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Current operating models



Review of shared services

• The corporate services strategy to date has essentially adopted a 
monitoring role and until recently also included a practical assistance 
role. This approach, together with Government’s strategic reform 
agenda has delivered limited benefits in terms of reduced expenditure, 
greater consolidation of corporate applications and a reduction in 
corporate services staffing levels.

• Some of the key lessons learned are that sustainable savings are slow 
to achieve, service quality can be compromised in setting up new
clusters, and government should be in a position to make machinery of 
Government changes without significant impact and cost to shared
services.

• Whilst the long-term goal for NSW Government should be to have a 
single, or a small number of systems operating, it is recommended that 
a gradual migration to consolidation would require the least investment 
and disruption to NSW Government.



Recommendations

• A renewed focus for Shared Corporate Services to deliver 
savings to government should therefore provide:

o Flexibility to accommodate strategic Machinery of 
Government changes.

o Improved utilisation of existing Shared Corporate Services 
providers to build on

o Economies of scale and maximise investment.
o Service delivery improvement though common systems and 

processes
o Avoidance of duplicated systems cost.
o Improved knowledge sharing and collaboration.



Options

• There are a number of strategic options to move government to a 
consolidated shared services model:

o Establish a cluster strategy of a small number of shared support
centres with a separate department created to provide the system
support for whole of Government;

o Creation of a “Department of Shared Services” to run all shared 
service support arrangements, including system support;

o Mandating of single applications across decentralised shared 
services centres;

o Gradual migration to consolidation at natural investment decision 
points.

o Natural decision points for investment in or creation of shared 
service arrangements usually stem from end of life of existing 
systems applications, or changes to machinery of government 
through mergers/ de-mergers of agencies.



Success in  Shared Corporate Services comes from

• Strong Mandate.
• Visible and persistent political support.
• Mutual trust between client / provider.
• Commercial separation of shared service from client.



The need for change

• Consolidating Corporate services (IT accounts for 19% of 
corporate services FTEs and 27% of all corporate services cost 
or $344M);

• Utilising available technology (over the next three years we 
will need to invest around $173M to keep our corporate 
applications on Vendor support);

• Business process re-engineering (it cost us an average 
$32.00 to pay an invoice. Private companies can do this for 
around $8.00);

• A benchmarked savings target (each payroll FTE supports 
around 249 employees. Best practice companies support over 
506).
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