
‘Success’ v. ‘failure’ of digital services :  

A tale of two shared services
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√ Payroll automation
√ Shared & centralised services
√ Government continued roll-out despite
initial problems
√ AG report:

√ Ensure means for early warning
signals

√ Ensure clear line of sight &
accountability for project

√ Significant customisation is generally
a bad idea, made worse when
development is outsourced

√ Invest in really understanding
workflows & processes

√ Education & training are
critical

√ Self-service HR portal & shared service
√ Seamless services across government
√ Government leadership & commitment
√ Standardised processes
√ Involvement of line management; end
users (esp. user interface); agencies, work
councils and unions
√ This is a change process, not as an IT-
project
√ Adjust as you go along: no one right way;
these are “learning projects.”
√ No big bangs: complexity needs a step-by-
step development and implementation
√ Use lessons learned elsewhere: private
sector
√ Education & training are critical
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