


	Understanding how the business is going 
	 to use the system

	Keeping it simple in the beginning – 
	 limit the introduction of complicated 
	 functionality

	Quality data cleansing

	Testing of production processes 

	Working together to achieve plans and 
	 resolve issues as quickly as possible 

	Regular formal and informal meetings 

	Good communication channels both 
	 strategically and at the working level

	 Trust at the personal level

“Since the beginning of the programme 
CCSU and Objective worked seamlessly 
towards the same goal of making the 
project happen. Clearly defined roles and 
responsibilities and a sound communication 
channel encouraged a positive and 
collaborative relationship between Objective 
and CCSU,” said Mr Campbell.    

Change management & training 

In a complex multi-agency environment, 
the implementation of any ECM solution 
is challenging. From the outset, CCSU 
identified that successful implementation 
would not solely rely on the solution and its 
technical infrastructure, but on factors such 
as providing business tools, business rules 
and engaging people in the process  
of change.  

Key components of the change 
management approach were: relationship 
building, organisational preparedness, 
communication, training and post-
implementation assistance.   

Representatives from client agencies were 
involved in regular meetings throughout 
the project which meant CCSU could 
incorporate their business priorities in the 
change management process. 

Initially, the RIMS Change Management 
Team worked with each agency to review 
organisational preparedness, a critical 
factor for any change or transition but 
even more critical with multiple and varied 
agencies. Each agency worked through a 
risk assessment checklist to identify where 
issues were likely to arise. This assisted 
agencies to direct resources and activity  
in preparing their organisation for the 
transition to Objective and the RIMS team 
to tailor training and communication to meet 
agency needs.

Communication was essential in preparing 
and supporting organisations and people in 
moving to Objective. Information provided 
to its diverse audience was tailored to each 
of its targeted stakeholder groups and 
channels established to ensure two-way 
communication. 

Training was designed to meet the distinct 
needs of four Objective user segments: 
general users; administration officers; 
records officers and records administrators.

Over seven weeks, CCSU offered over 
1000 training places and 58 courses to 
new Objective users.  Auditorium style and 
classroom-based training days ranged from 
½ day-2 days, across three locations.

In order to maximise user uptake following 
training, CCSU provided the following 
assistance and support:

	Members of the RIMS Programme 
	 Team conducted ‘floor-walking’ at all 
	 client locations to provide real-time advice 
	 and assistance in using Objective.

	Guides, hints and tips on using Objective 
	 were made available on the CCSU Portal.

	A CCSU Objective Application User Group 
	 was established to provide information to 
	 client organisations and seek ongoing 
	 input from their representatives.

An organisation’s records are both a 
vital business resource and its corporate 
memory. Adopting best-practice in providing 
records and information management 
services demonstrated CCSU’s ongoing 
commitment to new initiatives and service 
enhancements which enable clients 
to be proactive in meeting information 
management needs and requirements.

Paul Campbell, General Manager, CCSU 
said: “Effective information management 
is crucial to our clients’ core business, 
specifically policy development. It was 
essential that we provided a foundation 
for the future direction of information 
management.”

CCSU was looking for a standards-
compliant and comprehensive solution that 
would: 

	Support business process reform  
	 to increase efficiencies

	 Improve records and information 
	 management practices 

	Meet compliance needs in an increasing 
	 regulatory environment

“In the search for a solution, emphasis was 
placed on selecting a commercially confident 
partner with the right organisational fit and 
the ability to deliver product and services in 
multi-agency environments.

“We selected Objective for its demonstrated 
ability to provide records management in 
large, multi-agency environments. Based 
on Objective’s track record in comparable 
environments, we had a high level of comfort 
that Objective could meet our requirements.

“Objective has provided CCSU with a solution 
from which we can develop products to 
meet our clients’ business needs. CCSU 
is positioned to assist agencies review and 
refine practices and procedures, share best-
practice and encourage inter-agency sharing 
and collaboration,” said Mr Campbell. 

Laying the foundation

In a phased approach, CCSU is 
progressively implementing Objective 
to provide a comprehensive range of 
information management services to client 
agencies. RIMS Stage One was primarily 
concerned with the creation of a structurally 
sound foundation for records management 
through the replacement of the existing 
legacy system.  

The design and implementation phases 
involved Objective’s professional 
services team working with the CCSU 
project team on education workshops, 
software installation, data migration design, 
configuration and data migration build  
and test.  

Quality data cleansing early in the design 
phase, followed by trial production runs  
prior to each weekend cutover date for 
an agency in the implementation phase, 
played a key role in ensuring successful data 
migrations.      

“From the outset we adopted a joint team 
approach. This strong working relationship 
helped to make each implementation day a 
success - we helped each other to get the 
job done,” said Mr Campbell.

Installed over seven weeks in 14 agencies 
and six ministers’ offices, CCSU now has 
a records and information management 
solution that will be used by up to 1200 
users for the management of physical and 
electronic records. 

Lessons learned

The joint project team shared the following 
insights into achieving a successful 
implementation over such a short time 
frame:

	 Joint and realistic planning between 
	 vendor and customer 

 Setting clear requirements 

Central Corporate Services Unit

“We selected 
Objective for its 
demonstrated 
ability to provide 
records management 
in large,  
multi-agency 
environments”  

Paul Campbell
General Manager,  
Central Corporate Services Unit
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Benefits are delivered at three levels:

CCSU	 	 The ability to attract new clients with high value,  
			   cost effective infrastructure and services

		  	 The ability to deliver reduced costs to government through  
			   shared services

Client Agencies	 	 Cost reduction through shared services

		  	 Improved productivity through increased throughput  
			   and better decision making

		  	 Service enhancement through better infrastructure to support  
			   the agencies’ staff

		  	 The ability to meet audited compliance requirements

		  	 Reduced corporate risk through retention of vital and  
			   evidential records

NSW Government	 	 Cost reduction through shared services

		  	 Improved transparency and accountability through improved 
			   recordkeeping practices

		  	 Improved service delivery through better information  
			   management practices



	Understanding how the business is going 
	 to use the system

	Keeping it simple in the beginning – 
	 limit the introduction of complicated 
	 functionality

	Quality data cleansing

	Testing of production processes 

	Working together to achieve plans and 
	 resolve issues as quickly as possible 

	Regular formal and informal meetings 

	Good communication channels both 
	 strategically and at the working level

	 Trust at the personal level

“Since the beginning of the programme 
CCSU and Objective worked seamlessly 
towards the same goal of making the 
project happen. Clearly defined roles and 
responsibilities and a sound communication 
channel encouraged a positive and 
collaborative relationship between Objective 
and CCSU,” said Mr Campbell.    

Change management & training 

In a complex multi-agency environment, 
the implementation of any ECM solution 
is challenging. From the outset, CCSU 
identified that successful implementation 
would not solely rely on the solution and its 
technical infrastructure, but on factors such 
as providing business tools, business rules 
and engaging people in the process  
of change.  

Key components of the change 
management approach were: relationship 
building, organisational preparedness, 
communication, training and post-
implementation assistance.   

Representatives from client agencies were 
involved in regular meetings throughout 
the project which meant CCSU could 
incorporate their business priorities in the 
change management process. 

Initially, the RIMS Change Management 
Team worked with each agency to review 
organisational preparedness, a critical 
factor for any change or transition but 
even more critical with multiple and varied 
agencies. Each agency worked through a 
risk assessment checklist to identify where 
issues were likely to arise. This assisted 
agencies to direct resources and activity  
in preparing their organisation for the 
transition to Objective and the RIMS team 
to tailor training and communication to meet 
agency needs.

Communication was essential in preparing 
and supporting organisations and people in 
moving to Objective. Information provided 
to its diverse audience was tailored to each 
of its targeted stakeholder groups and 
channels established to ensure two-way 
communication. 

Training was designed to meet the distinct 
needs of four Objective user segments: 
general users; administration officers; 
records officers and records administrators.

Over seven weeks, CCSU offered over 
1000 training places and 58 courses to 
new Objective users.  Auditorium style and 
classroom-based training days ranged from 
½ day-2 days, across three locations.

In order to maximise user uptake following 
training, CCSU provided the following 
assistance and support:

	Members of the RIMS Programme 
	 Team conducted ‘floor-walking’ at all 
	 client locations to provide real-time advice 
	 and assistance in using Objective.

	Guides, hints and tips on using Objective 
	 were made available on the CCSU Portal.

	A CCSU Objective Application User Group 
	 was established to provide information to 
	 client organisations and seek ongoing 
	 input from their representatives.

An organisation’s records are both a 
vital business resource and its corporate 
memory. Adopting best-practice in providing 
records and information management 
services demonstrated CCSU’s ongoing 
commitment to new initiatives and service 
enhancements which enable clients 
to be proactive in meeting information 
management needs and requirements.

Paul Campbell, General Manager, CCSU 
said: “Effective information management 
is crucial to our clients’ core business, 
specifically policy development. It was 
essential that we provided a foundation 
for the future direction of information 
management.”

CCSU was looking for a standards-
compliant and comprehensive solution that 
would: 

	Support business process reform  
	 to increase efficiencies

	 Improve records and information 
	 management practices 

	Meet compliance needs in an increasing 
	 regulatory environment

“In the search for a solution, emphasis was 
placed on selecting a commercially confident 
partner with the right organisational fit and 
the ability to deliver product and services in 
multi-agency environments.

“We selected Objective for its demonstrated 
ability to provide records management in 
large, multi-agency environments. Based 
on Objective’s track record in comparable 
environments, we had a high level of comfort 
that Objective could meet our requirements.

“Objective has provided CCSU with a solution 
from which we can develop products to 
meet our clients’ business needs. CCSU 
is positioned to assist agencies review and 
refine practices and procedures, share best-
practice and encourage inter-agency sharing 
and collaboration,” said Mr Campbell. 

Laying the foundation

In a phased approach, CCSU is 
progressively implementing Objective 
to provide a comprehensive range of 
information management services to client 
agencies. RIMS Stage One was primarily 
concerned with the creation of a structurally 
sound foundation for records management 
through the replacement of the existing 
legacy system.  

The design and implementation phases 
involved Objective’s professional 
services team working with the CCSU 
project team on education workshops, 
software installation, data migration design, 
configuration and data migration build  
and test.  

Quality data cleansing early in the design 
phase, followed by trial production runs  
prior to each weekend cutover date for 
an agency in the implementation phase, 
played a key role in ensuring successful data 
migrations.      

“From the outset we adopted a joint team 
approach. This strong working relationship 
helped to make each implementation day a 
success - we helped each other to get the 
job done,” said Mr Campbell.

Installed over seven weeks in 14 agencies 
and six ministers’ offices, CCSU now has 
a records and information management 
solution that will be used by up to 1200 
users for the management of physical and 
electronic records. 

Lessons learned

The joint project team shared the following 
insights into achieving a successful 
implementation over such a short time 
frame:

	 Joint and realistic planning between 
	 vendor and customer 

 Setting clear requirements 

Central Corporate Services Unit

“We selected 
Objective for its 
demonstrated 
ability to provide 
records management 
in large,  
multi-agency 
environments”  

Paul Campbell
General Manager,  
Central Corporate Services Unit

2 3

Benefits are delivered at three levels:

CCSU	 	 The ability to attract new clients with high value,  
			   cost effective infrastructure and services

		  	 The ability to deliver reduced costs to government through  
			   shared services

Client Agencies	 	 Cost reduction through shared services

		  	 Improved productivity through increased throughput  
			   and better decision making

		  	 Service enhancement through better infrastructure to support  
			   the agencies’ staff

		  	 The ability to meet audited compliance requirements

		  	 Reduced corporate risk through retention of vital and  
			   evidential records

NSW Government	 	 Cost reduction through shared services

		  	 Improved transparency and accountability through improved 
			   recordkeeping practices

		  	 Improved service delivery through better information  
			   management practices



Objective Corporation Limited

Regional Headquarters

Asia Pacific: +61 (0)2 9955 2288

Europe: +44 (0) 1628 640 460

The Americas: +1 202 772 1087

www.objective.com

Benefits  

A successful implementation of the RIMS 
programme will ensure the delivery of 
significant benefits to CCSU, client agencies 
and to the NSW Government.  

The completion of Stage One has improved 
CCSU’s ability to provide clients with 
solutions to create, standardise and manage 
records. It has secured a foundation for 
future information management, paving the 
way for electronic document management 
and the creation of quality information 
management processes.  

At an individual and work group level, less 
time will be spent on recordkeeping activities 
such as finding and managing information 
and transferring information into standard 
formats. Information can be collected 
co-operatively and managed coherently, 
consistently and securely. 

At the jurisdictional level, the inter-agency 
benefits are even more significant. Objective 
will reduce hidden costs in the management 
of information relating to the capture, 
storage and use of information that are in 
common within agencies. For example, 
information collected by one agency can be 
used by another agency where previously it 
was captured by both.

“Moving forward, Objective will assist 
agencies in streamlining information 
management to achieve improved business 
efficiencies. Objective will also enable 
clients to meet compliance requirements 
with State Records Act 1998 and for 
AS7799 Information Security Management 
certification,” said Mr Campbell.

The future

Objective was selected on the basis of 
its scalability and flexibility in meeting 
CCSU’s evolving operational needs. The 
implementation of Objective represents 
a significant increase in opportunities 
for procedural reform and organisational 
efficiency within the CCSU client base. 

The foundation for business change and 
best-practice information management 
is in place. In the future CCSU and its 
clients will be able to use Objective as an 
electronic information management tool for 
the development of advanced information 
management practices including e-mail 
capture, disposal of e-records, electronic 
archiving and workflow.

About Objective Corporation
Objective Corporation (ASX: OCL) develops, markets, tailors and supports its own Enterprise Content 
Management (ECM) software solutions. Working with large, information intensive organisations including 
government departments and top 1000 corporations, Objective Corporation has established itself as 
one of the leaders in the ECM market. Its solutions are open and integrate with existing applications and 
infrastructure, delivering clear outcomes and a measurable return on the client’s investment. 
 

Objective continues to experience significant growth in Australia and internationally. In addition to continually 
adding new customers to its portfolio, Objective Corporation was featured in BRW’s Fast 100 in 2001, 2002 
and 2004, BRW’s Top 500 in 2004 and Deloitte’s Technology Fast 50 in 2001, 2002, 2004 and 2005.

“Moving forward,  
Objective will 
assist agencies 
in streamlining 
information  
management to  
achieve improved 
business  
efficiencies.”

Paul Campbell
General Manager,  
Central Corporate Services Unit

Central Corporate Services Unit

Laying a foundation for business change and best-practice information 
management for their clients, was the key objective for the Central 
Corporate Services Unit investing in a Records and Information 
Management System programme.  

RIMS gives agencies the capability to develop and support business 
processes while enhancing information access and knowledge retention 
to position them for the future. The programme successfully rolled out 
Objective to 14 agencies and six ministers’ offices over a seven week 
implementation phase.

The Central Corporate Services Unit (CCSU) is one of the major NSW Government 
shared corporate service providers. CCSU provides a range of shared services including 
human resources, finance, office, information technology and research and library 
services to more than 40 different NSW State Government agencies.  

Since its inception in 1996, CCSU has enabled clients and the NSW Government to 
benefit from cost savings, smart work practices and its investment in new technology.

CCSU’s foundation clients include Premier’s Department, Office of Financial Management 
(NSW Treasury), and the Department of State and Regional Development, who are joined 
by more than forty small to medium sized government agencies. 

Right-information, right-time, right-place

In the NSW Government today, business is executed in a variety of ways across multiple 
media. The evolving nature of business and government is driving a need for transparent, 
accountable government; efficient systems delivering better client services; and 
management of records according to community expectations and in compliance with 
NSW State Records Act 1998.

Driving CCSU’s Records and Information Management System (RIMS) programme was 
the implementation of the shared service ideals of observing best-practice processes and 
models across the spectrum of its client agencies.    
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Objective Case Study

Organisation
Central Corporate Services Unit 
NSW Department of Commerce

Industry
Public Sector

Applications
- Records Management 
- Information Management

Benefits at a glance
- Improved productivity
- Recordkeeping compliance
- Improved transparency  
	 & accountability
- Reduced costs through  
	 shared services
- Improved service delivery


