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Bibliogov. Paperback. Book Condition: New. This item is printed on demand. Paperback. 24 pages. Dimensions:
9.7in. x 7.4in. x 0.1in.Pursuant to a congressional request, GAO discussed the Internal Revenue Services (IRS)
modernization eEorts, focusing on the business practice, performance management, and information
technology challenges IRS faces. GAO noted that: (1) IRS acknowledges that it will need to do more than make
marginal improvements in the eEiciency and eEectiveness of its current business practices; (2) accordingly, IRS
is planning to implement breakthrough changes to those practices; (3) only when these changes are
implemented will taxpayers see any appreciable benefits from IRS multiyear modernization; (4) IRS has some
initiatives of this type underway, but they, and other business practice changes, will not be easy to implement;
(5) this type of reengineering requires not only a new way of thinking, but also investments in human capital,
data collection, and technology; (6) no matter what organizational structure or business practices IRS
establishes, successful modernization ultimately depends on whether the employees who are to lead, manage,
and carry out agency programs and services can deliver IRS new mission of top-quality customer service and
improved overall compliance; (7) historically, IRS performance management system emphasized revenue
production at the expense of customer service; (8) IRS is developing a new system and has taken the important
first step of developing a balanced set of performance measures that is to capture both the customer service
and compliance aspects of its new mission; (9) given the diEiculties that attend so substantial an eEort, it is not
surprising that GAO has identified problems; (10) at a fundamental level, it is not clear to GAO that IRS
employees fully understand that customer service and compliance can be mutually supporting; (11) such an
understanding would be fostered by a coherent set of performance...
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