful in using Alma 

• Ensure customer success with Alma post STP

Professional 
Services

STP

Support
Dev

CS

PM

Customer 
Support

Yisrael Kuchar
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Customer Support Highlights

• Migrated from Pivotal to SalesForce CRM
• Introduced Knowledge-Centered Support 

(KCS)
• Conducting Case Driven surveys

Main achievements 2013
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Case Driven Surveys 

Survey trigger:   Case status: closing/closed
Weekly phone surveys  
Monthly executive reports 

Launched: September 2012 

782 calls (~50 average per month)
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Goals

Gauge satisfaction with support services

Follow up on specific problematic issues

Identify problems and trends in support 
teams 

Increase overall customer satisfaction
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Fenway Libraries Online 
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Takeaways

 Main complaint: resolution time (too long)
 Communication frequency: “keep us updated!”. Taking 

an action plan to contact customers every two weeks



Knowledge

   
KCS

Knowledge Centered Support
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What is KCS?
How can KCS help me?  
How do I use KCS?  

המטרות שלנו היום   
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“KCS is the industry best practice for 
capturing,

structuring,
reusing,

and improving knowledge 
while delivering service and 

support.” 

What is KCS?
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מתודולוגיה מובילה
לאיסוף
אירגון
שיפור

ושימוש חוזר 
"של הידע תוך כדי תהליך התמיכה

What is KCS?

Content from Consortium for Service Innovation 
www.serviceinnovation.org



Knowledge Centered Support    

KCS places 
knowledge as the 
key asset of the 

organization



http://www.serviceinnovation.org/
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p

Improved customer success and self-service

Up to 50%  case deflection

Content from Consortium for Service Innovation 
www.serviceinnovation.org
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Solution

Problem  
and 

Solution

How To

Goal 
and 

Steps to 
Achieving 

It

Q&A

Question 
and 

Answer

Non-
KCS

Predates 
KCS use;
Will be 

converted 
into KCS 
Format

KCS Article Types
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Solution Article
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How To Article 
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Question & Answer Article
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KCS Workflow

Search KCS

Found a 
Useful 
Article?

1. Open a case 
2. Attach article if 

relevant 

Problem?

Open a case
Problem 
Solved?

Great! 
Rate the article 
and you’re done

Yes

Yes No

No
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Where can I Search KCS?

Primary Search in Salesforce: from the “Articles” Tab



32

How can I Search KCS Effectively?

Primary Search: from the “Articles” Tab
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Search Results
Example error message: 
"The item does not have a barcode. Are you sure you want to perform this action?"
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What if I’ve already opened a case?

Search from within the main page of any case
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Just Created a Case
Opening a case automatically trigger a KCS search based on the Case title
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Attaching an Article to a Case
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Once an Article is Attached to a Case
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Primo 4.5 - Highlights פרימו

Search and ranking
Improvements introduced in Primo 
Central in recent months now 
available for local searches. 
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Primo 4.5 - Highlights פרימו

Virtual Browse—viewing an item in a 
visual context
Taking browse functionality one step 
further, users enjoy visual browsing, by 
call number, of the library shelves. 
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Primo 4.5 - Highlights פרימו

More intuitive refinement of search results 
by date
By using a slider or typing in the years, users 
can easily focus on a specific date range.
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Meet The Alma Global Support Team!

Judith Mamou Marina Penzin Mirko Thiessen Sandra Balzer Cinzia Colacicco

Judith Fraenkel
Alma Global 

Support Manager

Igor TavrogLili DaieYisrael KucharDina Fridman


