About the Service Management Initiative 
As part of the Cornell Experience Modernization Initiative (CEMI), the Service Management workstream is partnering with service providers across Cornell to identify and address the long-standing challenges that arise when organizations, processes, technologies, and support models operate independently of one another.
Our goal is not to impose a one-size-fits-all solution, but to work alongside service providers to understand their services, their customers, and the obstacles they face when delivering and supporting services across organizational boundaries. We recognize that many of the challenges impacting customer experience today—such as fragmented technologies, disconnected support, inconsistent processes, duplicate effort, and limited visibility—cannot be solved by any one provider alone.
In the near term, our focus is supporting the services and support models required to manage the new Enterprise Resource Planning (ERP) technology capabilities being delivered through CEMI. More broadly, we are working toward a future where administrative and technology service providers can work closely together by leveraging shared practices, common data, and integrated technologies to better serve their customers. This moment of institutional transformation presents a rare opportunity to reimagine how Cornell delivers and supports services, creating a unified One Cornell experience for students, faculty, and staff. 
At the center of this effort are the students, faculty, and staff who rely on Cornell services every day. The more effectively service providers can work together behind the scenes, the more seamless and intuitive the experience becomes for our customers. We are committed to being partners in that journey, learning from each provider's expertise, understanding their unique needs, and helping identify the common capabilities that will allow all of us to deliver a more connected and unified Cornell experience. Your success is our success! As we navigate a period that demands greater efficiency and effectiveness, our focus is on helping service providers deliver and support services in ways that create exceptional customer experiences worthy of Cornell's mission, reputation, and commitment to excellence.

Plan of Action 
Phase 1: Current State Assessment (FY26)
Establish a comprehensive understanding of existing service management capabilities, organizational models, processes, technologies, and maturity across Cornell IT organizations.
Phase 2: Future State Design & Recommendations (FY27)
Develop recommendations for a common service management operating model, governance structure, technology strategy, and implementation approach to support CEMI and future organizational integration.
Phase 3: Implementation & Enablement (FY28)
Implement approved service management capabilities, processes, and technologies across Ithaca IT and selected service providers to support ERP and other CEMI initiatives.
Phase 4: Enterprise Roadmap (FY29 and Beyond)
Establish a multi-year roadmap for expanding service management capabilities across Cornell to support a unified, enterprise-wide service experience.
Outcome
This effort will produce a practical roadmap and set of actionable recommendations across people, process, data, governance, and technology. These recommendations will establish the foundation for a consistent approach to service management, enabling service providers to collaborate more effectively, leverage shared capabilities, improve operational efficiency, and deliver a more seamless experience for students, faculty, and staff.
Mission Statement
Our mission is to enable Any Customer, Any Service, One Experience by bringing together service providers, practices, data, and technology to deliver seamless, customer-centered services across Cornell.

Short-Term Goal (FY26–FY28)
Establish and implement a common service management foundation for the service providers supporting new ERP capabilities delivered through CEMI. This includes defining shared practices, governance, data standards, support models, metrics, and enabling technologies needed to deliver a consistent customer experience and support model across participating providers. The immediate need is to work directly with the functional service providers that will be using the ERPs to deliver their own services in domains such as HR, Finance, Benefits, Data & Analytics while also assisting information technology groups in supporting those new ERP platforms. 
Long-Term Goal (FY29 and Beyond)
Leverage the lessons learned, capabilities established, and operating model proven through the CEMI ERP implementations to expand service management practices and enabling technologies across additional Cornell service providers over the next 3–5 years. The long-term objective is to create a scalable, enterprise-wide service management ecosystem that enables Any Customer, Any Service, One Experience across Cornell.

Get to Know the Team
Drawing on internal expertise and different perspectives, the leadership team for the Service Management Practice/Process areas include representatives from Weill Cornell Medicine and the Ithaca campus.
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