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Attacament i

WDOR Strategic Business Plan Vision and Goal Statements

Viston Goal Statements
Building and Retaining A Quality Goeal #1:  Auract the Best Possible skills for
Workforce is Key to Our Success the job.

Goal #2:  Upgrade the sills of the existing
workforce and provide
opportunities and wraining for

advancement.
Expand the Use of Technology to Goal #1:  Increase the number and rate of
Improve Processing of Data new development projects

completad and implemented.

Goal #2:  Improve existing systems oa a
planned and continuous basis.

Goal #3:  Provide faster and higher quality
development of pew systems.

Goal #4:  Provide deparimental emploves
with the ability 10 make full use of
automated systems and equipment.

Goal #3:  Provide the department with the
ability to meet fumre IT needs and
keep its automated systems current
with emerging technologies.

Goal #6:  lmprove and maintain the
effectiveness of our automated
sysiems and egquipment.

Goal #7:  Improve the effectiveness of
department staff and auromated
systems.

Meet Customer Needs Goal #1:  Reduce the complexity of the

customers’ contacts with the

department.

Goal #2:  Continuously improve customer
service andanricipate customer

needs,
Conduct Ongoing Planning to Goal £ WDOR wiil periodically {annually)
Anticipale updated the business plan

Internal and External Challenges

Goal #2:  Divisions and bureacs create plans
and annual updates which
corplement the depanimental vision
and pian.

Tax Integration Action Plan 47
November 21, 1996



Attachment D

WDOR Strategic Business Plan Vision and Goal Statements

Vision Goal Statements
Make Quality Improvement the Goal #i: Achieve 100% commiiment (o the
Driving Force of the Department of principles ofquality improvement
Revenue by 1995.

Goal #2:  Integrate quality improvement into
everyday management practices of
all managers.

Goal #3:  Improve our knowledge of cur
customers and their experiences.

WDOR Strives to Provide the Highest | Goal #1:  Occupy a singie Madison location

Quality Work Environment in accepiable to our needs
Conducting Business and Serving
Customers Goal #2: Provide a comforiable, uncrowded,

heaithy, and safe work environment
) for WDOR emploves.

Goal #3:  Decide the best location for
placement of field resources.

Seek Budgerary Flexibility to Support | Goal #1:  Create flexibility through a more
the Mission of the Agency simplified WDOR fiscal structure.

Goal #2:  Idemtify potential program revenue
sources.

Goal #3:  Identify potential areas for
privatization.

Communicaticn is a Part of Everything | Goal #1:  Provide useful and timely
we do at WDOR information to our intermal and
external customers.

Tax Integration Action Plan 48
November 21, 1996



Attachment E
Implementation Plan

November 21, 1996

Period Activities

January 1997 - Begin cost reduction analysis for aczien plan - 1/1/57

June 1997 Begin revenue projection analysis for action plan - 1/1/97
Complete cost reduction analysis for action plan - 2/28/97
Begin cenversion of permit systems and income [ax ¢ata to new data model - 4/1/97
Complete revenue projection analysis for action plan - 6/30/97
Complete core functions of Manage Collection Cases for ail taxes - 6/30/97

July 1997 - Begin development of project budget proposal - 8/1/97

December 1997 | Begin development of Request for Proposal (RFP) - 9/1/97
Complete conversion of permit taxes and income fax data to new data mode! - 9/30/97
Complete core functions of Register Taxpayer for permit taxes & income tax -
12/31497

January 1998 - Receive budget approval - 5/30/98

June 1998 Issue RFP to vendors - 6/1/98

July 1998 - Award contract - 9/1/98

December 1998 | Initate project teams to develop Assist Taxpayers, Process Returns, Manage
Accounts Receivable, and Account for Revenue for sales tax (including county,
stadium and expo) - 10/1/98 '

January 1999 -

June 1699

July 1959 -

December 1999

January 2000 - Initiate project teams to develop Assist Taxpayers, Process Returns, Manage

Jupe 2000 Accounts Receivable, and Account for Revenue for individeal income tax - 1/1/00

July 2000 - Implement Assist Taxpavers, Process Returns, Manage Accounts Receivable, and

December 2000 Account for Revenue for sales tax (inciuding county, stadium and expo} - 12/31/00

Janary 2001 - Initiate project teams to develop Audit and Investigate Taxpayers and Process

June 2001 Refunds for sales tax (including county, stadium and expo) - 1/1/01
Implement Assist Taxpayers, Process Returns, Manage Accounts Receivable, and
Account for Revenue for individual income tax - 6/30/01

July 2001 - Initiate project teams to add excise taxes - 7/1/01

December 2001 Implement Audit and Investigate Taxpayers and Process Refunds for sales tax
{including county, stadium and expo} - 12/31/01

January 2002 - Immplement Audit and Investigate Taxpayers and Process Refunds for income 1ax -

June 2002 6/30/02

July 2002 - Implement for excise taxes - 12/31/02

December 2002

January 2003 - Initiate project teams to add withholding tax - 1/1/03

June 2003

July 2003 - Initiate project ream to add corporation, parnership - 7/1/03

December 2003 Implement for withholding tax - 12/31/03

Japuary 2004 - Initiate project wams 10 add other IS&E and SLF taxes - 1/1/04

June 2004 Implement for corporation, partnership - 6/30/04

July 2004 - Implemest for other IS&E and SLF taxes - 12/31/04

December 2004

Tax Integration Action Plan 49




Attachment F

Tax Integration
Future System Requirements

#1 Assist Taxpayers

#2 Register Taxpayers

Support Employe Response to Inquiries
-Provide expert systems for technical guestions.

-Provide an automated research sysiem.

-Display user-controiled help screens for all screens.

~Support YRU responses to common questions.

Support Form Design

~Collect dawz about common errars.

-Alfow on-line revision of forms.

~Collect input oz forms design and use in various media.

Provide Returns and Instructions
-Determine which txpayers need forms.

-Determine which form taxpayer nesds.

-Suppert cusiomized fonm generation {intermal and external).
-Allow employes o initizte forms mati-our on-line.

Provide Alternative Access to Forms

-Provide fax-a-form access.
-Provide intemet access.
~Approve vendor substmue forms.

Support for Handling Inquiries

-Generate standard correspordence on-line.

-Generate and record voluntary disclosure agreements on-line,
-Retrieve net ax information from mxpayer history.

Allow On-Line Access to Statistics
-Suppor: on-line access to project & actviry reports.
~Warehouse darz for execurive decision support.

Establish Taxpayer Account

-Allow en-line registration via phone, paper or internet.
-Register maxpayer based on first rerumn filing,

~Register mxpaver based on SOS informagon.

~Coilect and account for payment of BTR fes.

-Bill for unpaitd registzation fees.

~Route information on fes bills 1o accounts receivable.
-Assign or recond identifying numbers.

-Detertmine filing frequency of taxpayer.

-Identfy and automatically request mussing informadon.
-Allow entry of "wach-fors™ to divert registrations.
-ldendfy accounts that need security deposizs,

Issue Permits & Certificates

-Prinr permits and cerificates.

-Detzrmine what addidonal informadon taxpaver should receive.
-Produce pick list of material for maxpaver.

Update Taxpayer Profile/Status

-Mainuin taxpayer profile information in ¢entral name and ad-
dress database.

“Verify SSN/ EIN with IRS,

-Inacdivaie & reactivate accounts,

-Renew sccounts.

-Record revocation of permits.

~Record powers of atorney.

~Allow on-line file maintenance.

-Verify addresses for posw! discounts.

-Archive or purge oid records.
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Attachment F

Tax Integration
Future System Requirements

#3 Process Returns

#4 Manage Accounts Receivable

Capture Return Data

-Scan paper returns for data caprure and image storage.
-Aczept electronically filed returns through IRS piggyback or
directly.

-Accept welefiled rerurmns.

-Process checks received with remms.

-Record payments received zpart from retumns and mawch with
Tefums.

-Accept funds wansferred electronically.

-Record bank information from processed checks.

-Load data caprured by depository bank.

~Assign 2 unigque idendfier to the retum.

~Record direct deposit informadon.

-Key dam unel scanning capacity is sufficient,

-Record the sale of tix stamps.

Review/Screen Data

-Retrieve imapes 1o correspond with adjusznents and "held”
eITors,

~Identify reurns thar don't march with account profile (e.g2, filing
frequency, address),

-Determine completeness of rerurn information.

~(enerate correspondence re missing data,

-Compare datz w exception profiles.

<Compare remumn: dam to internal dat (e.g., estimared x file).
~Allow on-line review and correction of exception returmns,
~Determine timeliness of retum.

-Check reasormbility of data and correct.

Compute Balance

-Check arithmenic.

-Compuze fees, penaldes, interast.

-Determine final owicome {overpayment, underpayment, zero
batance}.

-Print adjustment notices.

-Gather data on reasons for adjustment.

-Routs informarion on refunds to refund process.

-Route informaton on bills to account receivable process.

Identify Nonfilers

-Identify business nonfilers antomarically.

-Print business mx esomates.

~Cancel nondelinquent estirnates when rensm filed.
-Adiust delinguent estimates to acmal labilioy,
-Issue addinonal bills when estimate was too low.

Store Returns
-Store tmages on mainframe, LAN or PC jukeboxes.
-Archive or purge old dam.

Apply Payments Automatically

-Post payment informadon from CRP process at bank.

~Produce scannable stub for payments received without one.
-Allow the mransfer of internal credits to amounts due.

-Reverse and rebill NSF checks.

-Determine proper applicadon of pavment o tax, interest. penal-
ty, fee.

-Allow pre-posting of payment before biil is created.

-Generate automatic refund of overpayment.

Age Bills & Estimates

-Allow on-ling file mainwenance 1o change amounts due, due date,
name or address of mxpayer.

-Allow or-line file maintenance to cancel, suspend bills.

Record Appeals

-Record receipt of appeal to block delinguent designaton.
-Prompe for action i no follow-up © appeal recorded.

Handle Inquiries
-Generate standard leaers about bills.
-Record notes abour conacts into case management fite.

Identify Unpaid Bills
-Designate bills as delinquent if not paid by due dae.
-Forward paymen: if bill is delingquent.
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Attachment F

Tax Integration
Future System Requirements

#5 Process Refunds

#6 Audit and Investigate Taxpavers

Approve Refunds On-line
-Allow on-fine approval of refunds.
-Mainmin audit rail of approvals,

Check for Other Liabilities

-Offser for DOR Habilides.

-Intercept for st agency liabilides.

-Intercept for county and musicipal liabilites.

-Provide on-line promation for lonmary prizes, injured spouses,
divorce decrees.

«Post carryforwards to next year's estmated @ax.

Maintain File of Other Agency Debts
-Suppors automated certificaton of debrs through mainframe or
butletin board.

~Provide on-line tool to handie name mismatches.

-Imerface with taxpayer profile 1o retain aliases or update chang-
€5,

Issue Refunds

~Create ACH mansfer record.
-Initiate paper check for any that cannot be direct deposited.

Trace Refunds

«Record returned mail checks.

~Obain & display canceled check information from Treasurer.
-Allow on-line request 1o stop payment and reissue check,
-Automatically generate forgery procedure leser,

Handle Inquiries
-Generate standard correspondence.
-Provide 1099 informadon o the mxpayer and IRS.

Select Audits

~Provide query function into taxpaver history files.

-Allow comparnison of taxpayer hiswory files with outside informa-
tion.

-Generate file of audiz prospects with associated informadon.
~-Automazcally route file requests.

Develop A Case

-Display audit prospect on-line.

-Generate and record correspondence automarically.

-Record additonal information received from mxpayer or others.
-Record post-assessment actions such as appeal. cancelladon.

Establish Correct Tax Liability

-Compute tax, interest, penalty, fees based on information en-
tered into on-line worksheet.

-Print adjusmment notice and explanatons.

-Route informarien en refunds o refund process.

~Routs infermation on bills o aceount receivabie process.

Evaluate Audit Projects
-Provide on-line inquiry Into project stansdcs.
~Allow caprure of staff dme devored 10 projests.
-Compute productyity of projects.
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Attachment F

Tax Integration
Future System Requirements

#7 Manage Collection Cases

#8 Account for Revenue

Tax Integration Action Plan
November 21, 1996

Apply Payments

-Post payvment information from CRP process at bank.
~Produce scanmable stwb for payments received without one.
-Reverse and rebill NSF checks.

-Determine proper applicaton of payment to tax, inerest, peral-

ty, fee.

-Produce validation registers.

-Allow on-line disposidon of overpayments twough refund or
mransfer.

-Route information on refunds to refund process.

Handle Inquiries
-Generate sindard lenters about bills.
-Record notes about contacts iato case managemeant file.

Manage Delinquent Accounts

-Send new account leger,

-Send monthly statements.

-Issue warrants, satisfactions and withdrawais,

-Post credit memos.

-Assign accounts to an agent or unit based on case profile.
-Record and display matching information received from DWD
and IRS.

~Write off accounts automatically.

-Esublish new zccounss.

-Add new delinguencies to exiscng accounts.

Take Collection Action

-Generare ieformal hearing lener.

-(ienerate wage ceruficaton notces.

-Generate levy notices.

~Cornpute instaliment f=rns, generae agresment and monitor
compiiance.

-Generale execurions.

-Generate garpishment initiadon.

~Generate revocation orders.

-Schedule supplemenm! and revocaton hearings,

-Refer accounts to collection agencies.

-Record all collecdon actions wken. follow-up date and cuicome.

Manage Bankruptcy Claims
“Issue and record bankrupiey claims.

~Detersmine how {0 allocate paymems received,
-Issue closing starements.

-Record stapys and aczons.

-Refer pyramuding accounts for coilection acton.
-Record bankruptoy status in taxgaver profile.
-Write off discharged debts.

Record Revenue Accounting Information

in a Single Database

-Record summary information by tx type.
-Record summary informagon by IDA breskdown,
-Record information about transfers 1o ather funds.

Detect Problems Auntomatically

-ldentfy and refer probiems with bawch sotzls and records.
-Reconcile with WISMART on a daily, monthly, quarterty, and
annual basis,

-Post oansacdons daily: revenue accountng damabase.
WISMART, RAING.

-Post ransactions monthly to County Sales System.

Manage Bank Activity

-Receive and reconcile wansmission.
-Reconcile deposits to documents.

-Record deposits in accounts.

-Edix and post transmission.

-Display voiumes of bank's dally acaviges.

Generate Reports

-Allow on-line ad hoc requests.
-Auomatically distribure extermal reporrs for various funds diseri-
buton.

Issue Disbursements

-Calculate disbursements to other agencies, local govermments.
-Record disbursements in accounts,

-Routs informadon on refunds to refund process.




ATTACHMENT B
DEPARTMENT OF REVENUE
PROJECT CHARTER

TITLE: TAX INTEGRATION PROJECT - PHASE |

JUSTIFICATION: This project will address the integration of people and technology to re-engincer
various tax svstems and processes through the innovative use of technology. Currently, the Wisconsin
Department of Revenue (DOR) has 30 application systems dedicated to tax and revenue administration.
Many of these svstems perform similar functions. However. because their design focused on tax tvpe
rather than function. resources cannot be shared. resulting in repetition and redundancy. The
redundancies in such tax specific “silo’s” have a negative impact on the Department’s performance.
efficiency and customer service.

The project has been broken down into separate phases. Phasce T will involve the development of a
detailed master plan for integration. and the development and implementation of an Internct on-line
filing pilot

DESCRIPTION: The project will use a combination of internal and external resources to develop a
svstem (o administer taxes that serves customers. 15 flexible for meeting future changes. and increases the
productivity of emploves. This will be a significant undertaking.

GOALS: The following goals have been identified for this project:

= Increase voluntary compliance.

» Improve efficiency and fairness in collecting and distributing taxes.

+ Increase external customer satisfaction.

» [Improve effectiveness of our emploves and the quality of their working environment.

« Conunue to provide policymakers and citizens with information to make tax and lotterv policy
decistons.

= [ncrease participation in developing tax and lottery policies.

OBJECTIVES: The objectives of the Tax Integration Project Phase | are:

+ Todevelop a detailed project master plan.

+ Todevelop and implement a pilot project involving Internet on-line filing.

e A pilot that will include internal controls in order to protect the State’s inlerest,

s Procedures for the pilot svstem that will be designed according to industry “Best Practices™.
+  To analyze Business Tax Registration (BTR) and Delinquent Tax (DTS} Systems.

e« Toassign a value to BTR and DTS,

» To pian for svstems that will be functionally driven.

s To plan fo design svstems that have a consistent look and feel for emploves and customers.
+ To develop a single enterprise-wide data model.

+ To begin improving cuslomer service.

s Toutilize technology 1o manage resources more effectivedy.

MEASUREMENT OF SUCCESS: The phase | project timeline will be Jannany 1. 1998 throngh June 30,
1999, This project will be delivered on time and on budget. The project’'s success can be measured by
the quality and timeliness of the master plan. Customer satisfaction with the pilot can be measurad
through surveys and focus groups,

TIMEFRAME: This project phase has a timeframe of eighteen months.



PROJECT ORGANIZATION: The Project Manager. Chervl Sullivan. will be responsible for all aspects
of this project. This manager will report to the Executive Steering Team once every two weeks until
project completion.  Kathy Heuer. Diane Hardt, Robin Gates. Eng Braun, Marv Anderson (DWD) and
Bruce Reines {DOA) are the stecring team members.  The Project Manager will develop and lead a
Project Team including. but not limited to, a Technology Manager. an Administrative Suppornt
Coordinator, and a Project Analvst. The Project Team will meet with the Executive Steering Team as
needed. The Project Manager will direct and coordinate the activities of sub-teams formed to address the
various functional components of the Tax Integration Project -- Registration {(name and address),
Processing, Refunds, Case Management. Customer Service. Collection of Delinquent Accounts. Taxpaver
Accounting, Financial Accounting. Joint Agency Registration, and Decision Support/ Audit Selection.
Other sub-reams will address Change Management {including Human Resource Planning} and Training.
and will be directly led by the Project Manager.

The Technology Manager will represent the project on related technology initiatives. with the Project
Manager or Project Analyst participating in related business case initiatives. The business case will drive
this project. When business-related disputes occur between organizational areas within the Agency, the
role of the Project Manager is 1o obtain the facts. discuss the issuc with the appropriate Bureau Director(s)
or Division Administrator(s). and arrive at a solution. The tight timeline for this project will require that
quality decisions be made quickly. To achieve this. decisions will need to be made at the lowest possible
level in the organization. defaulting to the Project Manager when consensus cannot be reached.

Technology issues will always involve resolution from the Technology Manager who. depending upon the
scope of the ssue may seek approval from the Project Manager. Disputes wil require resolution after
discussions with impacted managers. Judgment will naturally be required regarding the extent to which
problem resolution is deferred 1o a higher level of authority. Critical decisions, i.e., those decisions
having an impact on the Agency's Strategic direction, wiil be brought forward to the Executive Steering
Team. The Executive Steering Team will be involved in all decisions relating to the Legislature,
Executive branch or external Agencies.

RESOURCES: The Project Team. {previously identified under Project Organization), has primary
responsibility for this project. Each project component sub-team will, at minimum. have one business
analyst and one applications developer. The Executive Steering Team is responsible for monitoring
Project Team performance. Certain project components, e.g., return processing. will require additional
representatives from various tax specific areas. The level of resource allocation. both internal and from
the Vendor Partner, will be finalized in the detailed plan to be completed by September 1. 1998, The
budgct for Phase 1 is $1.46 million.

DELIVERABLES: The project will deliver a fully developed project plan and pilot project. Data will be
stored in relational databases so completion of an enterprise-wide data model must also occur.

Component development may also begin during this phase with this being dependent upon the quality and
status of the BTR 1nitiative. DTS analysis and valuation will be completed as well as BTR.

ISSUES AND CONSTRAINTS: This project is complex. Its success depends on meeting the ambitious
timeline. Success is alse predicated on the abilities and commitment of not only the Project Team but of
all other Agency emploves as well. Internaily. this project will involve significant process reengineering
and change management. and will require various empiove trining initiatives. The Excouttve Steering
Tean: must obtain the commitment and financial support of the Legislature.  Leadership from the Project
Team and maintaining a clear focus on the goal are critical,
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ATTACHMENT C
DEPARTMENT OF REVENUE
PROJECT CHARTER

TITLE: TAXINTEGRATION PROJECT

JUSTIFICATION: This project will address the integration of people and technology to re-engineer
various tax systems and processes through the innovative use of technology. Currently. the Wisconsin
Department of Revenue (DOR) has 30 application systems dedicated to tax and revenue administration.
Many of these systems perform similar functions. However. because their design focused on tax type
rather than function. resources cannot be shared, resulting in repetition and redundancy. An example of
this would be separate name and address applications in Sales Tax and [ndividual Income Tax that share
common characteristics,  Tax specific processing procedures also vary according to tax type. The
redundancies in such tax specific “silo’s” have a negative impact on the Department’s performance.
efficiency and customer service.

DESCRIPTION: The project will use a combination of internal and external resources to develop a
system to admunister taxes that serves customers. is flexible for meeting future changes. and increases the
productivity of empioves. This will be a significant undertaking.

GOALS: The following goals have been identified for this project:

e Increase voluntary compliance,

« Improve efficiency and fairness in collecting and distributing taxes.

¢ Increase external customer satisfaction,

s Improve effectiveness of our emploves and the quality of their working environment.

»  Continue to provide policymakers and citizens with information to make tax and lottery policy
decisions.

» Increase participation in developing tax and lottery policies.

+  Generation of additional revenues.

OBJECTIVES: The objectives of the Tax Integration Project are:

» A taxpaver (customer) centered structure that supports service across various tax types.
* A systemn that enables employe access to more electronic information,

* A systemn that will be written using standard, modern software for as many functions as possibie.
e A svstem that will include internal controls in order to protect the State’s interest.

e Procedures and systems that will be designed according to industry “Best Practices”.

¢ Minimal applications development and maintenance me in the finure,

¢ To eliminate non-value added processes.

+ To have systems that will be functicnally driven.

e To design systems that have a consistent look and feel for emploves and customers.

*  To build systems which are based on a single enterprise-wide data model.

= To provide Taxpavers with a single point of contact within the Agency.

+  To utiiize technology to manage resources more effectivelv,

MEASUREMENT OF SUCCESS: The project duration is five vears with total costs vel to be determined.
This project will be delivered on time and on budgel. The project’s success can be measured by increased
custemer satisfaction. increased employe productivity. reduced processing cvele time. faster refunds and
assessinents. and increased revenue generation. Customer satisfaction can be measured through surveys
and focus groups. Employe productivity can be measured against exisung performance indicators in the
Division of Income, Sales and Excise Taxes. Cycle time and speed of refund and assessment issuance
will also be measured against present performance,



TIMEFRAME: This project has an ambitious timeframe of five years.

PROJECT ORGANIZATION: The Project Manager. Cheryl Sullivan. will be responsible for all aspects
of this project. This manager will report to the Executive Steering Team once every two weeks until
project completion.  Kathy Heuer. Diane Hardt. Robin Gates. Eng Braun. Marv Anderson {DWD} and
Bruce Reines {DOA) are the steering team members.  The Project Manager will develop and lead a
Project Team including, but not limited to. a Technology Manager. an Administrative Support
Coordinator, and a Project Analyst. The Project Team will meet with the Exceutive Steering Team as
needed. The Project Manager will direct and coordinate the activities of sub-teams formed to address the
various functional components of the Tax Integration Project -- Registration (name and address).
Processing, Refunds, Case Management. Customer Service, Collection of Delinquent Accounts, Taxpayver
Accounting, Financial Accounting, Joint Agency Registration. and Decision Suppert/Audit Selection.
Other sub-teams will address Change Management {including Human Resource Planning} and Training.
and will be directly led by the Project Manager.

The Technology Manager will represent the project on related technology initiatives. with the Project
Manager or Project Analvst participating in related business case mtiatives. The business case will drive
this project. When business-related disputes occur between organizational areas within the Agency. the
role of the Project Manager is to obtain the facts, discuss the issue with the appropriate Bureau Director(s)
or Division Administrator(s), and arrive at a solution. The tight timeline for this project will require that
quality decisions be made quickly. To achieve this. decistons will need to be made at the lowest possible
level in the organization. defanlting to the Project Manager when consensus cannot be reached.

Technology tssues will always involve resolution from the Technology Manager who, depending upon the
scope of the 1ssue may seek approval from the Project Manager. Disputes will require resolution after
discussions with impacted managers. judgment will naturally be required regarding the extent to which
problem resolution is deferred to a higher level of authonity. Critical decistons. i.e.. those decisions
having an impact on the Agency’s Strategic direction. will be brought forward to the Executive Steering
Team. The Executive Steering Team will be involved m all decisions relating to the Legisiature,
Executive branch or external Agencies.

RESOURCES: The Project Team, (previcusly identified under Project Organization), has primary
responsibility for this project. Each project component sub-team will, at minimuom, have one business
analvst and one applications developer, The Executive Steering Team is responsible for monitoring
Project Team performance. Certain project components, e.g., return processing, will require additional
representatives from various tax specific areas. The level of resource allocation, both internal and from
the Vendor Partner, will be finalized in the detailed plan to be completed by September 1, 1998,

DELIVERABLES: The project witl deliver a fully integrated tax administration system with
corresponding policies and procedures. This will require some reorganization within DOR to maximize
the benefits of the new processes and system. Data will be stored in relational databases, and there will be
a single point of contact for customer service. The scope of this project is extensive.

ISSUES AND CONSTRAINTS: This project is complex. Its success depends on meeting the ambitious
timeline. Success is also predicated on the abilites and comniitment of not only the Project Team but of
aif other Agency emploves as well. Internallv. this project will involve significant process reengingening
and change management, and will require various employe training initiatives. The Executive Steering
Team must obtain the comumitinent and financial support of the Legisiature.  Leadership from the Project
Team and maintaining a clear focus on the goal are critical.
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