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This report presents the results of our review of the Tax Exempt and Government Entities
Division (TE/GE) Modernization Efforts. In summary, we found that additional actions are
needed to ensure the timely and successful implementation of the Tax Exempt and
Government Entities Division modernization initiatives.

Our recommendations will increase assurances that TE/GE management has taken steps
to successfully migrate the Employee Plans and Exempt Organizations structure to the new
TE/GE Division. TE/GE Division Management agreed with each of the recommendations
presented in the report. Management's comments have been incorporated into the report,
and the full text of their comments is included as an appendix.

Copies of this report are being sent to the IRS managers who are affected by the report's
recommendations. Please contact me at (202) 622-6510 if you have any questions, or
your staff may call Maurice S. Moody, Associate Inspector General for Audit (Headquarters
Operations and Exempt Organizations Programs), at

(202) 622-8500.
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Executive Summary

The key component of the Internal Revenue Sarvice' s (IRS) modernizetion effort is the desre to
provide quality service to its customers through more focused customer service and to enhance
accessihility to IRS personnd and information. The Tax Exempt and Government Entities (TE/GE)
Divisgon is committed to providing customers top quality service and protecting the public interest by
applying the tax laws with integrity and fairessto dl. The TE/GE Divison met its target start-up god of
December 1999 and is currently in the implementation phase of its modernization efforts.

The overdl objective of thisreview was to assess the trangtion to and implementation of the new
TE/GE Divison business unit.

Results

The IRS has taken positive steps toward ensuring the successful migration to the new TE/GE Divison.
TE/GE Divison management hes established a budget and financia office to administer its budget,
selected criticd Divigon executives and filled key management positions; established del egations of
authority to fulfill its misson; developed a communication plan to reach customers, sakeholders, and
employees, implemented some “workarounds’ to minimize disruptions to operations, and established
performance measures for the TE/GE Divison.

Nonetheless, additiond actions are needed to minimize the inherent risks associated with such amgor
endeavor. Timely addressing theserisksis critica to ensure the successful implementation of the TE/GE
Divison's modernization vison. To effectively manage the risks associated with the TE/GE Divison
modernization initiatives, management should:

Empower a project manager with overdl responshbility for the modernization of the TE/GE Divison.

Establish the necessary processes to better identify, evaluate, and report internal and external
concerns reding to the modernization initiatives.

Develop a process to better capture and monitor the status of workaround procedures.

Develop an effective process for monitoring, transferring, and controlling work to the new
organizationd dements.

Establish the necessary procedures and processes to better control the work performed by non-
TE/GE Divison functions.
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Management Actions Are Needed to Establish Overall Responsibility That
Will Ensure End-To-End Accountability for Managing Risks During the
M oder nization of the Division

The TE/GE Divison did not incorporate the concept of a Sngle executive or

senior-level person with end-to-end accountability into its implementation governance structure to
manage its modernization initiatives. Currently, the Commissioner,

TE/GE Divison, oversees dl work associated with business and systems modernization while so being
responsible for maximizing customer service in TE/GE Divison core processes. This broad-based
management approach presents amgor challenge for this executive. The gppointment of an executive
or senior-level person to assist the Commissioner in managing the modernization activities should
provide the

TE/GE Divison with a greater opportunity to achieve its modernization vison.

Additional Actions Are Needed to Enhancethe Division’s Effortsto Monitor
the Transition of Key Processes

The TE/GE Divison has developed a communication plan to facilitate completion of its modernization
initiatives. However, additiona actions should be taken to better control, evaluate, and report interna
and externd stakeholder concerns and comments. TE/GE management would then be in a better
position to reedily identify and resolve criticd issues facing trangition from the old to the new
organization. TE/GE Division executives advised usthat severd initiatives are underway to develop a
permanent method to collect, evauate, and report internal and externa stakeholder concernsto
gopropriate TE/GE Divison management officids.

Managerial Actions Are Needed to Ensure Workarounds Are Timely
Developed

A “workaround” is atemporary solution to a problem that alows a new organization to be operationd
until afina solution can be developed and implemented. Workarounds are designed to ensure no
disruption of operations and customer service and to facilitate the successful stland-up of the new
organization. The TE/GE Divison does not have an effective process to identify and monitor the status
of workarounds. The inability to adequately capture and monitor workarounds may prevent the
Divison from effectively tracking its efforts to timely replace vita processes with permanent solutions.
Workarounds that are not timely replaced with permanent solutions could result in work stoppage and
prevent the TE/GE Divison from achieving its modernization vison.
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Additional Management Actions Are Needed When Transferring Work to
the New Organizational Elements

Our review of TE/GE Divison implementation plansto transfer the cases to the new organizationa
elements' showed that Division management needs to monitor the transfer of work and ensure that
gppropriate tests are conducted using the new Audit Information Management System (AIMS)
organization codes. We did not identify any specific procedures to monitor the transfer of work to the
new TE/GE Division organizationa eements or plansto test the systemic updates to the AIMS prior to
actud transfer of work to the new organizationd elements. The development of an effective process for
monitoring, transferring, and controlling cases to the new organizationd eements would help ensure the
timely transfer and processing of cases during the planned case transition period. Otherwise, cases may
be inappropriately removed from the AIMS control system.

Increased Actions Are Needed by Management to Effectively Overseethe
Work Performed by Non-Tax Exempt and Government Entities Division
Functions

Now that it has become an independent entity within the IRS, the TE/GE Divison must rely on other
business units to assg its managers in meeting the modernization vison. Without establishing effective
working relationships with these non-TE/GE Divison functions, the new TE/GE Divison could be at risk
of not fully accomplishing its mission, goas, and objectives. Additionaly, ensuring the establishment of
end-to-end accountability through the effective use of forma agreements with other non-TE/GE
business entities would enhance the TE/GE Division’s ability to manage the support services provided
by these organizations.

Summary of Recommendations

The Commissioner, TE/GE Division, should sdect a senior-leve officid as a project manager with the
authority to manage and oversee modernization activities currently underway and planned. Also, the
TE/GE Divison Commissioner should establish an effective communication process to ensure that dl
interna and externa stakeholder concerns and comments are properly captured and evaluated.
Additiondly, the Commissioner, TE/GE Divison, should ensure that the Program Management function
identifies and monitors the risks associated with TE/GE Division core processes that could result in
disruptions to customer service. The Commissioner, TE/GE Division, should consder the establishment
of organizational eements to plan, control, and oversee the work performed by non-TE/GE Divison

! The TE/GE Division established six new areas to replace the four Key Districts that previously served its customers.
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Functions and develop Service Level Agreements that will specify the services to be provided and the
methodology to be used to monitor the quality of services.

Management’s Response: |RS management agreed with the facts cited in the report and is taking the
gopropriate corrective actions. The TE/GE Divison will establish a senior management officid who will
oversee future modernization activities and will establish ownership and oversght responsibility for
addressing stakeholder concerns and comments. Also, the TE/GE Divison will identify and monitor the
risks associated with core processes that could result in disruptions to customer service and ensure that
permanent solutions are in place and working asintended. Additionaly, management will validate the
transfer of casework from the old organizationd structure to the new organizationd structure. The
TE/GE Divison will establish the organizationa eements to plan, control and oversee the work
performed by the Collection function and enhance the service leve agreement with the Information
Systems (1S) organization. Management’s complete comments are included in the body of the report,
where gppropriate and their complete response to the draft report isincluded as Appendix 1V.
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The overall objective of this
review was to assess the
transition to and
implementation of the new
TE/GE Division.

Objective and Scope

The overal objective of this review was to assess the
trangtion to and implementation of the new Tax Exempt and
Government Entities (TE/GE) Divison. The Internd
Revenue Sarvice s (IRS) intended bendfit for thisinitiative is
to improve customer service to the taxpayer community
through more efficient and responsive operations.

In accomplishing our objective, we:

Assessed TE/GE Division management processes for
monitoring risks associated with the trangtion to the new
TE/GE Divison.

Evduated TE/GE Divison efforts to effectively trangtion
and implement the new organization.

We evduated various modernization design and
implementation documents and conducted interviews with
Nationa Headquarters officidsin the

TE/GE Divison, Smdl Busness/Sdf Employed (SB/SE)
Divigon, Callection function, and the Information Systems
function (Strategic Planning and Client Services). We dso
conducted interviews with the Acting TE/GE Divison Area
Managers for the Northeast, Southeast, Mid-States, and
Western Key Didgtrict Offices. The audit was conducted
between October 1999 and July 2000, in accordance with
Government Auditing Standards.

Details of our audit objective, scope, and methodology are
presented in Appendix . Mgor contributors to this report
are listed in Appendix I1.
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The RRA 98 resulted in the
IRS designing a new

TE/GE Division built around
specific groups of taxpayers
with relatively similar needs.

Background

The IRS Restructuring and Reform Act of 1998

(RRA 98)" resuited in the IRS designing anew TE/GE
Division built around specific groups of taxpayers with
relaively smilar needs. The TE/GE Divison isrespongble
for creating and executing business practices and Strategies
to meet customer needs relating to pension plans, exempt
organizations, and governmentd entities. The IRS
modernization efforts will make the TE/GE Divison more
responsive to taxpayer needs by assigting customersin
understanding their tax requirements, improving compliance
through customer-initiated programs, processing filings and
payments accurately, and identifying and correcting non-
compliance.

The key component of the IRS modernization effort isthe
desire to provide qudity service to its customers through
more focused customer service and to enhance accessibility
to IRS personnd and information. The overdl god of the
TE/GE Divison isto focus on providing timely top qudity
customer service. To accomplish thisgod, the TE/GE
Divison has indtituted a management structure to oversee the
implementation of its modernization inititives. A TE/GE
Divison Program Management team has been established to
prioritize implementation initiatives, mantain oversght over
workforce trangtion, and monitor risks associated with the
initiatives.

To assis the TE/GE Divison in meeting its modernization
vigon, working relationships were established with other IRS
functions respongible for providing support to the new
operaing Divison. These arrangements were made to assst
TE/GE Divison management in minimizing the risk of
disruptions to ongoing operations and customer services
during the trangtion.

1 Pub. L No. 105-206, 112 Stat. 685.
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The IRS has taken positive
steps toward ensuring the
successful migration to the
new TE/GE Division.

Results

The IRS has taken positive steps towards ensuring the
successful migration to the new TE/GE Divison. TE/GE
Divison management is committed to providing customers
top quality service and protecting the public by gpplying the
tax laws with integrity and fairnessto dl. Specificaly,
TE/GE management hes.

Egtablished a budget and financid office to adminigter its
budget.

Sdected criticd Divison executives and filled key
management positions.

Egtablished ddegations of authority to fulfill its misson.
Developed a communication plan to reach customers,
stakeholders, and employees.

Implemented some “workarounds’ to minimize
disruptionsto operations.

Established performance measures for the

TE/GE Divison.

While the TE/GE Divison has made consderable progress,
additiond actions are needed to ensure the success of its
modernization vison. Specificdly, the TE/GE Divison
should:

Empower a project manager with overall responsbility
for the modernization of the TE/GE Divison.

Establish the necessary processes to better identify,
evauate, and report the criticdity of al internd and
externa concerns relating to the modernization inititives.
Develop a process to better capture and monitor the
status of workaround procedures.

Deveop an effective mechaniam for monitoring,
transferring, and controlling work to the new
organizationa dements?

> The TE/GE Division established six new areas to replace the four
Key Districts that previously served its customers.
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The TE/GE Division has
made considerable progress
in the establishment of an
implementation gover nance
structure.

Additional actions are
needed to minimize the
inherent risks associated
with such a major endeavor.

Establish the necessary procedures and processesto
better control the work performed by
non-TE/GE Divison functions.

Management Actions Are Needed to Establish
Overall Responsibility That Will Ensure
End-to-End Accountability for Managing Risks
During the Modernization of the Division

The TE/GE Division has made congderable progressin the
establishment of an implementation governance structure to
coordinate and track modernization initiatives. The structure
consgts of an Implementation Steering Committee (1SC) and
an implementation Program Management team. The TE/GE
Divison Program Management team reports to the
Commissioner, TE/GE Divison, who aso chairsthe ISC.

The 1SC and the Program Management team have different
roles in managing and ensuring that implementation initiatives
are successfully completed. The 1SC approves maor
modernization work efforts and provides high-level guidance
to modernization sub-teams. The ISC is tasked with
providing guidance and leadership throughout the
implementation of the new TE/GE Divison. ThelSC dso
approves the prioritizetion of implementation initiatives and
addresses external and internal barriers to completion of
modernization initiatives. The TE/GE Divison Program
Management team coordinates and tracks the progress of
the modernization agenda and facilitates communication with
the 1SC and the IRS Program Management function for
modernization.

Even though the TE/GE Divison has made consderable
progress in the establishment of an implementation
governance structure to coordinate and track modernization
initiatives, additiond actions are needed to minimize the
inherent risks associated with such amgor endeavor. The
TE/GE Divison did not incorporate the concept of asingle
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executive or

senior-level person with end-to-end accountability into its
implementation governance structure to manage its
modernization initigives. Decisons are made by the various
design teams assigned to the modernization of the TE/GE
Divison, with fina approva by the ISC.

Whilethis practiceisin linewiththe IRS current
methodology 2 for managing its modernization efforts, the
appointment of an executive or senior level person to assst
the Commissioner in managing the modernization activities
should provide the TE/GE Divison with a grester
opportunity to achieve its modernization vison. This
designated project manager could assst executivesin timey
identifying issues that may jeopardize successful completion
of TE/GE modernization inititives. Also, TE/GE
management would have greater assurance that problems
resulting from scheduling and alocating scarce resources are
timely and effectively resolved. Further, the establishment of
end-to-end accountability for project management is akey
process for assgning clear roles and respongbilitiesto key
management personnel.

Currently, the Commissioner, TE/GE Divison, oversees dl
of the work associated with business and systems
modernization while dso being responsible for maximizing
customer service in TE/GE Divison core processes. This
broad-based management approach presents a major
demand on the Divison Commissoner’ stime and attention
and could divert her from focusing on critica operations
affecting customer service.

® TE/GE Division mechanisms for managing modernization activities
include Design and Program Management Teams who are
responsible for coordinating their actions with IRS Program
Management and other modernization teams.
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Additional actions should be
taken to better control,
evaluate, and report internal
and external stakeholder
concerns and comments.

Recommendation

The Commissoner, TE/GE Dividon, should:

1. Sdect asenior-level management official as a project
manager with the authority to manage and oversee
modernization activities currently underway and planned.

Management’ s Response: The Commissoner, TE/GE
Divison, assgned the Director of Planning the authority and
respongbility to manage and oversee current and future
modernization activities.

Additional Actions Are Needed to Enhance the
Division’s Efforts to Monitor the Transition of
Key Processes

The TE/GE Divison has developed a communication plan to
fecilitate completion of its modernization initiatives.

However, additional actions should be taken to better
control, evaluate, and report internal and externa
stakeholder concerns and comments. TE/GE management
would then bein a better pogtion to readily identify and
resolve criticd issues facing trangtion from the old to the
new organization.

The Commissoner, TE/GE Divison, has assgned leadership
for executing the communication plan objectivesto the
Director, Communications and Liaison. In addition, task
teamns have been established on an “as needed” basisto
redlize and fine-tune the various communication tools.
Although these actions have established the organizationd
sructure to implement the plan objectives, sound
management practices dictate that additiona actions be
taken to better control, evauate, and report interna and
externa stakeholder concerns to appropriate TE/GE

Divison management officds.
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Our review of the Communication Plan showed thet the
methodology for informing interna and externa stakeholders
of the gatus of TE/GE Divison modernizetion initiatives
appears adequate. 1n addition, the Communication Plan
reflected that comment boxes, question and answer sessons
with the stakeholders,

e-mall addresses, and hotlines will be the primary toolsto
identify stakeholder concerns and comments for
modernization initiatives. Although these feedback systems
are excdllent communication tools, additional processes
should be established for prioritizing and reporting to
management the various stakeholder concerns and
comments. Also, the planned methodology to record and
evauate feedback from interna and externd stakeholders
could be enhanced.

TE/GE Divison management established atemporary
database to capture stakeholder comments concerning its
modernization efforts. The decision to capture stakehol der
concerns and comments during the design phase provided
the design teams with an important tool to monitor the initia
impact of modernization initiatives. Nevertheess, we
identified severd issues that TE/GE Division management
should consider when designing permanent processes for
controlling stakeholder concerns and comments.
Specificdly, the process should:

Establish end-to-end accountability to resolve
stakeholder concerns and comments.

Develop clear procedures regarding the processing of
stakeholder concerns and comments.

Provide an effective tool to manage stakeholder
concerns and comments.

Establish an effective process to evaduate the criticaity of
stakeholder concerns and comments.
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An effective process to
capture internal and
external stakeholder
concerns and comments
would enhance TE/GE
Division management’s
ability to oversee the

moder nization initiatives.

An effective process to capture internd and externa
stakeholder concerns and comments would enhance TE/GE
Divison management’ s ability to oversee the modernization
initiatives. Also, management will bein a better postion to
reedily identify and resolve criticd issues facing trangition
from the old to the new organization. We were advised by
TE/GE executive management that severd initiatives are
underway to develop a permanent method to collect,
evauate, and report internal and externa stakeholder
concerns and comments. For example, the TE/GE Divison
and the National Treasury Employees Union Nationd
Partnering Council are committed to promoting effective
two-way communication. Part of the Council’ s Srategy for
promoting effective two-way communication isthe
edtablishment of a mechaniam for recaiving employee
comments and concerns and responding to stakeholder
feedback timdly and effectively.

Recommendations

The Commissoner, TE/GE Divison, should:

2. Egablish ownership and oversight responsibility for
addressing stakeholder concerns and comments with
one TE/GE Divison senior management officid.

3. Edablish the necessary methodology to ensure that dl
interna and externd stakeholder concerns and
comments are properly captured and evauated. The
methodology selected should ensure that those critical
issues adversdy affecting the Divison aretimey
identified and reported to appropriate
TE/GE Divison management officds.

Management’s Response: The TE/GE Divison hasfive
distinct groups of customers, and the Commissioner, TE/GE
has assigned responsibility for addressing the concerns and
comments of each group to a specific officer. The Directors,
Customer Education and Outreach, for Employee Plans
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The TE/GE Division does not
have an effective process to
identify and monitor the
status of workarounds.

(EP) and for Exempt Organizations (EO) have responshbility
for EP and EO customers, respectively. The Managers,
Outreach Planning and Review, for Federa, State and L ocal
Governments (FSL), for Indian Triba Governments (ITG),
and for Tax Exempt Bonds (TEB) have responsbility for
Government Entities (GE) customers.

The TE/GE Divison has anumber of initiaivesin place to
enhance its ahility to recelve and evauate stakehol der
concerns and suggestions. The Tax Exempt Advisory
Committee, will consst of 20 externa customers (6 each
from EP, EO, and GE, and 2 members with overlgpping
expertise) who will raise issues, concerns, and suggestions to
the Commissioner and Directors and provide ingght asto
appropriate recommendations for action. The TE/GE
Divison has created pilot teams to analyze the results of
customer satisfaction surveys and suggest appropriate action
on customer concerns.

Managerial Actions Are Needed to Ensure
Workarounds Are Timely Developed

A “workaround” is atemporary solution to a problem that
dlows anew organization to be operationa until afina
solution can be developed and implemented. Workarounds
are designed to ensure no disruption of operations and
customer service and to facilitate the successful stand-up of
the new organization.

The TE/GE Divison does not have an effective process to
identify and monitor the status of workarounds. The ingbility
to adequately capture and monitor workarounds may
prevent the Divison from effectively tracking its efforts to
timely replace workarounds with permanent solutions.
Workarounds that are not timely replaced with permanent
solutions could result in work stoppage and prevent the
TE/GE Divison from achieving its modernization vison.
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The TE/GE Divison Phase Il Refined Program
Management Plan specifies that the TE/GE Divison Program
Management function will identify and assessthe risksto
timely completion of the modernization initiatives. The
TE/GE Divison modernization design plans reflected 66
workarounds necessary to implement the new TE/GE
Divison. Our review of these workarounds identified 17
with the potentia to create work stoppages if the
workarounds are not timely replaced with permanent
solutions or become ineffective during the trangtion to the
new organization. TE/GE management dtated thet the
Directors, not the Program Management function, will be
respongble for ensuring that the workarounds are effective
and will be replaced with timely permanent solutions.
However, we believe the Program Management function
should monitor the process for replacing workarounds with
permanent solutions because they are currently responsible
for assessing and reporting the risks associated with TE/GE
Divison modernization efforts

Of the 66 workaroundsin the TE/GE Divison modernization
design documents, 36 (55 percent) did not have a
permanent solution date. 1t will be difficult for TE/GE
management to effectively monitor solutionsto these
workarounds without gpproved completion dates.

For example, the dates for solutions to workarounds
necessary for the implementation of the Customer Account
Services (CAS) function had not been determined at the
time of our review. None of the

23 CAS workarounds were given a date when afina
solution would be implemented. Without the establishment
of solution dates, thereis the risk that the CAS support
function will be unable to timely address such critica
workaround issues as training needs for customer service
representatives, benchmarks to guide staffing, or resources
avallable for facilities and telecommunication needs.
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The inability to effectively
monitor workarounds to
ensure permanent solutions
are timely devel oped may
affect the TE/GE Division’s
efforts to successfully
achieve its moder nization
goals to improve customer
service.

In addition, the TE/GE Divison has not established afind
solution date for aworkaround for identifying FSL entities.
If the FSL customers are not timdly identified, the TE/GE
Divison may be unable to identify its customer base for the
GE function and, as aresult, cusomer service may suffer.

The TE/GE Divison Program Management function is
respongible for identifying and assessing the risks to the
timely completion of the modernization initiatives throughout
Phase 111 Implementation, which endsin December 2000.
However, our andysis of the

66 workarounds showed that 12 (18 percent) workaround
solutions were scheduled to be implemented after December
2000. One of the workarounds relates to developing
conggtent training programs for those employees who
examine taxpayer accounts. Another workaround involves
modifying and updeting exiding training to include outsde
materids and sarvices, including the use of Chief Counsdl
personnd. Because permanent solutions must be timely
devel oped for these workarounds, the TE/GE Divison
Program Management function should continue to monitor
the 12 workaround solutions beyond the December 2000
time period.

Theinability to effectively monitor workarounds to ensure
permanent solutions are timely developed may affect the
TE/GE Divison's efforts to successfully achieve its
modernization goals to improve customer service,
Therefore, TE/GE Divison management should ensure that
al workarounds are effectively tracked and monitored by
the TE/GE Divison Program Management function.

Recommendation

The Commissioner, TE/GE Dividon, should:

4. Ensurethat the Program Management function identifies
and monitors the risks associated with TE/GE Division
core processes that could result in disruptions to
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customer service. Also, Program Management should
closdy monitor dl other TE/GE Divison workaround
processes to ensure that permanent solutions are in place
and working as intended.

Management’s Response: The TE/GE Divisdon will andyze
the workarounds that remain incomplete after December 31,
2000, and will identify those workarounds that present arisk
of disruption of customer service. The Directors are
resoonsible for implementing the permanent solutions that
will replace the workarounds. The Commissioner and
Deputy Commissioner will monitor the progress of
implementing permanent solutions to the workarounds at
regular operationa reviews with the Directors. The TE/GE
Divison is developing a comprehensive tracking system, and
will add incomplete critical workarounds to this system when
it is operationd.

Additional Management Actions Are Needed
When Transferring Work to the New
Organizational Elements

Our review of TE/GE Divison implementation plansto
transfer the cases to the new organizationa &ements showed
that Divison management needs to monitor the transfer of
work and ensure that appropriate tests are conducted using
the new Audit Information Management System (AIMS)*
organization codes. We did not identify any specific
procedures to monitor the transfer of work to the new
TE/GE Divison organizationd dements or plansto test the
systemic updates to the AIMS prior to actua transfer of
work to the new organizational elements. The development
of an effective process for monitoring, trandferring, and

*The AIMSisan inventory control system used by the TE/GE
Division to control taxpayer accounts that are being examined by the
TE/GE Division.
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The requirement to transfer
control of examination cases
to the new organizational
elements has resulted in
additional risks that some
cases may not be
successfully controlled using
the new organizational
codes planned for the AIMS.

controlling cases to the new organizational € ements would
help ensure the timely transfer and processing of cases
during the planned case trangition period. Otherwise, cases
may be inappropriately removed from the AIM S control
sysem.

The requirement to transfer the control of examination cases
to the new organizationa e ements has resulted in additiond
risks that some cases may not be successfully controlled
using the new AIMS organizationd codes. Although actions
are currently underway to transfer cases to the new
organizationa eements and to vdidate the transfer actions
using inventory control records, the modernization design for
the systemic conversion of al TE/GE work is not scheduled
to be completed until the end of 2000.

Our review of TE/GE Divisgon Implementation plansto
move cases to the new organizationa el ements showed that
TE/GE Divison Program Management needs to monitor the
transfer of work and ensure that appropriate tests are
conducted using the new AIMS organization codes. For
example, there were limited initiatives to monitor the
trangtion of work to the new TE/GE Divison organizationa
eements. Through discussons with TE/GE Divison fidd
managers, we learned that updated procedures were not
devel oped to ensure cases would be properly transferred to
the new organizationa dements.

Although the TE/GE Divison implementation planning
documents suggest that line managers use devel opment,
testing, and refinement teams to bring transformation
initiatives to the implementation-ready stage, we did not
identify any plansto conduct a pilot test to determine the
feasbility of using the reprogrammed AIMS codes. Therole
of tegting and refinement teams is to refine the design of
processes using pilots and other pre-implementation tools.
The testing tools were suggested to facilitate the
development of complex or high-risk transformation
initistives
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Even though severd workarounds indicate that procedures
are in place to ensure that examination cases will be
transferred to the new organizationa € ements and properly
closed, our discussonswith

TE/GE Dividon officids showed that existing procedures
had not been updated. The assignment of new group
organization codes poses unique problems that warrant the
development of revised procedures for transferring work to
new organizationd dements.

Additiond interviews with TE/GE Divison management aso
confirmed that adequate procedures are not in place for
processing case trandfers. TE/GE Division management
stated that old procedures for transferring cases had not
been changed since initiation of the reorganization. Further,
aworkaround procedure, established at the start-up of the
new TE/GE Divison, would continue to use current AIMS
codes until the cases are moved to the new geographic area
sructure. Thisworkaround procedure did not appear to
address the critical need to timely update and test the AIMS
control system prior to the actud transfer of work to the new
organizationd eements.

Although uniform procedures for the transfer of work to the
new organizationa elements were not identified, a
memorandum dated April 13, 2000, from the TE/GE
Divison Director, Business Systems, to the Area Managers
outlines the actions necessary to move AIMS case
inventories to the new TE/GE Divison area office and
service center structure. This memorandum provides an
example of cases that could become inaccessible because of
the AIMS converson. The procedures require that al cases
in AIMS organization code® 73X X be updated to
organization code 71X X between April 22, 2000, and May

® AIMS organization codes describe the field office that has
responsibility for working the examination of the organization. The
four digits correspond to the unique identifiers assigned to the
office.
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The development of an
effective mechanism for
monitoring, transferring,
and controlling cases to the
new organizational elements
could minimize the risks of
transferring cases during
the transition period.

17, 2000. If 73XX cases have not been updated prior to
the conversion, they will be removed from the AIMS
database and will not be accessible. Becausethe AIMSis
used to monitor the assessment statute expiration date, cases
that are inappropriately removed from the AIMS could

result in lost revenue to the IRS.  Although the memorandum
identifies one type of AIMS converson that could result in
cases being removed or not accessible, thereis asignificant
risk of other cases being lost during the trangtion if the
transfer actions are not closely monitored.

Another issue identified in the above memorandum concerns
Employee Plan cases assigned to groups in New Jersey and
Pennsylvania that must be manudly transferred to the AIMS
database at the Philadelphia Service Center. Exempt
Organization cases assgned to groups in the Michigan,
Ohio, and Colorado offices must be manudly transferred to
the AIMS database at the Augtin Service Center. This
process will take 2 to

4 weeks. Because AIMSfiles are associated with the
jurisdiction of the service centers, additional Examination
groups in other locations may experience problemsin
updating cases using the new organization codes or in
recelving management reports used to monitor the Satute
period for examination of taxpayer records.

The above described document from the Director, Business
Systems Planning, serves an important purpose by providing
Area Managers with savera potentia risks associated with
case trandfers usng the AIMS. However, this document
should not replace the need to establish formal operating
procedures to assist managers during the transfer of work to
the new organizational ements. The development of an
effective process for monitoring, transferring, and controlling
cases to the new organizationa eements would help ensure
the timely transfer and processing of cases during the
planned case trandition period. Otherwise, cases may be
ingppropriately removed from the AIMS control system.
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Recommendations

The Commissoner, TE/GE Dividon, should:

5. Implement the planned actions to test the feasihility of
reprogrammed codes used to control the inventory of
casesin the new organizationd eements.

6. Ensurethat revised procedures for the transfer of work
to the new organizationa eements are fully developed
and gpplied by the field managers.

Management’ s Response: TE/GE management e ected not
to test the reprogramming codes that were used initidly to
reassign cases because they are currently verifying the
accuracy of the reessgnment. Managers are following the
procedures in section 7.3.2 of the Internal Revenue Manua
to conduct the inventory validation.

The TE/GE Divison initidly completed the trandfer of
casawork from the old organizationa Structure by changing
the computer codes that indicate the group to which a case
isassgned. The TE/GE Divison is conducting a manua
inventory vaidation to insure dl cases were properly
transferred, no cases were logt in the process, and the
location of al casesis known and properly recorded. The
inventory validation process requires managers to manually
confirm that each case shown on AIMS as assigned to hisor
her group is physicaly located within the group. The
inventory vaidation processis an iterative process; it is
repeated as many times as necessary until inventory lisgs are
accurate.

Office of Audit Comments. Although management will not
directly test the feasbility of reprogrammed codes used to
control the inventory of cases, management responded that
an inventory validation of work will be conducted to verify
the accuracy of cases transferred to new group locations.
While performing this vaidation process, management will

Page 16



Additional Management Actions Are Needed to Ensure the Timely and
Successful Modernization of the Tax Exempt and Government Entities

Division

Without establishing
effective working
relationships with non-
TE/GE Division functions,
the new TE/GE Division
could be at risk of not
accomplishing its mission,
goals and objectives.

be able to confirm the effectiveness and accuracy of
reprogramming codes used during this transfer of cases.

Increased Actions Are Needed by Management
to Effectively Oversee the Work Performed by
Non-Tax Exempt and Government Entities
Division Functions

The TE/GE Divison stood up as an independent entity on
December 6, 1999. Asaresult of becoming an independent
entity within the IRS, the TE/GE Divison must now rely on
other business unitsto asss its managers in meeting the
modernization vision, such as the SB/SE Division for tax
collection support and the Strategic Planning and Client
Sarvices Organization for information systems (1S) support.
Without establishing effective working reaionships with
these non-TE/GE Divison functions, the new TE/GE
Divison could be at risk of not accomplishing its misson,
gods, and objectives.

Asreflected in the TE/GE Division organization design
documents, a key success factor to the TE/GE Division
achieving its objective of providing top quality customer
sarvice is the implementation of the concept of end-to-end
accountability at al levels of the organization. Thisindudes
clear roles and responsibilities for work performed and
control over resources devoted to critical processes.
Ensuring the establishment of end-to-end accountability
through the effective use of forma agreements, such as
Memoranda of Understanding (MOU) or Service Level
Agreements (SLA) with other non-TE/GE business units
could enhance TE/GE Divison efforts to manage the support
services provided by these organizations. The use of forma
agreements that clearly document the work to be performed
by non-TE/GE organizations could minimize the risk of work
stoppages and enhance TE/GE Divison's ability to deliver
quality service to cusomers. More specificaly, forma
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agreements establish accountability to ensure sufficient
sarvices are performed by outside organizations.

Our review of TE/GE Divison modernization initiatives
showed that no organizational € ements have been
established to coordinate TE/GE Divison collection services.
Also, we found no indications that aforma agreement had
been negotiated with the Collection function. In addition, the
agreement with the IS organization could be enhanced to
ensure TE/GE Divison expectationsare met. TE/GE
Divison executives advised us that plans are underway to
develop aforma working rdationship with the IS
organization and they would consider the need to establish a
amilar working relationship with the Collection function.

The Collection function is centraized under the SB/SE
Divison and will be responsble for providing outsde
collection support to the TE/GE Divison During meetings
with Collection management, we were advised that TE/GE
Divison officids have not contacted them regarding specific
sarvice requirements. Collection management indicated it is
important that TE/GE Divison management identify the work
to be performed and the methodology for providing the
collection resources. TE/GE management should establish a
formd relationship with the Collection function to ensure the
new TE/GE Divison receives appropriate services to meet
misson godls.

Lagtly, there are dso numerous | S support services that will
be required by the TE/GE Divison. The support services
include assistance for new systems development, system
enhancement and maintenance, hardware and software
procurement, and training of TE/GE Divison employees and
managers.

We concur with TE/GE Divigon effortsto develop anew
Business Systems unit that will coordinate the support work
provided by the IS organization. The TE/GE Division
Director, Busness Systems, will be responsible for
coordinating the resources provided by the IS organization,
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The inclusion of these types
of requirementsin the SLA
would help to ensure timely,
quality service from the

IS organization.

developing adetaled SLA with IS, monitoring
accomplishments, and overseeing the contractud relationship
with |S to ensure resources and services are received. Also,
the TE/GE Division has created a business systems planning
team. Two initiatives include trandating business needs into
system design concepts and interfacing with IS on
modernization-related system initiatives. The team will dso
coordinate with 1S to ensure the timely implementation of
TE/GE Divison busness requirements. Further, the TE/GE
Divison has developed a SLA with ISto transfer TE/GE
Divison resourcesto IS. The objective of the agreement
wasto enhance IS ability to provide timey and quality
service using resources that have corporate knowledge of
TE/GE Divison processes.

Although a Director for Business Systems has been
established and saverd initiatives have been identified by the
design teams, additiona actions should be taken to develop
an effective working relationship with the IS organization.

For example, the SLA with the IS organization could be
enhanced to better control the support work provided by the
IS organization. The SLA does not:

Include adequate controls to ensure the TE/GE Division
receives sufficient support from the IS organization.
Include procedures for resolving concerns involving non-
performance.

Theincluson of these types of requirementsin the SLA
would help to ensure timdy, qudity servicefromthe IS
organization.
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Recommendations

We recommend that the Commissoner, TE/GE Divison:

7. Condder the establishment of organizationd eementsto
plan, control, and oversee the work performed by the
Coallection function, and develop SLAs with this function
that will specify the servicesto be provided and the
methodology to be used to monitor the quality of
services provided.

8. Enhancethe SLA with the IS organization to ensure the
TE/GE Division receves sufficient support from the IS
organization and establish a practice to resolve issues
related to non-performance.

Management’s Response: The TE/GE and Small Business
and Sdf Employed Divisions concluded a Memorandum of
Understanding under which SB/SE agreed to provide
collection servicesfor TE/GE. When TE/GE next negotiates
extensons or enhancements to the existing Service Leve
Agresment with IS, TE/GE will seek provisons ensuring thet
IS provides sufficient support to TE/GE and establishes a
process to resolve issues related to non-performance.
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Conclusion

The TE/GE Division has taken a number of postive steps
towards ensuring the successful migration to the new
Divison dructure. TE/GE Divison management has
established a budget and financid office to adminigter its
budget, selected critical TE/GE Divison executives and filled
key management positions; established del egations of
authority to fulfill its misson; developed a communication
plan to reach customers, stakeholders and employess,
implemented some workarounds to minimize disruptions to
operations; and established performance measures for the
TE/GE Divison.

However, additiond actions are needed to ensure the
success of the TE/GE Divison's modernization efforts.
Specificaly, the TE/GE Divison should:

Empower a project manager with overall responsbility
for the modernization of the TE/GE Divison.

Establish the necessary processes to better identify,
evaluate, and report the criticdity of dl internd and
externd stakeholder concerns relating to the
modernization initigtives.

Develop a process to better capture and monitor the
status of workaround procedures.

Deveop an effective mechaniam for monitoring,
trangferring, and controlling work to the new
organizationd eements.

Establish the necessary procedures and processes to
better control the work performed by
non-TE/GE Divison functions.

Page 21



Additional Management Actions Are Needed to Ensure the Timely and
Successful Modernization of the Tax Exempt and Government Entities
Division

Appendix |
Detailed Objective, Scope, and Methodology

The overdl objective of this audit was to assess the trangtion to and implementation of the new
Tax Exempt and Government Entities (TE/GE) Divison. To accomplish our overdl objective,
we:

l. Assessed TE/GE Divison management processes for monitoring risks associated with
the trangtion to the new TE/GE Divison. Specificdly, we:

A. Discussed and evaluated the oversight process with the Commissioner,
TE/GE Divison, Trangtion Team Leaders, and TE/GE Divison Program
Management staff to determineif accountability for the delivery of the new
Divison had been established. We dso evduated TE/GE Divison effortsto
control work performed by non-TE/GE Divison organizations.

B. Reviewed documentation from biweekly status meetings between the
TE/GE Divison Design Team and the TE/GE Divison Program Management
daff to evauate the oversight provided by Program Management and to identify
any possible problems with the implementation of the Divison.

C. Reviewed documentation from meetings between the TE/GE Division Program
Management saff and the TE/GE Executive Steering Committee to identify
executive-level oversight of modernization initiatives.

D. Identified and evauated the performance measures established for the new
Dividon to determineif they will provide the TE/GE Divison management
adequate data to measure program performance.

E Identified any dippage in meeting due dates of deliverables and determined the

reasons for the dippage. Also, we determined what actions TE/GE executive
management took to mitigate the dippage.

F. Identified and evauated plans to transfer accountability for implementation of
the new operating Divison from the TE/GE Design Team to the new TE/GE
Divison on December 1999.

I. Evduated TE/GE Divison efforts to effectively trangtion and implement the new
organization. Specificaly, we:
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Evduated the TE/GE Divison Desgn Plans to determineif the proposed
Sructure of the new operating Divison is based on sound business principles.

Andyzed the Find TE/GE Divison Design Blueprint and other functiona design
blueprints to identify any unaddressed interdependencies, e.g. procurement
activities, personne services, equipment needs, cross-functiona enforcement
actions, information systems needs, €tc.

Reviewed the TE/GE Divison Implementation Plan to determineif detalled
action plans had been developed and if these action plans presented redigtic
gods and completion dates.

Determined if contingency plans had been developed in the event the new
TE/GE Divison can not be implemented timely.

Evauated any “workaround” procedures devel oped to ensure work stoppages
or disruptions to product delivery do not occur during the implementation of the
new operating Divison.

Evauated the proposed staffing needs for the new TE/GE Division to determine
whether adequate saffing levels, position descriptions, etc., had been fully
developed.

Evauated the proposed training program to determine if it addressed the needs
of the new TE/GE Divison.

Evaluated data security plans to protect againgt unauthorized disclosure of
taxpayer data during the implementation of the new Divison.

Evaduated how TE/GE Divison management will ensure that current and new
business systems modernization projects address the TE/GE Divison's
organizationa needs.

Evauated the implementation of the new TE/GE Divison's Headquarters
functions (Human Resources, Communication and Liaison, Business Systems,
efc.) to determine any impact the delayed ddivery of these functions may have
on the effective operation of the new TE/GE Divison.

Evauated the processes used by the TE/GE Division modernization design
teams to address concerns identified by those field functions responsible for
processing Employee Plans and Exempt Organization cases.
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Appendix IV

Management’s Response to the Draft Report

DEPARTMENT OF THE TREASURY
INTERNAL REVENUE SERVICE
WASHINGTON, D.C. 20224

COMMISSIONER
TAX EXEMPT AND
GOVERNMENT ENTITIES
DIVISION

NOV 2 8 2000

MEMORANDUM FOR DEPUTY INSPECTOR GENERAL FOR AUDIT

FROM: Evelyn A. Petschek, Commissiongr W
Tax Exempt and Government E ISIo

SUBJECT: Response to Draft Audit Report — Additional
Management Actions Are Needed to Ensure the

Timely and Successful Modernization of the Tax
Exempt and Government Entities Division

Thank you for the opportunity to respond to your draft report, “Additional Management
Actions Are Needed To Ensure the Timely and Successful Modernization of the Tax
Exempt and Government Entities Division.”

As the first operating division within the reorganized IRS to stand up, TE/GE has
pioneered solutions to a number of organizational and administrative problems inherent
in transitioning to a new organization. At the same time, TE/GE has continued to
provide the services its customers expect and rely upon. We appreciate your
observation that the IRS has taken steps to successfully migrate the old Employee
Plans and Exempt Organizations structure to the new TE/GE Division, and your insights
into areas where TE/GE should direct further attention. While we have accomplished
much, the creation of TE/GE is still a work in progress, and we are pleased to have the
benefit of your recommendations as the reorganization moves into its final stages. We
also appreciate your comments for the guidance they provide to the IRS’s other new
operating divisions as they stand up and begin operations.

Our comments on the recommendations in the report are as follows:

IDENTITY OF RECOMMENDATION # 1
Select a senior-level management official as a project manager with the authority to
manage and oversee modernization activities currently underway and planned.

ASSESSMENT OF CAUSE(S)

At this stage in TE/GE’s modernization, the Commissioner, TE/GE can turn more of her
attention to directing and managing TE/GE on an ongoing basis, and can assign
responsibility for day-to-day monitoring and implementation of the modernization plan to
a senior management official.
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CORRECTIVE ACTIONS

In September 2000, the Commissioner, TE/GE assigned to the Director of Planning, a
senior management official within TE/GE, the authority and responsibility to manage
and oversee current and future modernization activities.

IMPLEMENTATION DATE
This corrective action is completed.

RESPONSIBLE OFFICIAL(S)
TE/GE Director of Planning

CORRECTIVE ACTION(S) MONITORING PLAN
This corrective action is completed. No monitoring plan is required.

IDENTITY OF RECOMMENDATIONS #2 AND #3
Establish ownership and oversight responsibility for addressing stakeholder concerns
and comments with one TE/GE Division senior management official.

Establish the necessary methodology to ensure that all internal and external
stakeholder concerns and comments are properly captured and evaluated. The
methodology selected should ensure that those critical issues adversely affecting the

Division are timely identified and reported to appropriate TE/GE Division management
officials.

ASSESSMENT OF CAUSES(S)

TIGTA has recognized that TE/GE has excellent mechanisms in place to collect
comments and observations from customers. TE/GE and its customers would benefit if
we established clear processes to evaluate customer ideas and priorities for
implementing good ideas.

CORRECTIVE ACTIONS

TE/GE has five distinct groups of customers, and the Commissioner, TE/GE has
assigned responsibility for addressing the concerns and comments of each group to a
specific officer. The Directors, Customer Education and Outreach, for Employee Plans
(EP) and for Exempt Organizations (EO) have responsibility for EP and EO customers,
respectively. The Managers, Outreach Planning and Review, for Federal State and
Local Governments (FSL), for Indian Tribal Governments (ITG), and for Tax Exempt
Bonds (TEB) have responsibility for Government Entities (GE) customers.

TE/GE has a number of initiatives in place to enhance our ability to receive and
evaluate stakeholder concerns and suggestions. For example, we are forming the Tax
Exempt Advisory Committee (TEAC), which will have its first meeting during the first half
of FY 2001. The TEAC will consist of 20 external customers (6 each from EP, EO, and
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GE, and 2 members with overlapping expertise) who will raise issues, concerns, and
suggestions to the Commissioner and TE/GE Directors and provide insight as to
appropriate recommendations for action. in addition, TE/GE has created pilot teams to
analyze the results of customer satisfaction surveys and suggest appropriate action on
customer concerns. Acting on pilot team recommendations, we are publishing a toll-
free customer service telephone number in the instructions to the Form 5500; creating
detailed check-sheets to aid determination letter applicants; introducing easily readable
sets of acknowledgement letters; posting information about the determination letter
program (with links to the relevant determination letter forms) on the TE/GE web-site;
and introducing a letter to inform determination letter applicants when and to whom their
case is assigned. We believe that such individualized approaches to collecting and
acting upon customer concerns best serves the needs of our diverse customers.

IMPLEMENTATION DATE
TE/GE has initiated all the corrective actions described above. Each of the activities is
ongoing and TE/GE will carry them out continuously.

RESPONSIBLE OFFICIAL(S)

Directors, Customer Education and Outreach, EP and EOQ
Managers, Outreach Planning and Review, FSL, ITG and TEB
TE/GE Director, Communications and Liaison

CORRECTIVE ACTION MONITORING PLAN
The corrective action is completed. No monitoring plan is required.

IDENTITY OF RECOMMENDATION #4

Ensure that the Program Management function identifies and monitors the risks
associated with TE/GE Division core processes that could result in disruptions to
customer service. Also, Program Management should closely monitor all other TE/GE
Division workaround processes to ensure that permanent solutions are in place and
working as intended.

ASSESSMENT OF CAUSE(S)

This recommendation concerns the identification and management of workarounds (a
temporary solution to a problem that allows a new organization to operate while a
permanent solution to the problem is developed and implemented). A number of
workarounds established during the TE/GE transition process are still in place and we
have not yet developed permanent solutions to them. We do not have a formal process
to monitor the status of incomplete workarounds.

Page 28



Additional Management Actions Are Needed to Ensure the Timely grjd
Successful Modernization of the Tax Exempt and Government Entities

Division

CORRECTIVE ACTIONS

TE/GE will analyze the workarounds that remain incomplete after December 31, 2000,
and will identify those workarounds that present a risk of disruption of customer service.
TE/GE Directors are responsible for implementing the permanent solutions that will
replace the workarounds. The Commissioner and Deputy Commissioner, TE/GE will
monitor the progress of implementing permanent solutions to the workarounds at
regular operational reviews with the TE/GE Directors. TE/GE is developing a
comprehensive Division-wide initiative tracking system, and will add incomplete critical
workarounds to this system when it is operational.

IMPLEMENTATION DATE
September 30, 2001

RESPONSIBLE OFFICIAL(S)
TE/GE Directors (implementation of permanent solutions to workarounds)
TE/GE Director of Planning  (development of initiative tracking system)

CORRECTIVE ACTION(S) MONITORING PLAN
The TE/GE Directors will report on the status of workarounds at regularly scheduled
operational reviews with the Commissioner, TE/GE.

The Director of Planning will report to the Commissioner, TE/GE on the addition of
incomplete workarounds to the TE/GE initiative tracking system.

IDENTITY OF RECOMMENDATIONS #5 AND #6

Implement the planned actions to test the feasibility of reprogrammed codes used to
control the inventory of cases [on the Audit Information Management System (AIMS)] in
the new organizational elements.

Ensure that revised procedures for the transfer of work to the new organizational
elements are fully developed and applied by the field managers.

ASSESSMENT OF CAUSE(S)

These recommendations concern the reassignment of casework from groups in
TE/GE'’s old organizational structure to groups in its new organizational structure.
TE/GE accomplished the initial stage of this transfer by making changes to the Audit
Information Management System (AIMS), a computer program used to control TE/GE
case inventory, but did not formally test the software changes before using AIMS to
conduct the transfer. To prevent lost cases during the transition, we need to monitor the
transfer and carefully check group inventory lists.
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CORRECTIVE ACTIONS

TE/GE initially completed the transfer of casework from the old organizational structure
to the new organizational structure by changing the computer codes that indicate the
group to which a case is assigned. TE/GE now is conducting a manual inventory
validation to insure all cases were properly transferred, no cases were lost in the
process, and the location of all cases is known and properly recorded. The inventory
validation process requires managers to manually confirm that each case shown on
AIMS as assigned to his or her group is, in fact, physically located within his or her
group. The inventory validation process is an iterative process; it is repeated as many
times as necessary until inventory lists are accurate.

At this point, we do not need to test the reprogramming codes that we used initially to
reassign cases because we are verifying the accuracy of the reassignment. TE/GE
managers are following the procedures in section 7.3.2 of the Internal Revenue Manual
to conduct the inventory validation.

IMPLEMENTATION DATE(S)
March 31, 2001

RESPONSIBLE OFFICIAL(S)
Directors, EP Examination and EO Examination

CORRECTIVE ACTION(S) MONITORING PLAN
Directors, EP Examination and EO Examination, will report to the Directors, EP and EO,
respectively, on the completion of the inventory validation process within their areas.

IDENTITY OF RECOMMENDATIONS #7 AND #8

Consider the establishment of organizational elements to plan, control, and oversee the
work performed by the Collection function, and develop service level agreements
(SLAs) with this function that will specify the services to be provided and the
methodology to be used to monitor the quality of services provided.

Enhance the SLA with the Information Systems (IS) organization to ensure the TE/GE
Division receives sufficient support from the IS organization and establish a practice to
resolve issues related to non-performance.

ASSESSMENT OF CAUSES(S)

TE/GE relies on other business units to help it carry out its mission. For example,
TE/GE relies on the Small Business/Self Employed Division (SB/SE) for tax collection
support and on the Strategic Planning and Client Services Organization for information
systems (IS) support. The use of formal agreements, for instance, memoranda of
understanding (MOU) or service level agreements (SLAs), enables TE/GE to define and
manage the support services these organizations provide.
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Successful Modernization of the Tax Exempt and Government Entities
Division

CORRECTIVE ACTIONS

On August 18, 2000, TE/GE and SBISE concluded a Memorandum of Understanding
under which SB/SE agreed to provide collection services for TE/GE. We have assigned
responsibility for aversight of the MOU and the relationship with SB/SE conceming the
MO to the Director, FederaliState/Local Governments

When TE/GE next negotiales extensions or enhancements to the existing SLA with IS,
TE/GE will seek pravisions ensuring that 15 provides sufficient support to TE/GE and
establishing a process to resolve issues related to non-performance.
IMPLEMENTATION DATE

The MOU with SBISE is completed.

December 31, 2001 (modifications to SLA with 15)

RESPONSIBLE OFFICIAL(S)

Director, FederaliState/Lecal Governments (MOU with SBISE)

Director, Business Systams Planning {modifications to SLA with 15)

CORRECTIVE ACTION(S) MONITORING FLAN

Tha F;:'I;'FEEWE action for the MOU with SB/SE |s completed, and no monitoring plan is
required.

The Director, Business Systems Planning will report to the Commissioner, TE/GE an
tha modifications to the SLA with 15,

If you or yaur staff have any further questions concaming this response, pleasa contact
Mike Dialy at (202) 6225174,
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