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The different
assets that are 
here for you:

In no particular order ☺

1) Customer Support

2) Bluenotes Community

3) Online Help Center

4) Explorance Training Academy

5) Customer Success Managers



Customer Support
How we make sure you are taken care of!

• Review customer feedback
➢We review all customer feedback, and we use your feedback to improve our processes and train our Customer Support agents

➢ Any product feedback provided we share with the product team

• Follow the sun support
➢We have customer support agents available to assist you globally.

➢ Any urgent or high priority request received in Customer Support the ticket is worked on overnight through all our regions in order to 
provide you a quicker resolution (APAC, EMEA,NA).

• Escalation Process
➢When a ticket is received it is reviewed by a Customer Support Agent and a priority is set. If the agent can not resolve the issue the 

following steps will happen. The time for each escalation is dependent on the priority of ticket.



Customer Support
How we make sure you are taken care of!

1. Issue reviewed by the Customer Support Manager
- The Customer Support Manager will review the ticket with the CS agent
- They can increase the priority of the ticket if needed (severity of issue, date needed by, impact of issue…)
- Workaround may be provided to unblock the customer
- Internal ticket opened with Support Operations Team if solution can not be found.

2. Escalation to Level 2 (Support Operations Team) 
- More depth analysis and investigation on the issue
- Issue is reproduced in local environment for investigation
- Workaround may be provided to unblock the customer
- Once confirmed it is a product issue an internal ticket is sent with development team (level 3) 

3. Escalation to Level 3 for Product team
- Issue tracing to locate source of the problem
- Workaround may be provided to unblock the customer through temporary fix
- Patch created to address issue
- Fix may be assigned to a later release 

4. Escalation to higher management
- Management teams discuss the issue and assign additional resources to the issue if needed
- They get involved in the investigation/solution to find ways to get this resolved quickly



The Bluenotes Community

the Bluenotes Community was established to allow you to connect with and learn from 
other higher education institutions.

It all started in 2012 in Melbourne when RMIT called on a group of Blue Australian 
universities to join an Explorance seminar. The experience was a positive one. A community 
was established and everyone learned. 

The success of the event led us to transform the informal user meeting into annual face-to-
face four-day global learning events that provide workshops, real-life Blue implementation 
success story presentations, and a sneak peak of the latest and greatest Blue.



Connect. Share. Learn. Grow.
• Community Engagement 

• Supports the Bluenotes Community institutions in advancing its community mission to “Connect. Share. Learn. Grow.”

• Bluenotes community members connect with each other via various online and offline channels to meet and greet fellow 
Blue users, share successes and challenges, advance product knowledge and expertise for their institutions, learn more 
about the future of Blue, and help refine the vision of Explorance

• Bluenotes Community Discussion Forums

• Bluenotes Community Meetups

• Webinars for Bluenotes Community

• Bluenotes Conferences 

• Bluenotes GLOBAL

• Bluenotes APAC

• Bluenotes Europe

• Bluenotes MENA

• Contact:

• Bluenotes Community Support Team (bncommunity@explorance.com)



Help Center



Guides for:

✓ Instructors

✓ Students

✓ Academic leaders

✯ Master release notes

▸ A to Z setup guides

▸ Best practices & tips

Recent:

▹ Report visualizations

▹ 360 on-demand

🔍 Filtered space search

▸ Customer presentations

▸ Community report 
samples

▸ Collaboration resources

▸ Blogs

Tools & resources

▸User guides

▸Master release notes

▸Solution and best practice center

▸Participant guides

▸Community resource sharing center

Online Help resources



Coming soon

▸ Search results displaying FAQs 
and content preview

▸ API developer resource center 
(Functions, forums, sample 
code/GitHub)

▸ New solutions resources -
Custom report layouts

▸ News and announcements 
space (e.g., releases, events, new 
content, etc.)

FAQs in search results

Preview for search content

Tools & resources
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Tools & resources
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Coming soon

▸ Search results displaying FAQs 
and content preview

▸ API developer resource center 
(Functions, forums, sample 
code/GitHub)

▸ New solutions resources -
Custom report layouts

▸ News and announcements 
space (e.g., releases, events, new 
content, etc.)

Tools & resources

🗓 News and announcements space on:

▸ Latest releases

▸ Upcoming releases

▸ Training schedule

▸ Upcoming webinars

▸ Community events

▸ Forums

▸ New content and articles

▸ Maintenance windows

▸ Etc.



Explorance Training Academy (ETA)

• Enhancing the Blue Learning Experience



Modernized 
Learner 
Experience

• Interface

• Technology

• Interactivity

• Embedded knowledge checks

• Videos

• Closed Captioning

• New LMS



Context • Blue Concepts

• Scenario-based

• Blue in Action

• Blue Reporting





What’s Next • Additional modularized content

• Intermediate and Advanced content

• Simulations

• Blended learning?



Customer Success Management

Bethany Remely, VP Global Customer Success



Customer 
Success 
Management 
is…

✓ Proactive

✓ Coordinating your account team

✓ Focused on helping your institution meet both 
short and long-term goals

Customer 
Success 
Management 
is not…

X Technical Support

X Outsourced Administration

X Sales-focused



A (Non-Exhaustive) List of How CSMs Can Help

Course 
Evaluation

Advanced 
Reporting Blocks

Response Rates
Decision 
Tracking

Dashboard 
Strategy

Demographic 
Analysis

Instructor 
Performance

KPI Review

Closing the Loop
Midterm 
Feedback

Degree/Program 
Evaluation

Connect 
Learning Data to 
Business Results



Thank you

https://bit.ly/BNG2022_045

https://bit.ly/BNG2022_045

