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Presentation Overview



• For the tax system to work, it needs the cooperation of the 
Australian community. Therefore:
– the INTEGRITY of the Tax Office, as well as the
– CONFIDENTIALITY and ACCURACY of the information

we process is of critical importance because it supports 
confidence in, and therefore compliance with, the 
Australian tax system.

• As a result, the RESEARCH CAPABILITIES of the 
organisation, as well as quality, accuracy, and the 
timeliness of information that supports decision making
is important.

• By aligning itself to these capabilities, the Library and 
Information Services provides VALUE to the Tax Office. 

Background 
Working within a Complex Organisation



Background
Working within a Complex Organisation

Sub People & Change
Plans Compliance Operations Place IT Program Law

BSLs ARL ATOF ATOPP AVO BS CC CP CS&C
DEBT EXC GST ICT LB&I MEI OCOM OCTC
OPS PMD SME SNC SPR TPALS

Teams � 720 teams – of which LIS (the library) is one team.
� Spread across 62 locations in all states and territories. 

LIS is spread across 14 sites.
� State of flux. The 5 red BSLs have been created this financial year.
� Of the Currently on 25% of staff have Internet access, 
� All staff will have Internet access by the end of 2007
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Background
Identifying key clients – 4,000 out of 22,000
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• OCLC Survey: External macro view 
[http://www.oclc.org/reports/pdfs/percept_concl.pdf]
– 84% use search engines to begin searching, 1% use library portals.
– Information consumers are using libraries less and the Internet more.
– The quality & quantity of information is valued by users, search engines 

rated higher than libraries.
• LibQual: Internal micro view [http://www.libqual.org]

– The physical libraries are appreciated but they are not highly valued except 
by the small number of staff who use the library on a daily or weekly basis.
[LibQual – Library as Place]

– The professionalism, competence, and courtesy of library staff is highly 
valued. [LibQual – Affect of Service]

– While the Library is recognised as being good at providing print resources, 
we are not seen as being good at providing access to electronic resources. 
Staff are using search engines more frequently than they are using the 
library’s online resources. [LibQual – Information Control]

Background 
Client’s Perceptions



Positioning the library so it continues 
to deliver VALUE:

– Leveraging the processes of creative 
destruction [Joseph Schumpeter] to 
realign services and deliver value.

– Understand our environment [ATO]

– Focusing on opportunities
[entrepreneurial: Innovate, risk, proactive] via

– Disruptive technologies [Internet +]

– Reposition ourselves in the Tax Office
– By developing sustainable strategies

given change is ongoing.
– Measure and communicate the 

value we contribute using the 
terminology acceptable to the decision 
makers within the host organisation. 
[adapting value based approach of Peter Doyle]

Strategic Intent 
Strategic Framework



Strategic Intent 
Veracity of the Strategic Framework

Founded 1995 
Revenue USD 4.55 billion 
Employees 11,600

Founded 1995 
Revenue USD 8.49 billion 
Employees 12,000

Founded 1998 
Revenue USD 7.14 billion 
Employees 9,378

Founded 1995 
Revenue USD 5.26 billion 
Employees 11,000

Founded 2003 
Purchased USD 580 million in July 05 
Employees 300



Content 
key business and legal content (eg. URLs, databases, RSS) includes ATOlaw.

Skill - staff 
to ensure rapid 

and efficient take up

Access
ensures direct 

access to staff desk tops
as well as easy-to-use 
and intuitive navigation.

Strategic Intent
Focus on key clients to support the quality 
and timeliness of their decision making.

Focus on key clients



Tiered Levels of Service

CLIENTS

Complex

Intermediate

Basic

STRATEGIES

• ATOlaw
• Library catalogue
• Core Library – print

& digital collection.
• Online skilling
• Inductions

• Complex Research
• External databases
• Internet access
• Formal skilling

• In-depth & 
complex research

• Consultancy service
• Customised skilling
• Internet  access
• Customised alerts

Tier 3
Call centre & Admin 
staff, APS 1-4

Tier 2 
Staff who apply the ATO 
view, Field auditors, 
POWA, call centre scripts, 
& other technical areas

Tier 1
Technical Decision Makers,  TCN, 
CoE, LS, SES, Corp Intell, Priority 
Technical Issues, & ARL Market 
Research, APS3-6 doing research 
for  tier 1 staff.

Generic
& self help

Customised 
targeted

mediated



• Use of employee records 
matching on unique UserIDs

• Use of Microsoft Access and 
Excel, queries and pivot 
tables.

• Identifying clients by BSL, 
team, ITTD, APS level, and in 
2007, identify by work type.

• Identifying who is using us for 
what, as well as who should 
be using us but is not.

• Move towards reporting our 
value contribution to the 
Tax Office rather than just 
use of the library services.

Identifying Key clients – Tiers 1 & 2



Online direct 
to client’s desk tops

• Wikis, & Podcasting

• Browse online & physical resources
• Reference & Research

• Cataloguing - metadata

• DocDel & RSS
• Collection Development

• Skilling – just in time

Migration & realignment of services

Print & 
library site based

• Browse physical collection

• Reference & Research
• Catalogue print material

• Collection Development

• DocDel
• Skilling - just in case

Do what we always have done, but do it in new ways. 
NEW Librarianship not NO Librarianship.



Communicating the migration & realignment

BEFORE: With lots of information, located in lots of different 
places, finding the right information can be difficult and time 
consuming.

Intranet

BSL purchased 
material

ATOlaw

External data 
imported  into ATO
- IBIS, MASCOT, 

TIMEBASE

Tax Office library collections

Inside the Australian Taxation Office Outside the  Australian Taxation Office

Shared drives

Internet resources: 
essential information

22 subscription 
databases
- legislation, 
business & 
companies

media & taxation

Other library collections

ato.gov.au

Many SEARCHES

Tax Office staff

Library
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BSL Purchased 
Material

External Data 
imported to ATO

Eg., IBIS, MASCOT, 
TIMEBASE

Tax Office Library Collections

Inside the Australian Taxation Office Outside the Australian Taxation Office

Shared Drives

22 Subscription Databases
Eg., Legislation, 

Business & Companies
Media, Taxation, etc…
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ATO Officer

Internet Resources 
Essential Info

Other Library Collections

Communicating the migration & realignment 

AFTER: Quick & easy access to the right information direct to 

the desk top. Save Time, Effort, & Work Smarter.



Library
Catalogue

One size 
fits all

Migration & realignment of our systems

BEFORE: Traditional Library catalogue offering predominantly 
print resources.



Statistics Reporting Module

SingleSearch Engine

Digital Archive

URL Content Resolver

Library
Catalogue

One size 
fits all

Migration & realignment of our systems
2005 - 2006: Enhanced Library catalogue offering print and 
online resources, enriched content, federated searching, and 
improved statistics.



eLibrary Catalogue

Statistics Reporting Module

SingleSearch Engine

Digital Archive

URL Content Resolver

Rooms 
EPS
Library
Portal

Different 
Rooms for 
different 
needs

Migration & realignment of our systems
2007 onwards: Library portal offering specific interfaces and 
content tailored to tier 1 client needs. Includes integrated print and 
online resources, enriched content, URL resolving, federated 
searching, and improved statistics.



Systems supporting quality decision making

• The eLibrary is delivered 
through a commercial 
service that is:
– Supported
– Sustainable
– Comes with an upgrade path
– Working within the 

appropriate standards

• One Vendor chosen
– Allows us to integrate 

services and focus our 
energy on the business and 
the clients rather than the 
systems.



Systems supporting quality decision making

Customised research pages 
supporting the research needs of Tax 
Office staff.

Powerful search engine allowing for one search 
across Library collections, internal and external 
sources and subscription databases. Access to Library resources at one 

click – not buried under multiple 
intranet pages. 

Access to resources where staff can 
customise their search options and still 
access multiple database from one search 
page.



Measuring and reporting value

• Direct client feedback
• Management feedback
• SIRSI’s Directors 

Workstation statistics
• Annual internal customer 

satisfaction survey
• Plus moving towards using 

best practice metrics
– LibQual+™

http://www.libqual.org

– AMI metrics toolkit
Watching brief
http://www.ami.org.au/metrics1.asp?nv=4



• LibQual measured client 
perceptions prior to the 
full release of the eLibrary

• Findings confirmed the 
following management 
expectations:
– Library staff interaction with 

client considered important 
and scored high.

– Provision of library resources 
mixed with online legacy 
systems scoring poorly.

– Library as place considered 
less important and ranked low.

Measuring and reporting value
LibQual + TM
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• Full roll out of eLibrary portal which will offer:
– Products and services tailored to our tier 1 clients will be 

co-designed. 
– Ramping up of the eLibrary and LIS general 

communications especially to tier 1 & 2 clients.
– Continued reporting of what products and services are 

provided to, as well as used by specific tier 1 clients. i.e. 
what they have used to support the decision making. 
This enables better reporting of the value we contribute 
to the organisation.

– Second phase of LibQual survey to report the impact of 
the eLibrary on client perceptions after the rollout has 
been completed.

Moving Forward - Processes



Our commitment to you

• The information in this presentation is current at January 2007.
• In the taxpayers© charter we commit to giving you information and advice 

you can rely on. 
• If you try to follow the information contained in our written general 

advice and publications, and in doing so you make an honest mistake, 
you won©t be subject to a penalty. However, as well as the underpaid 
tax, we may ask you to pay a general interest charge.

• We make every effort to ensure that this information and advice is 
accurate. If you follow our advice, which subsequently turns out to be 
incorrect, or our advice is misleading and you make a mistake as a 
result, you won©t be subject to a penalty or a general interest charge 
although you©ll be required to pay any underpaid tax.


