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Ex Libris Customer Care
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Customer Care for Ex Libris Software

• Ex Libris Software Customer Care teams 
is now embedded within the Library 
Software Group Business Unit managed 
by Yariv Kursh.

• Change ensures better alignment with 
product management teams and 
streamline communication.
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Welcome onboard

Luda Soffer 

Vice President Global Customer Care



Focus Areas



Customer Care Focus Areas

Case Communication 
Audit

Internal AI Assistant Workflow Review



Quality Management
Adding case quality sampling 

Managerial supervision & guidance

POC completed Roll out Q3 2024 

New: 
Case sampling (~20%)

Feedback to 
case owner

Quality 
evaluation

Continuous  
improvement



Internal AI Assistant
Empowering analysts with AI for 
faster, high-quality support

• Human support analysts remain accountable for 
responsiveness and accuracy

• Faster response and better quality

• POC completed - reduce time to resolution

Q3 2024 rollout



Customer Regional 
Support 
Expert

Alma
Fulfillment 
Expert

Alma
Resource 
Management 
Expert

Alma 
Acquisitions 
Expert

R&D

From Case Submission to Resolution in Minimal Time

Continuous updates on case status & resolution  



Community Collaboration



Support Advisory Board 
The power of community collaboration 

Alex Forrest Karen Glover

Dave Allen 

Chair IGeLU Steering 

Jason Griffiths

Chair ELUNA Steering 

Group Co-Leaders

IGeLU and ELUNA Chairs

IGeLU Consortia

IGeLU Institutions

ELUNA Consortia

ELUNA Institutions

16 members representing libraries across the globe



Community Collaboration:
Listen and Act

Setting priorities together 

Consortium case sharing 

National User Groups support 
accounts

Known Issues Platform  

Pending Customer Input 



New Known Issues Platform
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• Central platform for tracking 
and managing known issues 
impacting Ex Libris products.

• Provide a transparent and 
user-friendly experience for 
staying informed about 
current issues and their 
progress.

Rollout: H1 2025
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Nation  User Group Account - Benefits

Proper Prioritization Better Transparency



User Group Accounts – Cases submitted in the last 12 months
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11

7

8

38

3
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National User Group C

National User Group B

National User Group A

DACHELA

Open Closed



DACHELA Cases per Product
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1

Alma Primo
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About Clarivate
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