CASE STUDY: Improving
Organizational Capacity and
Customer Support

ORGANIZATIONAL EFFECTIVENESS STUDY FOR THE
INTERNAL REVENUE SERVICE (IRS)
SMALL BUSINESS/SELF EMPLOYED (SB/SE) DIVISION

Objective:  The purpose of this engagement was to assess the Internal
Revenue Service's (IRS) existing Learning & Educationand
Technology Enabled Learning (L&E) operating units, evaluate
the impact of the proposed reorganization, and provide
recommendations for improving the effectiveness and quality
of the services L&E delivers to its clients.

Customer  L&E provides an integrated learning and knowledge program
Challenge: to support SB/SE's strategic, business, and cultural needs.
L&E is responsible for ensuring the readiness and currency
of SB/SE staff in accomplishing their respective missions by
providing technical and leadership training to all SE/SE
employees.

SB/SE's customer segment includes over 40 million taxpayers
including small corporations and partnerships, farms, self-
employed individuals, and is responsible for remitting nearly
half of the taxes collected by the IRS each year. Meeting the
needs of this diverse customer base had been a consistent
challenge for SB/SE.

Solution: COE conducted the assessment using its Organizational
Effectiveness (OE) Audit™ methodology. To identify the
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