THE BACKGROUND: information Technologies
& Services (ITS) provides camprehensive 1T infrastruchire;
- -management, service, and 5upporl for the Weill Cornell
; Medtcar Co[lege L:t:rmrnunrly Wrth ‘more than 150 S
emplcwes FTS suppc—rls maore Ihan 10,000 computer. - i
; users, more than 100 servers, and numerous clinical, resea}'ch and
_"_;ar!mlmslmllve software appucatrons TS also creates rnnovatwe
Socomputer systems. and appllcallons for spe-mhc clinical and research =
‘-..pmjects |nc}udmg f:.ultmg-adge work in geneﬂcs and 5lruc:tura[ bm{cgy

i _'THE CHALLENGES The techmcal serviceand
i s‘upporl ‘team at Cornéll Medu':ar IT5 stroggled with: custnmer ;
‘SBI'VI{:’E sufrarmg fmm a lack of motwanan and [requeﬁtly o

RESULTS:

Employee satisfaction
increased from 32 percent
to 87 percent—

in one month!

GHDI

CERTIFIED :

o -:.censml;ent quaFtty custpmert sennce ,acmss aII l'hrae customer i
“bases made it-difficutt to assess and respcnd to customer
: feedback Furlhermcr%. the erS taam ﬂ+dnl" have the .

HDI certification
for ITS staff

CHALLENGE:

Lack of motivation and
an inability to meet
customer needs =

_' Be More.
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