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Copyright Statement and Disclaimer  

All of the information and material, including text, images, logos and product names, is either the 

property of, or used with permission by, Ex Libris Ltd. The information may not be distributed, 

modified, displayed or reproduced –  in whole or in part –  without the prior written permission of 

Ex Libris Ltd.  

TRADEMARKS  

Ex Libris, the Ex Libris logo, Aleph, SFX, SFXIT, MetaLib, DigiTool, Verde, Primo, Voyager, 

MetaSearch, MetaIndex and other Ex Libris products and services referenced herein are 

trademarks of Ex Libris, and may be registered in certain jurisdictions. All other product names, 

company names, marks and logos referenced may be trademarks of their respective owners.  

DISCLAIMER  

The information contained in this document is provided on an "AS IS" basis for general 

information purposes only without any representations or warranties, whether express or implied, 

including any implied warranties of satisfactory quality, completeness, accuracy or fitness for a 

particular purpose.  

 

Ex Libris, and its subsidiaries and related corporations disclaim any and all liability for use of this 

information, even if advised of the possibility that loss, damage or expenses may arise. 

 

© Ex Libris Ltd., 2011 
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Last Year’s Feedback   

“Keep us 
informed.”  
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“We need 
immediate response 
to urgent issues. ”  
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“Staff are currently 
looking in 3-4 places to 

find information.”   
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“Support teams 
don’t seem to 

communicate with 
each other.”  
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More 
Information:  

Support 
Organization   
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Support Team Leader 

Yael Shalev 

Training 
Team Leader 

Ron 
Lozinsky 

 
SFX & ML KB and 

HUB Manager 

Alan Manifold 

Voyager and Primo 
Support Manager 

Brian Noone 

Aleph & SFX Support 
Manager 

Jesse Jensen 

Voyager Technical 
Team Leader 

Eitan Ben-David 

Project 
Manager 

Martin Büscher 

European Support 
Manager 

Nina 
Keren-David 

 
Global Support 

Director, Resource 
Management 

Solutions 

Julia Goldstein 

Primo & MetaLib 
Support Manager 

Zvi Finkin 

SFX & Verde Support 
Team Leader 

Ran Levi 

Total Care 
Team Leader 

Noam 
Kaminer 

 
Global Support 

Director, Discovery 
and Delivery 

Solutions 

Shelley 
Hosteller  

 
Customer Support 

Director 

Noam 
Morginstin 

 
Director of 
Processes 

Optimization & 
Engineering 

Oren Gilboa 

SFX & ML KB Support 
Team Leader  

Thea Hurwitz 

Data 
Team Leader 

Tziki Fridman 

KB Development 
Team Leader 

Adi Fubini 

24X7 Hub Leader  

Ex Libris Ltd., 2012   2012 ANZREG Seminar 



“We need 
immediate response 
to urgent issues. ”  
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March 2011:  Introduced 24x7 Hub 
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“Staff are looking in  
3-4 places to find 

information.”   
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Your Support Resources 

www.customercenter.exlibrisgroup.com 
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Trends and 
Initiatives 
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Over 1100 
institutions 

26 

212 

245 

148 

92 

21 

1013 

780 

Shift to the Cloud 
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Process Optimization 

Cloud & Hub 
Processes 

New CRM 
Master plan  

Knowledge 
management/ 
information 

systems 
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Proactive and systematic 

Hub Plans - Communication   
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KCS:  Knowledge is a Key Asset  
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“Support teams 
don’t seem to 

communicate with 
each other.”  
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Handling Interoperability SIs 

Analyst analyzes SI 

Conclusion: solution  
is in another team 

Analyst reviews issue with  
other team’s analyst 

SI assigned to relevant 
analyst in other team 
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2012 New Releases  

Alma Release: 
2012 

Aleph 21: 
Released 

Primo 4:  

May 2012 

DigiTool 3.4: 
March 2012 

Rosetta 3:  

April 2012  

Voyager 8.1: 
Nov 2011 

 8.2:  Dec 2012  
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Thank you! 
Nina 

Global Support  
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