
   
 

   
 

 

Beyond 2025 
Operations and Technology Subgroup 

Context 
Put simply, what people, process, and technology are needed to fully realize Northeastern’s 
strategic plan?   
 

• Build on the Northeastern culture of adaptability and “just do it” execution 
• Leverage talented faculty, staff, students, alumni, and partners in an organization that 

broadly works together well 
• Establish greater parity in expertise, tools, and resources across the enterprise to 

address inconsistencies resulting from the university’s rapid growth 
• Opportunity to “mature” organization at scale, provide consistency across the globe, 

and maintain our “high touch” student experience 
• Expand on the “flattening” of organizational structures as experienced in our pandemic 

response. Continue to blur the organizational lines in our work. 

Vision 
What do Northeastern operations and technology look like in 2025? 
 

• The operations and technology of Northeastern University will be intuitive, with the 
starting point of a process no longer defining the experience of a process. 

• Knowledge of the organizational structures and internal processes of the institution, 
while valuable for context and perspective, will not be required for an individual to 
provide or receive service. 

• Experiences of the institution will be consistent and congruent from a "global first” 
mindset, not Boston-centric, thereby accelerating momentum and the network effect.  

• People, supported by best-of-breed operations and technology, are integral to 
innovation. People are Northeastern’s largest and most strategic asset; we will invest in 
them accordingly. 

• Leaders will cultivate a transparent, high trust environment that moves beyond fear of 
change. 

• All employees will have clear lines of decisional authority, supporting a culture of 
empowerment, agency, and shared success. 

• University staff will have clear lines of accountability and will be provided performance 
management structures that reinforce knowledge and enable success. Individuals 
identified for leadership positions will be supported with formalized cross-organizational 
development. 

• Key technology investments will be broadly adopted, with nimble redeployment of staff 
supported by retraining or realignment. 



   
 

   
 

• A “North Star” decision framework, which captures the core value delivered to our 
learners and institution (e.g., core vs. non-core, drivers of revenue growth, drivers of 
reputational strength) will underpin the optimal structure for operations supported by 
technology. This framework will shape decision making at every level and ensure every 
team and individual in the organization is aligned around a common outcome. 

• Decisions on resources and initiatives will be mapped back to strategic plans; the 
highest levels of leadership will hold themselves accountable to the annual “building 
blocks” that support a five-year plan. Shifts from plan will be clearly articulated and 
initiatives that are no longer a priority will be sunset swiftly. 

  

Themes 
High velocity transformation at scale; a unified service experience; personalization and access; 
and digital dexterity—these themes underpin the strategies that will position Northeastern as 
one of the world’s great universities. 
 
High Velocity Transformation at Scale 
Incremental, localized change and modernization, while typically more tolerable and often 
lower risk, is insufficient in meeting the accelerating demands and aspirations of Northeastern. 
High velocity transformation at scale in the operations and technology of the university aims to 
solve large-scale challenges and seize institution-redefining opportunities, rapidly and 
comprehensively. Rather than a “patchwork quilt” approach to change, the university will 
identify areas, processes, and technologies that can and should be transformed globally and at 
once—pandemic-level transformation as the new, everyday normal. This will require coherence 
in the adoption of new processes, organizational structures, and tools, university-wide; a 
consultative approach to innovation with a premium on leveraging the best of both internal and 
external talent and ideas, regardless of organizational hierarchy or longevity; compromise and a 
willingness to learn from but then rapidly let go of past ways of thinking and doing; a global and 
mobile mindset; creative and collective investment in change endeavors; and a focus on 
automation, reserving people for higher-value activity and the things machines can’t do.  
 
Unified Service Experience 
A frictionless experience with straightforward, rapid, and equal access to services and support, 
regardless of one’s location, role, organizational home, professional relationships, skill-level, or 
institutional knowledge—this is increasingly the expectation of every member of the university 
community and will be the norm for Northeastern’s approach to service delivery. Shifting to a 
unified service experience focuses on enacting a shared digital and physical approach to service 
delivery that eliminates, wherever possible, organizationally-siloed/structured services and 
support. This approach standardizes and integrates service offerings, practices, and whenever 
possible, providers across network locations and constituent groups; promotes self-service as a 
way to speed community members’ time to resolution or productivity, including through 
extensive workflow automation and by leveraging modern service platforms and paradigms; 
enables university service providers with the ability to support partner services and, when 



   
 

   
 

necessary, easily and quickly conduct warm service handoffs between partners; and ensures 
24/7 access to key service and support commensurate with the university’s global footprint. 
 
Personalization and Access 
The Northeastern community represents a diversity of aspiration, experience, ability, and 
need—it is a community of individuals with individual needs as well as of groups that form, 
morph, and reform over time. One size does not fit all, nor do generalized approaches, 
information, and tools address unique needs and circumstances. Personal content and data; an 
individual’s personal experience and abilities; aspects of the broader structures and 
environment within which an individual operates; and context of the moment or place, these 
are among the elements central to supporting every individual in personalized and accessible 
experiences. The university’s operations and technology will address these elements with a 
focus on being inclusive, adaptive, and broadly accessible—continuously working to deeply 
understand the individuals, groups, and larger community being served; leveraging the power 
of unified content and data freed from disconnected systems and data stores; adopting a 
universal design approach to decision-making, processes, space, and tools; and committing to 
accessibility for all, including for individuals with disabilities but going beyond to consider all 
circumstances that may affect access for any individual. 
 
Digital Dexterity  
Northeastern is wherever members of the university community find themselves. The ability to, 
on demand, teach, learn, research, and work from anywhere, with anyone, is a foundational 
requirement of the Northeastern experience. To enable this, the operations and technology of 
the university cannot be Boston-first, but rather they must be location agnostic and highly 
portable. But mobility of experience in the operations and technology of the university is not 
enough. Members of the university community must also possess a level of digital dexterity—
they must have the awareness and personal know-how to teach, learn, research, and work 
flexibly and to leverage and extend modern, standardized, digital tools and practices—this is 
essential to be able to be truly successful individually and, especially, in a highly collaborative, 
interconnected, and increasingly distributed and digital global community. The university will 
commit to hiring and developing a workforce, as well as cultivating a broader campus 
community of teachers, researchers, and learners, that possess the operational and 
technological acumen equal to the time. 
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