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CHAIRPERSON’S

FOREWORD

Our Annual Report for 2020 
recounts an unprecedented year 
for the National Shared Services 
Office (NSSO). As is the case 
for much of the Public Service 
and many businesses across 
the country, the COVID-19 
pandemic necessitated the 
NSSO to continue delivery of 
essential services remotely.

During 2020 the NSSO not only met its 
service delivery accountability and the 
demands placed on it by the pandemic, 
but it also collaborated with and extended 
contact centre support to its colleagues in 
the Department of Social Protection, while 
continuing its own programme of replacing 
legacy technology during the year. The agility, 
flexibility and collaboration demonstrated 
by the NSSO throughout the year positions 
the National Shared Services Office well as a 
critical partner in the Civil Service. 

The adoption and expansion of shared 
services is one of the actions identified in 
Our Public Service 2020, the Government’s 
second Public Service reform plan. During 
2020 the NSSO extended the services it 
provides in human resources, pension, 
payroll, and travel and expense services to 
an increased number of staff and payees 
from across 55 Public Service bodies. It 
also continued developing the finance 
technology solution that will be used by all 
Government Departments and Offices and 
will enable the provision of standard financial 
management across 46 Government Bodies 
and Offices. This work has continued to 
progress remotely throughout 2020 despite 
the difficulties presented by the COVID-19 
pandemic and reflects the high level of 
commitment of the NSSO staff. 
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The NSSO adopted a strategy for 
2019-2022, (which was refreshed in 
2020) to direct its work and address the 
key challenges and mitigate the risks 
identified that relate to people, process, 
technology, governance, and pace of 
change. This strategy is enabling the NSSO 
mature and ensure the Office’s ultimate 
mission is achieved. My colleagues and I 
on the Advisory Board continue to provide 
guidance, advice and support to the NSSO in 
this regard.

As my term of office as Chairman is coming 
to an end, I wish to thank my fellow 
Advisory Board members for their valued 
support to me and the advice they have 
given the Chief Executive and her colleagues 
in the NSSO to improve and continue to 

transform and modernise HR, Payroll and 
Finance in the Civil Service through shared 
services. I wish her and the management 
team every success in the future.  Finally, 
I would like to thank the staff of the NSSO 
for persevering during one of the most 
difficult years on record and continuing to 
deliver essential services that supported 
their colleagues across the Civil and Public 
Service and allowed them to focus on the 
priorities of Government. 

Robert Watt 
Chairman

Advisory Board
National Shared Services Office
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CHIEF EXECUTIVE’S

REVIEW OF THE YEAR 

I am pleased to present the 2020 
Annual Report of the National 
Shared Services Office (NSSO). 
This report calls out the outputs 
achieved in 2020 that are 
helping us provide more modern 
efficient and effective Shared 
Services, to enable the Civil 
Service deliver on Government 
priorities. 

As Chief Executive Officer, I am pleased 
to present the 2020 Annual Report of the 
National Shared Services Office (NSSO). 
We continued to provide modern, efficient 
and more effective Shared Services during 
2020, to enable the Civil Service deliver on 
Government priorities. 

In 2020 the COVID-19 pandemic provided 
unprecedented challenges for the NSSO, 
along with all other public bodies, and I am 
humbled and proud of the way that all staff in 
the NSSO stepped up and responded to the 
many asks and challenges placed on them by 
the pandemic. 

Our critical risks in 2020 were related to 
(1) overcoming obstacles to the delivery of 
the Financial Management Shared Services 
Programme on time,  (2) ensuring the 
continued operation of legacy HR and Payroll 
Shared Services systems despite technology 
obsolescence  and (3) protecting the 
organisation from the threat of cyber attacks.

During 2020 productivity remained constant 
and even improved in some areas. We have 
met every payroll run on time, despite the 
move to remote working, and regardless of 
the working environment, and progressed 
the Core Pay upgrade and move to a 
new banking services provider. Our data 
analytics output increased and its value 
was recognised at the 2020 Excellence and 
Innovation Awards, as well as receiving 
recognition for the NSSO at the Customer 
Contact Management Association (CCMA) 
awards.
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Our agility in handling the challenges 
that unfolded during the year was made 
possible by our people, who delivered on 
key business objectives. We successfully 
upgraded our telephony to reopen 
the telephone service remotely, while 
maintaining email service throughout 
the crisis. We have also fully remobilised 
the Financial Management Shared 
Services programme and commenced 
the deployment implementation plan. In 
addition to delivering on our core business, 
many of our staff worked on other aspects 
of the national COVID-19 response outside 
of NSSO’s direct remit, including supporting 
the Department of Social Protection with 
Pandemic Unemployment Payment (PUP) 
telephone support.

Throughout 2020 the NSSO continuously 
prioritised the health, safety and wellbeing 
of our staff. We remain open, agile and 
flexible to responding to and taking 
advantage of new ways of working that 
further support our staff, both in the short 
and long term as we emerge from the worst 
phases of the pandemic in 2021. 

Our continued success in delivering on our 
key objectives and goals, and supporting 
our colleagues to deliver critical supports 
to citizens and staff across the Civil and 
Public Service impacted by the pandemic 

is down to the dedication, flexibility and 
determination of our people. I wish to thank 
them most sincerely for their hard work to 
maintain services during a difficult time, 
and for the resilience and professionalism 
shown. 

Finally I would like to thank Robert Watt, 
our outgoing Chairman, for his support for 
shared services and support to the NSSO. 
I would also like to congratulate Maurice 
Quinn on his retirement and thank him for 
his great support to me personally. 
I would like to thank all of the members of 
the NSSO Advisory Board for their ongoing 
strategic advice, mentoring, and support for 
shared services, and I would like to thank 
the members of the Programme Boards and 
Committees for their time and commitment 
and collaboration with the NSSO on 
this significant and ongoing challenging 
transformation. I look forward to making 
even more progress in the year ahead.

Hilary Murphy-Fagan
Chief Executive

National Shared Services Office
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1. KEY ACHIEVEMENTS AND KPIS IN 2020

Achieved a

48%
reduction in
customer complaints
over 2019

Successful pivot
toward virtual working
due to impact of Covid-19

Maintaining all payroll and
essential HR functions,
including all payments due

Achieving ‘highly commended’ 
awards in three categories
[Shared Services Centre of the Year,
Team of the Year, and Best Training
& Development Programme]
at the 2020 annual awards of the
Customer Contact
Management Association

Hosting a 
successful virtual
recognition event of

53 staff
who completed
accredited learning

Conducting 596
service engagements
with client
Public Service Bodies (PSBs)

Key Facts in 2020 

• The NSSO partnered with all Government departments and a range of Public Service Bodies (55 
in total) including An Garda Síochána, Military and Prison Services; providing HR and pension 
administration services to 38,388 Civil Servants, and payroll and related services to 144,266 
Public Servants, which includes 60,000 retirees.  

• The Chief Executive Officer (CEO) of the NSSO is the Accounting Officer for the Shared Services 
Vote, reporting to the Minister for Public Expenditure and Reform. She is accountable for the 
budget allocated to the NSSO to manage its 815 Civil Service staff based in seven offices around 
the country in Galway, Tullamore, Killarney, and Dublin. 

• The Shared Services budget provides for the operation of the Shared Services functions 
provided to all NSSO customers in the Civil and Public Service. 

• The NSSO’s remit, as outlined in the NSSO Act 2017, is to transform and modernise human 
resources, payroll and financial management across the Civil Service; enhance service delivery 
and decision-making effectiveness through real-time information; drive better value for money, 
and; coordinate and integrate these separate functions onto a single enterprise end-to-end data 
view.
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PEOPLE
FIRST

PROCESS & 
TECHNOLOGY INNOVATION

7%
onsite

815
NSSO Staff
(FTE 787)

93%
remote

Absenteeism

2.6%

Moved to
Online Learning and

Development for CIPD,
IAPS, Accounting

41
Human Resources

and Customer Service
Automations Applied

98%
Staff with Remote

Working Capability
during Covid-19

Provisioning of

38,388
HR

Customers

182,506
HR

Transactions /
Cases Closed

€5.57
Billion

Gross Payroll

144,266
Payroll

Customers

SERVICE
EXCELLENCE

56,164
NSSO Helpdesk
Calls Received

(91% First
Call Resolution)

112,047
NSSO

Helpdesk Emails 
(up 23% received

over 2019)

24,973
DEASP Helpdesk /

PUP Calls

18,835
Quality Checks

96%
Quality Assurance

Achievement 

74%
Response Rate to CS Employee

Engagement Survey

Turnover

7.5%

Upskilling in
People Manager Core Skills,

Project Management Essentials,
CIPD, Lean6Sigma

1,501,526
Transactions

completed
by Robots

7
New Automations

in Payroll
and HR Functions

Scaling Automations:

€26
Million

in Travel and Subsistence Claims,
Decrease of 49% on 2019

2020 Performance Indicators
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Innovation in the NSSO 
In January 2020 the NSSO signed the 
Declaration on Public Service Innovation 
in Ireland. This sets out the NSSO’s 
commitment to take a number of actions 
to foster a stronger culture of innovation 
across its seven offices. Innovation is 
critical for the NSSO, and is one of its 
three core values. 

Signing the Declaration, CEO Hilary 
Murphy-Fagan, pictured here with Seán 
Reilly, Assistant Secretary and John 
Finnegan, Head of Governance and 
Strategy, spoke about the importance 
of strengthening the innovation culture, 
increasing collaboration across teams 
and recognising that opportunities for 
creativity are everywhere. 

The Declaration sets out six key areas that will 
better serve the NSSO’s stakeholders through 
improved delivery of services to citizens. It is a 
key component of the ‘Our Public Service 2020’ 
strategy. 

In October, as part of second Public Service-
wide Innovation Week, the NSSO held a series of 
events on innovation and reported on how it is 
being fostered across all divisions.

Read the full report on
www.nsso.gov.ie

Declaration on Public Service
Innovation in Ireland
In order to better serve our people, the Irish Public Service needs to be highly innovative. Innovation does more
than simply drive economic growth. It has the potential to solve some of the most pressing challenges that
Ireland faces now and in the Future.

National Shared Services Office declares to take the following actions to build a culture of
innovation in our Public Service. We will:

Further endorse innovation as the responsibility of every public servant;

Enable, support, inform and equip our public servants to innovate in their roles;

Cultivate new partnerships and involve diverse views in problem solving and
designing and delivering our public services;

Generate multiple options for existing and potential problems through
exploration, experimentation, iteration and testing;

Provide insights into our experiences, best practices and lessons learned with
other public servants in Ireland and abroad;

Share knowledge and data with citizens in an open and transparent way.

Innovation, experimentation and openness require constant effort and a certain degree of risk. As public
servants, we must be ambitious, agile and collaborative to achieve meaningful and durable results. In doing so
we should be open to progressive thinking in order to create a new and better future for all inhabitants of the
State.

To solve difficult problems, we must rely on the diversity, ingenuity and creativity of the public and our fellow
public servants. We must also be open to blue sky thinking in order to create a new and better future for our
people. In times of considerable change and uncertainty, our greatest risk is refusing to take chances and try
new things. We need a culture of innovation.

Innovation is now the benchmark in most scientific, business and social sectors. Embracing and enabling
innovation is equally important in delivering services and building inclusive, sustainable communities.

Chief Executive Officer
National Shared Services Office

NATIONAL
SHARED 
SERVICES 
OFFICE 

DRIVING
INNOVATION 

- 7 offices 

- 826 staff

- 54 client organisations

- 38,400 HR customers

- 145,400 Payroll

   customers

Remote working 
solutions connecting:

UCD Innovation training partnership
78 trained in Lean 6 Sigma
12 trained in Blue Prism
10 trained in Agile HR

83% felt the NSSO provides them
with helpful information, support and
well-being information
79% felt connected to the NSSO
during Covid 19

- Increased investment (32%) in
innovation training to €45.5k from
€34.5k:

- Successfully moved to online staff
training using One Learning platform

- Data Protection e-learning module 
 shared with other Departments

- Staff well-being and CSEAS supported 
 modules

- Staff volunteering programme initiated 
 supporting local community projects

- Supports provided for remote working

- NSSO Covid staff survey:

- NSSO Excellence and Innovation 
 Awards initiated

People 
First

BI and End to End Reporting - €1m

Application Development - €1m

Robotic Process Automation - €250k

- Civil Service Excellence and Innovation
Event recognition for NSSO data and
insights project: 

Innovative HR Insights through Business
Intelligence (BI)

- Supported Dept of Public Expenditure 
and Reform as an exemplar in promoting
Robotic Process Automation (RPA) across
the wider Public Service

- Provided advice to An Post, the Dublin
Airport Authority, the Dept of Education
and Skills and the Local Government
Management Board in establishing a RPA
function

- Capital, Operational and Staff Investment
in Innovation of c.€2.2m:

- Launch of process to implement civil
service-wide Human Capital Management
(HCM) solution

Process and Digital
Innovation Next

Launching an eForms project during
Innovation Week
First customer survey completed 
42 medium to large-scale continuous
improvement projects complete
Financial Shared Services Project
HR and Payroll helpdesk integration

Best response to Covid-19
Shared Services Centre of the Year 
Team of the Year
Best Training and Development
Programme

- Successfully pivoted to fully remote
service in response to Covid-19

- Continued delivery of innovative
projects:

- Customer Contact Management
Association (CCMA) Awards
submissions:

- Supported the Dept of Employment 
Affairs and Social Protection in the 
Covid pandemic by providing Pandemic
Unemployment Payment helpdesk

Service Excellence
Always

http://www.nsso.gov.ie
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2. PROGRESS ON STRATEGIC GOALS

The NSSO’s Statement of Strategy for the 
period 2019-2022 sets out four Strategic 
Goals. For each of these goals the Strategy 
sets out:

• A set of priorities that elaborate the Goal
• Actions for 2019-2022 to achieve the 

Goal
• An outcome that defines successful 

achievement of the Goal
• A set of KPIs that measure progress 

towards the Goal

Despite the requirement to respond to and 
prioritise the impact of COVID-19 on the 
business, the NSSO made good progress 
towards each of its Goals in 2020 and 
remained on track to complete its Strategy. 

During 2020 there was also a change of 
Government. In line with Government 
procedures, the NSSO developed a new 
Statement of Strategy for the new Minister. 
The NSSO’s Strategy 2021 – 2023 will come 
into action in 2021, as the second Statement 
of Strategy for the NSSO, developed 
following publication of the Programme for 
Government – Our Shared Future.  

In this Annual Report a final update on 
the Statement of Strategy 2019-2022 is 
included. For each Goal the table below sets 
out the actions that have been completed 
during 2020 and, where applicable, the value 
of the KPIs at the end of 2020.

DELIVER EXCELLENT SHARED CORPORATE SERVICES

Provide Public Service Bodies with excellent shared services
and the benefits that these efficient and effective services create

ENGAGE, ENABLE AND EMPOWER OUR PEOPLE

Engage, enable and empower our people to
promote continuous innovation and change

GOAL

1
GOAL

2
INVEST IN NEW DIGITAL TECHNOLOGIES

Exploit the full potential of modern technological
platforms, systems, and solutions

GOAL

3
CHAMPION SHARED SERVICES ACROSS THE PUBLIC SECTOR

Establish the NSSO as a trusted partner for Public Service Bodies and
promote the use of the shared services approach to service delivery 

GOAL

4

Statement of Strategy 2019-2020
NSSO’s Strategic Goals
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DELIVER EXCELLENT SHARED CORPORATE SERVICES

Provide Public Service Bodies with excellent shared services
and the benefits that these efficient and effective services create

GOAL

1
The volume of services provided continued to grow and the exacting quality 
standards that we set for ourselves were met.

• We provided transactional HR services for 38,388 Civil Servants.
• We processed payrolls worth €5.57bn for 144,266 current and    
 retired Civil and Public Servants, working in 55 different Public    
 Service Bodies, in our most recent full year of operations. 
• We began developing the Action Plan, following the results of our    
 customer satisfaction survey at the end of 2019, and the associated   
 implementation plan, and will work to increase customer satisfaction   
 levels from their baseline value of 52%.

• We engaged with key stakeholders and client organisations through  
 our Advisory Board, the Employee Services Strategy Committee, the  
 Employee Services Customer Group and regular bilateral contacts   
 between our customer relations function and our client    
 organisations.
• We hosted annual events to inform Chairs of client Audit and Risk   
 Committees and Heads of Internal Audit of progress made on   
 developing sound structures of governance and oversight and our   
 ability to provide assurance regarding internal controls within the   
 NSSO for the purpose of disclosures required in annual    
 Appropriation Accounts.

Be open, transparent,
and inclusive with the
partner organisations 
we serve

Context and actions taken in 2020Priorities

• We progressed the pathway to a new integrated technology platform  
 for all employee services. Until this is available the HR and payroll   
 functions have put in place working arrangements to ensure   
 end-to-end processing of HR transactions that have an effect on   
 payroll. Enterprise ICT completed a pilot project to automate some of  
 these interfaces. 
• We also combined and replaced our two separate helpdesk   
 technology platforms with one single software platform which is part  
 of a programme of continuous improvement and management of   
 internal, cross-cutting issues with regard to our customer channels.

Integrate the 
functions of the 
NSSO into a unified 
organisation that 
provides a seamless, 
end-to-end user 
experience

• We partnered with PSBs to transact on the various requirements   
 arising out of the new Government formation and Departmental   
 restructurings; and initiated a programme of improvements designed  
 to streamline interactions between the NSSO and local HR units.

Design and 
implement a new 
customer focus 
programme that 
fosters strong 
partnerships with 
Public Service Bodies 
(PSBs)

• We resumed our support to the Central Statistics Office (CSO) for   
 Census 2022; progressed the governance structures and approaches  
 in relation to new business applications; provided analytical software  
 and new analytical services for our client PSBs and on-boarded the  
 Office of the Government Chief Information Officer (OGCIO) as a   
 new client. We also completed the final phase of the structural   
 changes under the transformation programme of the
 Department of Justice.

Drive continuous 
improvement 
throughout the NSSO 
in pursuit of service 
excellence, in 
particular increasing 
the efficiency and 
effectiveness of our 
services
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DELIVER EXCELLENT SHARED CORPORATE SERVICES (CONTD)

Provide Public Service Bodies with excellent shared services
and the benefits that these efficient and effective services create

GOAL

1
Context and actions taken in 2020Priorities

• We resumed our support to the Central Statistics Office (CSO) for   
 Census 2022; progressed the governance structures and approaches  
 in relation to new business applications; provided analytical software  
 and new analytical services for our client PSBs and on-boarded the  
 Office of the Government Chief Information Officer (OGCIO) as a   
 seperate client. We also completed the final phase of the structural  
 changes under the transformation programme of the
 Department of Justice.

Drive continuous 
improvement 
throughout the NSSO 
in pursuit of service 
excellence, in 
particular increasing 
the efficiency and 
effectiveness of our 
services

• We strengthened the HR team and developed an enhanced People  
 Strategy including a substantial Learning and Development   
 programme and Employee Engagement programme. The NSSO   
 undertook an organisational capability assessment with external   
 support to map out the future needs of the organisation.

Embed the practice of 
capability assessment 
and capability 
building throughout 
the NSSO

• We maintained a full programme of the Advisory Board and Audit   
 and Risk Committee meetings notwithstanding COVID-19.  The   
 Management Board performed as normal as did the Corporate   
 Governance function.  Improvement plans to strengthen the second  
 line of internal controls were advanced and we completed an   
 external review of risk management policy and procedures.

Strengthen 
compliance and risk 
management 
functions
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ENGAGE, ENABLE AND EMPOWER OUR PEOPLE

Engage, enable and empower our people to
promote continuous innovation and change

GOAL

2
We are also making significant progress towards our Goal of engaging, 
enabling and empowering our people. We are completing a programme of 
actions that will increase our engagement score in the Civil Service 
engagement survey to at least 80% by 2022.

• We implemented a new internal People Strategy to work   
 towards these Strategic Priorities. The four objectives of this  
 People Strategy are:

 •  Be the Employer of Choice;
 •  Build the Workforce of the Future;
 •  Attain HR Operational Excellence; and,
 •  Position HR as a Strategic Driver.

•  The initiatives delivered to date include:

 •  The NSSO’s volunteering programme;
 •  Active engagement with the online OneLearning   
  platform for all staff;
 •  Our second staff recognition awards for accredited  
  learning. 

•  In addition, the HR and Communications teams reacted to  
 COVID-19 with dedicated HR and Communications response  
 plans and dynamic actions to ensure all staff were informed and  
 remained connected.

Context and actions taken in 2020Priorities

Develop a new 
Human Resource 
Development 
strategy that 
matches the NSSO’s 
ambition and 
strategic goals, and is 
aligned to the People 
Strategy for the Civil 
Service.

Empower all 
managers to create 
and own the future 
of the NSSO as a 
group.

Invest in the 
development of the 
extended leadership 
team (ELT) and the 
strategic 
management of 
NSSO.

Nurture a highly 
collaborative culture 
where self-directed 
and high-performing 
teams own their 
work and are 
empowered to 
innovate.

Nurture and 
recognise exemplary 
people management 
and development 
practices throughout 
the NSSO.
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INVEST IN NEW DIGITAL TECHNOLOGIES

Exploit the full potential of modern technological
platforms, systems, and solutions

GOAL

3
We continued to invest in new Digital Technologies. These    
investments range from continuous improvements of our service by   
providing business analytics for our clients to implementing robotic   
process automation to the longer term goal to replace our legacy    
systems with a single integrated Human Capital Management    
solution.

• We developed an ICT Strategy for the NSSO that optimises the use  
 of our own resources and outside service providers.

• We established the Solutions Team to support and provide research,  
 business analysis, process re-engineering and programme    
 management services across the NSSO.

• We began Robotic Process Automation (RPA) implementation in   
 Payroll following its successful deployment in our HR Shared   
 Services (HRSS) operation.

• We launched the process to implement a civil service-wide   
 integrated Human Capital Management (HCM) solution, led by the  
 Civil Service Head of Human Resources and senior HR leaders.

• We implemented the Makodata reporting and business intelligence  
 solution. This application provides self-serve Business Intelligence to  
 our clients.

Context and actions taken in 2020Priorities

Adopt a digital-first 
policy to underpin all 
future developments 
in the NSSO’s 
service portfolio.

Invest in the ongoing 
modernisation of 
ICT platforms and 
related systems and 
solutions.

Develop an 
end-to-end view of 
key corporate 
services and exploit 
the potential of new 
technologies to 
promote 
cross-functional 
integration.

Empower PSBs and 
public servants to 
better harness the 
full potential of 
self-service 
technologies across 
all platforms, while 
preserving access for 
all users.

Develop a new ICT 
strategy that better 
harnesses the power 
of people and 
technology.
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CHAMPION SHARED SERVICES ACROSS THE PUBLIC SECTOR

Establish the NSSO as a trusted partner for Public Service Bodies and
promote the use of the shared services approach to service delivery 

GOAL

4
Actions under our plan to champion shared services across the Civil and 
Public Service were deferred due to the need to mitigate the effects of the 
COVID-19 pandemic. We recently received renewed Government approval 
and funding for the new Financial Management System. The revised 
Programme for the development of this system will see deployment to our 
first clients by the end of 2021.

Context and actions taken in 2020Priorities

Develop a new 
communications 
strategy that 
engages both 
internal and external 
stakeholders

• We rolled out a programme of work to meet the requirements in   
 the Communications strategy and increased our corporate   
 communications activity. 
• We significantly enhanced internal and social media engagement   
 including a comprehensive programme to stay in touch with staff   
 working remotely during COVID-19 and regular updates for clients  
 and customers.

Play our part in 
modernising and 
reforming Human 
Resources across the 
Public Service

• The NSSO supported the Request For Information (RFI) process   
 required to progress the development of the new integrated   
 Human Capital Management System for the Civil Service.

Expand our services 
to existing partners 
by rolling out 
financial 
management shared 
services.

• We improved and closed the outstanding design issues, enhanced   
 governance structure and capabilities of the Financial Management  
 programme to ensure effective roll out of services.

Work with PSBs to 
fully capture the 
value of applying 
analytical 
techniques to the 
data we generate

• We provided self-service Business Analytics for our clients. In   
 addition, we now provide regular HR metrics reports to the   
 management of all of our clients. This reporting was enhanced in   
 response to COVID-19.

Enhance awareness 
of the benefits being 
realised by Shared 
Services

• We commissioned an external study of the savings realised to date  
 from Shared Services. The results of this were shared with key   
 stakeholders. In addition we have been using our web sites and   
 social media presences to increase our profile and stay in touch   
 with clients and customers.
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The NSSO met with the Retired Civil and
Public Servants Association 
The NSSO provides pension payment services on behalf of the Department of Public 
Expenditure & Reform to over 60,000 retired civil servants. As these retirees are a key 
customer group, representatives from our Payroll Shared Services team met with members 
of the Retired Civil and Public Servants Association (RCPSA) early in 2020.

In February they met with the Midlands branch in Athlone. Some of the main topics 
discussed at the session were the growth of the NSSO, updates on how pension payments 
are administered and information on how to access our online services, including payslips. 

Back row (L-R): Stephen 
Burns (Vice President, 
RCPSA), Benny Dunne 
(Chairperson, RCPSA 
Athlone Branch), Anne 
Mitchell (Treasurer, 
RCPSA), Paul Monks 
(President, RCPSA)

Front Row (L-R): Matt Ryan 
(Trustee and Secretary, 
RCPSA Athlone Branch), 
Sheila Mahon (NSSO), 
Helen Moylan (NSSO), 
Anthony Redmond (NSSO), 
Anne Walsh (Secretary, 
RCPSA)
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3. GOVERNANCE AND STRATEGY

3.1 Corporate Mission, Vision and Values

The NSSO is a statutory Civil Service office under the aegis of the Department of Public Expenditure 
and Reform. It is an ambitious organisation that delivers real value:  

• to the people who rely on us for services, by providing an easily accessible and efficient service 
across a broad range of pay, pension, leave and recoupment services 

• to the organisations that use our corporate business services, by delivering mass transactional 
services and business intelligence, freeing up local resources for strategic management and 
improving business decision making, and  

• to the taxpayer, in the context of providing these services in a standardised and cost-efficient way. 

As well as providing Shared Services to our Civil Service partners, the NSSO works to promote the 
use of shared services as a business model across the wider Public Service.

People First
The key to our success
is our people
Putting people,
performance and
development at the
centre of what we do

Process and Digital
Innovation Next

Process simplicity
Continuous improvement
and delivery mindset

Service
Excellence Always

Delivering operational
excellence to enhance
the customer experience
rooted in our desire
to be better

NSSO VALUES
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Mission

Our mission as a Civil Service 
office is to deliver excellent 
service to Civil and Public Service
staff, (our end-users) on behalf of our client 
Public Service Bodies and deliver value for 
money to citizens by providing excellent 
corporate business services and data insights 
to Government. 

Vision 

Our vision for the NSSO is to be 
a customer-focused, innovative, 
and learning organisation, setting 
the standards for and providing consistently 
high quality shared services and data insights 
that support business needs. Trusted by 
others, we will build a strong culture that 
is collaborative, performance-driven, and 
people-focused.   

Values 

Our values, building on the Civil 
Service Code of Standards and 
Behaviour, are: 

• People first: The key to our success is our 
people, and we are committed to putting 
people, performance, and development at 
the centre of what we do. 

• Process and digital innovation next: 
We strive for process simplicity, and 
we foster a mind-set that is alive to 
continuous improvement. 

• Service excellence always: Our aim is to 
deliver operational improvements and 
an agile customer experience rooted in 
our desire to be better and to meet our 
customers’ needs. 

 
In short, our ambition is to be an increasingly 
progressive, trusted and professional 
organisation and a great place to work.
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3.2  Corporate Governance

As a service provider to the Civil and Public 
Service, the NSSO’s clients rely on it for 
essential transactional HR, pension and 
payroll services. As a result, they also rely 
on the NSSO’s system of governance and 
controls to process transactions that account 
for a significant share of their spending. 

This assurance from the NSSO to its clients is 
documented in an annual Letter of Assurance 
from the Accounting Officer of the NSSO to 
each of the Accounting Officers responsible 
for funding the transactions processed by 
the NSSO. These letters summarise the 
basis on which the NSSO is able to provide 
assurance to Accounting Officers. Inputs 
that influence the assurance provided 
include: the work of the NSSO’s Audit and 
Risk Committee and Internal Audit Unit; 
the Type II ISAE 3402 Audits completed; 
internal control and assurance arrangements 
operated by the management of the shared 
service centres; governance structures: 
Advisory Board, Employee Services Strategy 
Committee, Employee Services Customer 
Group and Management Board; ICT security 
provided by the Office of the Government 
Chief Information Officer (OGCIO); and the 
specific work we carry out on overpayments.

Audit and Assurance 

External Audit

The NSSO’s annual Appropriation Account is 
audited by the Office of the Comptroller and 
Auditor General (C&AG). As in prior years, a 
clean unqualified audit report for the 2019 
Appropriation Account was received from 
the C&AG in 2020.

Internal Audit

The NSSO’s Internal Audit function provides 
independent assurance that the NSSO’s risk 
management, corporate governance and 
internal control processes are fit for purpose. 

The Internal Audit service is provided in two 
distinct ways. Firstly, through ISAE 3402 
– the NSSO engages external providers to 
carry out a number of audits and provide 
“Assurance Reports on Controls at a 

Service Organisation” in accordance with 
the International Standard on Assurance 
Engagements (ISAE) No. 3402. Secondly, 
through non ISAE 3402 internal audit work 
– in addition the NSSO’s internal audit unit 
completes an annual risk-based internal audit 
work programme.  

Full unqualified Type II ISAE 3402 reports 
were achieved in 2020 by the HR Shared 
Services and Payroll Shared Services 
divisions of the NSSO. In addition, and 
despite COVID-19, a full programme of 
internal audits was performed in 2020 in line 
with the Internal Audit plan.  

Training on risk and governance was 
provided across the business in 2020 on a 
virtual basis.  Internal Audit also responded 
to the increased risk of fraud arising from 
the COVID-19 pandemic. Daily scanning of 
various horizons for potential fraud risks was 
introduced as the scale of emerging risks was 
noted. Internal Audit issued 40 fraud and 
scam alerts to the business in 2020.
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3.3  Risk Management 

The NSSO operates in accordance with 
DPER Risk Management Guidance for 
Government Departments and Offices, which 
provides guidance on current good practice, 
to support the Office with embedding risk 
management within the culture of the 
organisation and to reaffirm the benefits of 
effective risk management. The NSSO also 
operates in accordance with the Corporate 
Governance Standard for the Civil Service and 
its five governance principles.

The objectives of the NSSO’s Risk 
Management Policy are to ensure that:

• Risks (including new and emerging risks), 
to which the Office is or may become 
exposed, are identified in a timely manner

• A robust risk assessment is undertaken 
for all risks identified by the Office

• Effective risk mitigation strategies are 
adopted and applied by the Office

• The Office’s risk profile is monitored and 
reported on

• A culture of risk management is 
promoted and embedded in the Office.

The top three risks identified in 2020 were 
Delivery of the new Financial Management 
Shared Services System; obsolescence risk 
for legacy HR Shared Services technology; 
and Cybersecurity. 

These risks were closely monitored by the 
Management Board, Advisory Board and 
Audit and Risk Committee and the below 
measures were in place to mitigate these 
risks.

This risk has reduced since remobilising the programme, with robust 
programme management, the procurement of a Client Service Partner to 
address technical capability gaps and support us to reach agreement on a 
detailed PID with the System Implementation Partner, and with detailed 
project plan management with the System Implementer. In addition since the 
restart of the project there is strong governance and oversight of risks in 
place.

Business Case to upgrade PeopleSoft HR software and seek sanction from 
PER to progress.

All staff working remotely have a secure connection to government 
networks. Constant vigilance through a programme of mandatory training 
and awareness on cyber frauds through audit alerts on fraud and scams and 
staff communications, particularly social engineering. A review of cyber 
security across the NSSO to commence.

Measures to Mitigate RiskRisk

Delivery of New 
Financial 
Management Shared 
Services System

Obsolescence risk 
for legacy HRSS 
technology

Cybersecurity Risk
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3.4  Business Continuity Planning

The NSSO has a full set of Business 
Continuity Plans in place. Our Business 
Continuity Plan was developed by devising 
detailed arrangements to continue 
operations if our buildings became 
inaccessible due to a fire or other disaster. It 
identifies the key processes that would have 
to be continued, the teams that would be 
needed to carry these out and the equipment 
needed to do this without access to a 
building.

This planning and preparation allowed us to 
react quickly and without any interruption 
to core services as a result of COVID-19 
pandemic. In early 2020, as soon as 
restrictions were announced based on public 
health advice, we triggered our Business 
Continuity Plan. As a result, we were able to 
switch to having approximately 90% of our 
staff working from home and successfully 
shift to a remote working business model for 
the vast majority of staff. 

From a business perspective, it was of 
paramount importance that all our Civil and 
Public Service customers and pensioners 
continued to get paid, that the smooth and 
efficient processing of our payrolls was 
maintained, and that all HR and payroll 
business was transacted as swiftly as 
possible, minimising as much as possible 
the disruptive impacts on our clients and 
customers, on our staff, and on our service 
delivery.

This plan has been reviewed and updated 
on a regular basis throughout the pandemic 
and the NSSO is continuing to operate with 
the vast majority of staff accessing systems 
remotely, as the COVID-19 pandemic 
continues. 

3.5  NSSO COVID-19 Response

The first priority of the NSSO throughout 
the COVID-19 crisis has been to safeguard 
the health and wellbeing of our staff so 
that we can continue to meet the essential 
needs of our client Public Service Bodies and 
individual customers. 

Our key actions were:

• 800 NSSO staff enabled to work from 
home using ICT supports provided

• 60 staff (<10% of total number) attend 
our offices to carry out tasks that cannot 
be done remotely

• Staff working from home have been 
provided with working-from-home IT 
and support packs, including advice on 
potential cyber and fraud risks, and good 
home-office health and safety practices

• Supporting other Departments and the 
Public

• Up to 80 of our staff have provided 
a help desk service for the Pandemic 
Unemployment Payments at periods of 
peak need

• Regular updates on the latest scam and 
emailing phishing alerts.

Informing and supporting the wellbeing of 
staff despite remote working

• 22 dedicated COVID-19 Bulletins for 
staff in 10 months

• 20 CEO updates
• 72 updates on the carousel on the 

intranet homepage
• 12 all-staff emails with COVID-19 related 

messages
• 10 issues of our staff e-zine, “The Shared 

Scoop”, with COVID-19 updates and staff 
supports

• 11 updates published on our corporate 
website

• 54 additions to the dedicated COVID-19 
information hub on the NSSO intranet

• 32 tweets published on NSSO COVID-19 
response

• 55 retweets of other Public Service 
COVID-19 messages.
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Planning for the Future of Work

The COVID-19 pandemic will have long 
term effects on how work is organised and 
managed. The NSSO is planning to introduce 
more flexible working arrangements once the 
current pandemic is over.

People: 

• We will have to ensure that we provide 
our employees with the tools and 
supports they need to work effectively 
and happily while remote.

• The pandemic has given us an insight 
into the sort of supports and procedures 
needed:

 ○ Effective IT tools for communication 
and collaboration

 ○ Information, activities and support to 
promote good mental health

 ○ Carefully designed induction 
programmes for new employees, and

 ○ Effective remote training.

IT Challenges and Risks:

• Flexible working produces IT challenges 
and risks.

• Our experience of responding to 
COVID-19 is preparing us for these 
challenges and risks.

• We are working to identify the optimal 
hardware deployment to meet the 
NSSO’s future needs, i.e. what is the best 
mix of laptops, office-based PCs and mini-
PCs.

Facilities Implications of Long Term Remote 
Working:

• The amount and type of office space we 
need may change

• We may need to introduce hot-desking 
to allow flexible use of our office space by 
staff who mainly work remotely

• We will consider the use of any future 
Government Hubs for our staff as these 
become available.

Productivity:

• The NSSO has maintained or increased its 
productivity during the current pandemic 
response.

Risk Management:

The main areas of potential risk across the 
NSSO are:

• Health and Safety obligations to remote 
workers

• Ensuring that internal controls operate in 
a remote working environment

• Maintaining supervision of staff, and
• Increased risk of fraud including an 

increased risk of cyber-attacks.

3.6  Data Protection 

The protection of personal data is of utmost 
importance to the NSSO and its correct 
usage and storage is crucial to our work. 
Every NSSO customer, including its own 
staff, has a fundamental right to have their 
personal data protected.  We recognise our 
duty of care to our client organisations and 
their staff, and accord such data the utmost 
confidentiality and security.

The NSSO acts as a Data Processor acting 
as an agent for the PSBs on whose behalf 
it transacts, processing their data [as Data 
Controllers] on the basis of authorisation 
and instruction from them. These principles 
and authorisations are documented in signed 
Data Protection Agreements with each client 
PSB. All data transferred, and all records 
held on our systems, are the property of the 
PSBs. The NSSO acts as a Data Controller in 
relation to its own staff.

• The NSSO cooperates fully with 
the Office of the Data Protection 
Commissioner (DPC), and actively takes 
measures to ensure that personal data 
is only accessed in connection with the 
purposes for which it has been provided, 
consistent with the guidance of the Office 
of the DPC. (see page 38 for 2020 data)
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3.7   Cyber Security

The Senior Management Team of the NSSO 
actively monitors the risk posed to the NSSO 
by cyberattacks and other forms of fraud. A 
range of measures are in place to protect the 
NSSO against these risks.

The NSSO is implementing a programme of 
actions to:

• Ensure that the relevant staff have the 
information and skills they need to guard 
against social engineering attacks and the 
ever present risk of fraud;

• Review our Business Continuity Planning 
to ensure that it allows us to respond to a 
cyber-attack or external fraud attempt;

• Incorporate suitable defence measures 
into the design and build of the Financial 
Management system; and,

• Review controls over payments and 
related financial information and bank 
accounts in Payroll Shared Services.

In 2020 the NSSO carried out a 
communications campaign to inform staff 
and customers on cyber risks and threats, 
(see page 15 for more on this).

3.8  Fraud Policy and Updates 

The NSSO’s Fraud Policy makes staff aware 
of the risk of fraud and of the signs that fraud 
may be taking place. It establishes how staff 
can report any suspicions of fraud and how 
these will be investigated. 

The designated Fraud Officer makes a 
preliminary investigation and ensures that all 
of the appropriate next steps are taken. 

These can include;

• A disciplinary investigation for a breach 
of the Civil Service Code;

• Referral to An Garda Síochána 
and cooperation with any Garda 
investigation;

• Investigation to determine the extent 
of any loss and what weakness in the 
control system allowed a fraud to take 
place; and,

• Measures to strengthen internal controls 
to prevent recurrence of the fraud.

3.9   NSSO Protected Disclosure   
          Policy

The NSSO’s Protected Disclosure Policy 
was adopted in March 2018. It is published 
on the staff intranet “Knowledge Base” and 
included in training for staff. The Audit and 
Risk Committee has a standing item on its 
Agenda to be informed of any Protected 
Disclosures. To date no such disclosures have 
been made. The Management Board will 
continue to promote the importance of this 
policy and provide education on speaking up 
during 2021.

3.10  Committees of the NSSO 

Boards and Committees

The NSSO has a number of boards and 
committees to advise and support the Office. 
(See Appendix 2 for all members)

• NSSO Advisory Board - supports the 
work of the Office in providing Shared 
Services. The Board has nine members 
and its primary role is to provide strategic 
advice and insight to the Chief Executive 
Officer in areas that are core to the 
effective functioning and long-term 
success of the NSSO. These include the 
standards to be achieved in the provision 
of Shared Services; internal control 
and governance; strategy; and policy 
development.

• NSSO Audit and Risk Committee - an 
independent Audit and Risk Committee 
which provides advice and assurance to 
the Chief Executive Officer of the NSSO, 
as its Accounting Officer.

• NSSO Management Board - the primary 
function of the NSSO Management 
Board is to advise and support the Chief 
Executive Officer in the strategic and 
financial management of the Office. The 
Board is in place to provide leadership 
and strategic direction to the Office 
and operates in line with its terms of 
reference. 

• Employee Services Strategy Committee 
- the primary function of the Employee 
Services Strategy Committee is to 
provide strategic advice and share 
information in support of the future 
development and effective delivery 
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of employee shared services. Its 
membership from across six Government 
Departments is at Assistant Secretary 
level and is chaired by the Head of HR for 
the Civil Service.

• Employees Services Customer Group 
(ESCG) - representing Principal Officers 
or their nominated alternates in HR and 
finance from across eight Government 
Departments, was established as an 
advisory body to provide a high level 
customer interface with the NSSO. The 
group’s focus is to foster and enable 
a positive and progressive working 
relationship between the Shared Services 
Centres, the HR Managers Forum and 
finance officials. 

• FMSS Programme Board – established 
to provide advice and support, and 
oversee key milestones in relation to 
the project.  Its membership is from a 
cross representation of the government 
departments at Assistant Secretary Level.

NSSO Advisory Board

During 2020 Maurice Quinn retired from 
the Board. At the end of the year Robert 
Watt’s term of office ended as Chairman of 
the Board, and he will be replaced with a new 
Chairperson in 2021. 

The Advisory Board met four times in 2020 
and the key topics considered by the Board 
were:

• NSSO Strategy Development Process 
• NSSO Key Performance Indicators 
• COVID-19 Pandemic
• Increased opportunities for cyber-crime 
• The Board commended the NSSO on the 

assistance given to the Department of 
Social Protection in providing telephone 
support for the Pandemic Unemployment 
Scheme.  

• Financial Management Shared Services 
Programme - the Board members 
noted the programme progress and 
the strategic requirements for a new 
banking services provider, better cyber 
security and data protection, and new 
international reporting requirements, 
and there would be a need for additional 
funding.

• NSSO Customer Engagement Survey              
• Human Capital Management (HCM) 

Project 
• The Board agreed to carry out an 

evaluation, and the Institute of Public 
Administration was engaged to assist 
with this exercise. This review process, 
and the interviews in particular, yielded 
a rich body of feedback, insights and 
information and includes evidence of 
positive processes, effectiveness and 
influence in areas of the Board’s work 
at the NSSO. The report will assist the 
Advisory Board in planning its future 
work from 2021.

• NSSO Strategic Risks: the Board 
reviewed the NSSO’s Strategic Risks and 
focussed on the following – FMSS, Legacy 
IT Systems and the need for an integrated 
Human Capital Management (HCM) 
system to replace legacy HR and payroll 
systems. The Board was also briefed on 
the work of the NSSO’s Audit and Risk 
Committee at each meeting.

Audit and Risk Committee

During 2020 the Committee provided 
guidance, oversight and assurance in a 
challenging and complex environment. (See 
Appendix 2 for members). The Committee 
considered the NSSO’s internal audit plan 
for 2020 and received six reports during the 
year from the internal audit function on the 
following matters:

• Costs of the FMSS system
• Fraud and Vulnerability
• Data Protection
• Travel and Subsistence
• Payroll Overpayments – a joint audit with 

a client PSB
• External and Independent ISAE 3402 

Audits

An evaluation of the Audit and Risk 
Committee was carried out by the Institute 
of Public Administration, following a 
procurement process. This review process 
yielded rich feedback, insights and 
information and strong evidence of positive 
impacts on the NSSO with a small number of 
recommendations for further improvement.  
These recommendations are now being 
implemented.
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NSSO Management Board

In 2020 the Management Board met on 
20 occasions to review and monitor the 
performance of the Office while examining 
and challenging matters brought before 
them for consideration. (See Appendix 2 for 
members). 

In order to inform and update the Board, 
Principal Officers with responsibility as heads 
of function attended the Management Board 
meetings in 2020 as required where their 
areas were being discussed. This included the 
Heads of Internal Audit, HR, Organisational 
Development and Communications, 
Governance and Strategy, and Finance and 
Facilities.

Some key items considered by the Board 
were:

• Staff health and wellbeing during 
COVID-19

• COVID-19 response measures
• Business planning
• Risk
• Data protection
• Controls and audit
• Strategy development
• Employee engagement and Healthy Place 

to Work
• Business continuity
• Financial controls
• Critical projects (such as technology 

upgrades and the Financial Management 
Shared Services Programme).

Employee Services Strategy Committee

The primary function of the Employee 
Services Strategy Committee is to provide 
strategic advice and share information in 
support of the future development and 
effective delivery of employee shared 
services. The Committee met on four 
occasions during the year. (See Appendix 2 
for members).

The principal matters considered by the 
Committee in 2020 were:

• The essential requirements to develop an 
integrated Human Capital Management 
System including standardised end-

to-end HR processes across all of HR, 
supporting the target operating model ;

• Commenced the identification of key HR 
requirements which should ideally inform 
any proposal to replace and/or upgrade 
the HRMS ;

• Advising on the NSSO response to 
COVID-19;

• Tracking the work of the NSSO; and,
• Managing interactions between DPER, 

the NSSO and employing Departments 
on Public Sector pay negotiations and the 
decision making process for individual 
employee cases.

Employees Services Customer Group (ESCG)

The Employee Services Customer Group 
(see Appendix 2 for members) provides 
a structured forum to review service 
performance, resolve service issues and to 
continuously improve service delivery.

The ESCG supports the drive for best 
practice in HR and Payroll policy and 
shared services transaction processing, 
reporting and analytics. The ESCG met 
on nine occasions during the year, moving 
to virtual meetings during the COVID-19 
emergency. Some key items discussed 
included enterprise integration, the 
changeover to Danske Bank, streamlining 
interactions between the NSSO and its client 
PSBs, the Customer Survey and Action Plan, 
overpayments and the work of the sub-group 
of the ESCG and the NSSO draft Statement 
of Strategy.

FMSS Programme Board 

The Financial Management Shared Services 
Programme (FMSS) has a Programme Board 
which provides advice and support, and 
oversees key decision making in relation to 
the Programme in line with the approved 
business case and Government policies, 
particularly within the Reform policy area. 
(See Appendix 2 for members).

During 2020, the Board met on seven 
occasions and discussed progress on 
programme enhancements, the estimated 
programme costs, and the Programme 
Board’s own terms of reference.
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Cyber Security Campaign 
In October 2020 the NSSO launched a Fraud and Cyber Security Campaign, as part of Cyber 
Security Month, and to complement the fraud advice and training delivered by the NSSO’s 
Internal Audit unit.

The aim was to raise awareness among its customers and staff, over the two weeks of the 
campaign, of the variety of cyber threats and fraud risks they need to be vigilant for and 
highlighting what we can all do to prevent cyber fraud. Messages and key visuals were 
promoted on a range of communications channels, including on social media. 

The campaign messages included that everyone needs to remain vigilant in protecting their 
personal information as fraud and cyber security issues are a real concern, for the NSSO, for 
our customers using our services and our staff. 

The NSSO asked people to be wary of;

•  Emails/texts from sources you don’t recognise asking you to click on links.
•  Emails/texts from apparently reputable sources looking for sensitive details such   
 as PPS numbers, bank account/ credit card numbers etc. and offering tax refunds,   
 social welfare benefits etc.
• Pop-ups in web browsers pretending to be from trusted sources asking you to click   
 on links for more details.
• Unsolicited phone calls from service providers offering enhanced features.
• Mobile phone calls from unusual foreign numbers. Allow the number to go to voice   
 mail and check its validity.
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The Finance Management Shared Services 
will implement a single common chart of 
accounts and standardised accounting 
processes for all of central Government and 
see the migration of 31 separate financial 
management systems to a single integrated 
system.

• The programme aims to modernise and 
integrate Financial Management Systems 
for central Government on a single 
platform, and deliver core consolidated 
financial transaction services such as 
centralised accounts payable transaction 
processing and reporting services 
through a centralised Finance Shared 
Services. The single, standardised, 
Financial Management System (FMS) will 
replace some 31 legacy systems that are 
at, or nearing, end of life. It will provide 
for the automation of purchasing and 
enable central government to be more 
agile and responsive in dealing with its 
supplier base, particularly in the SME 
sector.

• The Secretary General for the 
Department of Public Expenditure and 
Reform and the Secretary General for 
the Department of Finance are Executive 
Sponsors for the Programme.

• The transformative changes to be 
delivered through this programme 
will address existing legacy system 
issues eliminating significant manual 
effort required to meeting reporting 
requirements and positioning the 
Government to be responsive to 
evolving national and international fiscal 
transparency in the medium to long term. 

• The existing distribution of financial 
processing across the central 
Government Public Service Bodies 
(PSBs), and across multiple systems, does 
not support the automated consolidation 
of data at a central level, nor can it 
meet existing and emerging reporting 
requirements without considerable 
duplication of effort and at a potentially 
significant cost/risk to the State

• The requirement for a modernised single 
integrated financial platform for central 
Government, and for more timely and 

comprehensive reporting on an accruals 
basis, has been referenced extensively, 
both internationally (the IMF and the 
OECD), and nationally (the Comptroller 
& Auditor General, and Public Accounts 
Committee). 

• In common with other countries that 
have undertaken similar reforms the 
principal cost arises in the adaptation of 
the financial management systems. As 
such the funding of the FMSS supports 
two key strategic programmes.

• It is important to acknowledge that this 
Programme was commenced in 2016 
and, while it has advanced significantly, 
it is behind schedule. This is due, in part, 
to the increased complexity and scope 
above the original plan, as the diversity 
and complexity of the processes began 
to emerge. Furthermore, the rapidly 
changing environment of cyber and 
data security, and the requirement 
to align with international reporting 
requirements, has driven additional 
requirements and build. 

• Actions were taken to improve 
Programme delivery in all areas including 
new and improved design features, 
enhanced governance, and the bridging 
of Programme capability gaps.  The 
design solutions were taken through an 
extensive consultative process including 
relevant working groups in advance of a 
formal sign off by the enhanced design 
authority group.  Following a restructure 
the programme entered into a transition 
phase that ran from the end of May to 
August 2020 and the programme re-
mobilised on the revised implementation 
plan in early November 2020.

• A Government decision in September 
2020 approved the continued 
deployment of the FMSS system over 
an extended indicative project timeline 
to 2025.  It also approved additional 
funding, bringing the total approved 
budget for the project to €115 million, 
including VAT.

4. FINANCIAL MANAGEMENT PROGRAMME
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• The anticipated additional spend, is 
driven by the enhancements made to 
the programme overall, including the 
incremental design features, and the 
resource requirements, maintenance, 
and hardware refresh costs arising from 
an extended timeline of a further three 
years. 

• The continued investment will also 
support the central delivery of accruals 
based accounting, and the central 
management of e-invoicing, data 
and cyber security for our central 
Government finance system, which 
accounts for more than €70 billion in 
expenditure per annum.
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5.1  Employee Services    

The Employee Services Division includes:

• HR and Pension Shared Services
• Payroll Shared Services
• Customer Relations and Support Services

For the structure of the Employee Services 
Division go to www.NSSO.gov.ie 

These Shared Services functions provide HR, 
pensions and payroll administration services, 
supported by customer relations and 
support services, for the NSSO’s customer 
Government Departments and Public Service 
Bodies, from our offices in Dublin, Killarney, 
Galway and Tullamore.

They apply the Government’s HR, pension 
and payroll policies and procedures on behalf 
of its clients and all key decision making 
remains with the client in each department 
or PSB.

HR and Pension Shared Services

HR and Pension Shared Services - Key 
Achievements in 2020

• All services were maintained despite the 
pandemic

• Emergency support delivered to the 
Department of Social Protection realised 
all-time best ‘Work-on-Hand’ case level 

• Exceeded Quality Score objective
• Significant reduction in Data Breaches
• Working with our LHR, NSSO achieved 

‘first-in-class’ salary overpayments rate
• Achieved ISAE 3402 re-certification
• Influenced and speedily implemented 

Special COVID-19 Leave and the Return 
to Work Safely Protocol via RTW eForm 

• Implemented Civil Service ‘Pay 
Restoration’ and ‘Transfer of Functions’ 
for new Government.

5. OPERATIONS ACTIVITIES

43

43

43

55 

PSB TotalYear

2017

2018

2019

2020

34,631

35,893

37,468

38,388
 

-

4%

4%

2%

Employees Supported Employee YoY % Change

Client Public Service Bodies

43

43

43

55

2% 

PSB TotalYear

2017

2018

2019

2020

2017-2020
Variance

34,631

35,893

37,468

38,388

3,757
 

-

4%

4%

2%

11%

Employees Supported Employee YoY % Change

Clients & Employees Supported

2020 Activity Report

http://www.NSSO.gov.ie
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• There were significantly less new cases 
in 2020 compared to the previous year 
despite a continued increase in the 
number of employees supported. New 
Absence cases in particular were reduced 
by 23k year on year and this had a ripple 
effect on other functional case volume 
with, for example, Payroll receiving 9.4k 
less cases.  

• In addition, automation of certified sick 
leave resulted in 9.7k less new cases in 
2020 versus the previous year, whilst the 
automation of uncertified sick leave has 
resulted in 37k less new cases since 2016.

• A change in rhythm of new cases 
represented a challenge in 2020. For 
example, whilst the Pensions team saw 
little difference in its annual caseload 
in 2020 versus 2019, its capacity was 
stressed when unusually low summer 
volume was followed by a large spike in 
cases in October and November due to 
Pay Restoration. Similarly, the Schemes 
team experienced unseasonal spikes in 
volume due to emergency Travel Pass 
policy changes.

Payroll Shared Services (PSS) 

Key Achievements in 2020

 ○ Pay and T&S runs delivered on time
 ○ Quality Statistics increased to 

96.86%
 ○ 1 October increases completed
 ○ FEMPI Project 
 ○ Payroll actions from General Election 

completed 
 ○ Government Reorganisation 

delivered
 ○ Garda Reform project 
 ○ Establishment of a Pension Centre of 

Excellence in Tullamore
 ○ Consolidation of payrolls across sites

 ○ New DR (disaster recovery) system 
delivery and testing

 ○ Danske Bank Project
 ○ Set up of OGCIO payroll entity
 ○ Internal analytics reporting

• Customer numbers in 2020 decreased to 
144,266 , with 1.7 million user logins to 
the self-service Core Portal.  

• The payroll teams carried out 4,144,032 
transactions of payroll transactions 
and pensions totalling a payment 
value of €5.57 billion, a 7% increase 
on the previous year. €1.3 billion of 
this amounted to statutory deductions 
transacted to Revenue with a further 
€575 million voluntary deductions 
processed.

• A total of 432,426 payroll input 
instructions were processed to 
implement a variety of actions on HR 
payroll files.

• 1,759 weekly T&S runs were completed 
which processed and paid 64,562 
claimants expenses, amounting to an 
additional transaction value in excess of 
€26 million.

256,831

256,791

174,008

Year

2018

2019

2020

-

0%

-32%

New
Cases

New
YoY % 

Change

247,079

256,381

182,506

Cases
Closed

 

4%

-29%

Cases
YoY % 

Change

28,053

23,438

11,323

Cases 
Work-on-Hand 

Balance

-

-16%

-52%

WoH
YoY % 

Change

Quality 
Score 

(Target 92%)

Data Protection 
Breaches to 

DPC

95%

94%

95%

24

11

3

Transaction & Quality
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118,000

120,000

124,000

127,700

145,400

144,266

Number of 
payees

Year

2016

2017

2018

2019

2020

1.7%

5%

8.2%

23.2%

22.3%
 

1.7%

2.3%

2.98%

13.86%

-0.75%

% increase on
baseline figures

Yearly % increase 
year on year

Growth in NSSO Payees

Baseline figures (pre PSS)

1 A total of 144,266 individuals received payroll payments from the NSSO in 2020. This includes temporary staff who do not work for the full year and other recipients 
such as board members who would only receive infrequent payments. Prior to 2019 this number was not available and the NSSO reported the number of individuals 
receiving a payment in December as its total number of payroll customers.

Payment Runs Per Month

Payroll & Pension Payment Value

2020

2019

2018

2017

2016

526

556

535

523

506

*

*2020: 526 marginally down due to decreased T&S runs

2016 2017 2018 2019 2020

€5.57bn
€5.2bn

€4.83bn

€4.2bn

€3.2bn

up 31% up 15% up 8% up 7%
from 2016 from 2017 from 2018 from 2019
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3,803

390

Temp Rejoiners

Cancel/Manual
Payments

73,189
Allowances

13,099
Overpayments

4,652Unsocial Hours

43,323
Deductions

72,947
Other Position Inputs

7,822
Starters / Rejoiners

8,819
Leavers

14,719

Parental
Leave

22,059Increments

22,161Maintain Leave without Pay

26,069Pensions

73,189

Manual
Timesheets

441,538
TOTAL

2020 Payroll Inputs Distribution

2020 Key Payroll Shared Services 

Customers Numbers

 ○ Number of Payees Processed in 2020 
- 144,266

 ○ Travel and Subsistence processed in 
Tullamore - totalling €26 m 

Quality Assurance for 2020

 ○ Overall Pass Rate for 2020 - 96.86%
 ○ Pass rate by location - Galway 

98.40%, Killarney 95.68%, Tullamore 
96.17%.

Key Areas of work in 2020

 ○ Legislative changes
 ○ Software testing
 ○ Non-standard/customisations 

including printing payslips
 ○ FSS
 ○ Non HRSS Clients
 ○ Complex cases including taxation 

queries
 ○ Military helpdesk
 ○ Helpdesk Tier 2 queries
 ○ Printing payslips

Travel & Subsistence – All payroll clients

In 2020, Travel & Subsistence claims 
processed in the NSSO were in excess of 
€26 million, which was a decrease of 49% on 
previous years’ claims processed. 

46,909,474

5,623,994

52,533,468

2019                      
Total T&S
Values (€)

T&S
Category

Home Travel

Foreign Travel

Totals

25,514,406

1,248,040

26,762,446

2020                      
Total T&S
Values (€)

(21,395,068)

(4,375,954)

(25,771,022)

Variance              
2019 - 2020

 (€)

-46%

-78%

-49%

Variance              
2019 - 2020

 (%)
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2,500,000

2,000,000

1,500,000

1,000,000

500,000

0

2019

2020

Expenses Overtime Misc.
claims

Updating of
Bank Details

on Portal

Core portal
Self-Service

Online Logins

Payroll Transactions

Core Portal Activity

In 2020, there were a total of 1.7 million 
logins to the self-service Core portal, which 
was a 15% reduction from the previous year’s 
logins of 2 million.

Customer Relations and Support 
Services

Key Achievements in 2020:

• 125 engagements held with NSSO 
stakeholders

• An additional 471 engagements with 
partner PSBs in relation to Departmental 
restructurings, new Departments on 
boarding, etc.

• Supporting the Department of Social 
Protection in three different phases on 
the Pandemic Unemployment Payment 
[PUP] helpline

• 48% reduction in the number of 
complaints from NSSO customers from 
2019

• Over 80,000 calls were answered by 
NSSO contact centre staff

The Customer Relations and Support 
Services team (CRSS) operates 
collaboratively on a cross-functional basis 
across the Employee Services Division. 
It comprises of two, closely interlinked 
functions, namely that of Service 
Management and the NSSO’s Contact 
Centres.

The team works collaboratively with a 
representative group of stakeholder Public 
Service Bodies which form an advisory group, 
the Employee Services Customer Group, 
(ESCG). The ESCG met on 9 occasions in 
2020, moving to virtual meetings since the 
start of the COVID-19 pandemic.  

The service management system works 
towards achieving the highest possible level 
of customer service.  Each client PSB has a 
customer relationship liaison officer from 
CRSS assigned to it. There are also escalation 
procedures through CRSS management and 
the Head of Customer Relations & Support 
Services, and into the respective Heads of HR 
Shared Services and Payroll Shared Services.  

The service management ‘system’ is 
predicated on continually developing and 
enhancing an increasingly effective and 
efficient service management system 
which, at its core, is centred on three, inter-
dependent and complimentary strands, 
namely:

• Relationship Management: improving 
and streamlining customer and 
stakeholder experiences and interactions; 

• Service Delivery and Performance 
Management:   identification of issues 
as they arise by way of feedback from 
stakeholders and individual customers, 
identification of patterns/trends 
emerging, determining the right formats 
for reporting and, ultimately, how this 
benefits ‘the business’ [that is, adding 
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value to the work of client Departments/Offices and NSSO-Employee Services];  and
• Continuous Improvement:  representing the feedback, identifying and working with the 

NSSO’s HRSS and PSS Divisions to implement improvements in areas that are most critical for 
stakeholders and customers.

Level of self-service transactions by customers in 2020

Approx. 600,000 individual HR self-service transactions were performed by customers during 
2020, although that represents an overall drop in activity of 28% from 2019. There were significant 
reductions in areas of activity such as applying for a Travel Pass due to the COVID-19 emergency and 
lockdowns.

A similar trend is reflected in the Payroll and Expenses self-service activity with, for example, an 
overall drop in self-service transactional activity of 16%; notably, a 49% reduction in T&S [Expenses] 
transactions, and a 24% drop in those relating to Overtime.

Service
Management

Stakeholder
Groups

Area

Customer
Service
Engagements

Contact
Centres

115
[Total Service Management
  Engagements down 11%]2 

10
[Employee Services Customer
  Group – 9 meetings]
  Customer Survey Steering Group
   – 1 meeting]

2020

Areas of activity over 2018 to 2020 inclusive:

2018 2019

130

12

97

10

170,309

147,487
[87%]

79,360

153,569
[10%]

133,985
[87%]

90,564

27-
Onboarding new business/
Departmental reorganisations 
on behalf of new Government

Emails Received
Answered

First Call
Resolution [FCR]

Calls Received

56,164
NSSO
Helpdesk Calls
[Total calls down
  63% on 2019]

50,829 
NSSO
Helpdesk FCR
[91% NSSO
  Helpdesk First
  Call Resolution]

24,793
DSP
Helpdesk Calls
[2020 Only]

24,095 
DSP
Helpdesk FCR
[97% DSP
  Support
  Helpdesk
  First Call
  Resolution]

112,047 NSSO Helpdesk Emails
[NSSO Helpdesk Emails up 23%
  on 2019]

471

2 Two aspects to this decrease of 11% in service management meetings:  firstly, a number of Departments coincided their meetings with those conducted on the 
reorganisations and, secondly, COVID-19 pressures did inhibit a number of these meetings and proceedings during the initial phase of the crisis. 
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2019                      Transactional 
activity

HRSS transactions:

Annual Leave

Annual Leave Carryover

Cycle to Work

Non-Annual Leave

Return to Work

Travel Pass 

Unscheduled Absence

Workshare

TOTAL

588,822

463

1,000

107,788

55,563

5,066

55,110

1,639

815,451

451,753

423

1,285

74,194

28,446

441

27,973

1,097

585,612

-23%

-9%

+ 23%

-31%

-49%

-91%

-49%

-33% 

-28%

2020                      + / - %

2019                      Transactional 
activity

PSS transactions:

Expenses

Overtime 

Misc. Claims

Updating of bank details on portal

Core Portal self-service online logins

TOTALS

208,322

56,166

26,018

1,106

2,000,000
 

2,290,506

105,470

42,608

24,436

              978

1,757,311
 

1,929,825

-49%

-24%

-6%

-12%

-12%

16%

2020                      + / - %

Alerts/
Communications
Issued

Communications with Local HR Teams and All Customer Alerts:

2019 2020

26

To Local
HR Teams

To All 
Customers

To Local
HR Teams

To All 
Customers

89 65101 Communications to 
client Departments 
increased by 9%

Alerts to all 
customers 
increased by 150% 
in 2020
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Customer Complaints Process:

The Customer Relations and Support Service 
team also operates the NSSO’s customer 
complaint process. This is a key part of the 
NSSO’s work to ensure that customers feel 
they have an avenue to communicate with us 
where the NSSO service does not meet their 
expectations. 

It is important that the NSSO learns from 
any mistakes and provides feedback to 
teams where there has been a shortfall in 

service provision. By doing this the NSSO has 
been successful in reducing the number of 
complaints by 48% in 2020.
The overall total all-type data breach figure 
for 2020 is 148.  This represents a decrease 
of 6.3% on the 2019 figure.  HR Shared 
Services mass breaches increased from 
zero in 2019 to three in 2020, while Payroll 
Shared Services mass breaches decreased 
from six in 2019 to two in 2020. 

2018                      

Complaints Received

Complaints Upheld/Partially Upheld

Not Upheld

Ongoing

Withdrawn/Re-categorised

Reviewed

Appealed

230

141 (61.3%)

89 (38.7%)

14 (6%)

3 (1.3%)

139

74 (53.2%)

65 (46.8%)

10 (7.2%)

2 (1.4%)

72

39

25

6

2

9

5

2019                      2020

Data Breaches

Of which, requiring
DPC reporting

Data Breaches 2018 - 2020

2018 2019 2020

35 27 5

125 158 148

Not all breaches are required to be reported 
to the Data Protection Commission (DPC) (all 
are risk assessed in line with DPC guidelines, 
by the NSSO’s Data Protection Officer 
(DPO)). There was a significant reduction in 
the number reported.  

Out of the 148, five were reported to the 
Data Protection Commission (DPC). These 
five breaches were considered low risk. 
However, a report is always provided on a 
weekly basis to client Public Service Bodies 
(PSBs) containing information on all breaches 
that occurred affecting their organisation. 
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Comparison Audit: 2020 progress:

• 88 audits carried out of which
 ○ 62 are completed;
 ○ 26 are in progress and 6 cannot 

proceed as awaiting a response from 
LHRs.  

• 56,443 discrepancies identified and 
rectified.

• NSSO moved to a bi-annual [instead of an 
annual] basis in 2020, with the following 
benefits:

 ○ Results in more timely data 
and discrepancy identification 
(which could have overpayment 
consequences) at an earlier stage;  

 ○ Also ensures that the most accurate 
and up-to-date information is held 
on both HRMS and CORE Pay thus 
ensuring compliance with GDPR.  
This resulted in the team carrying out 
88 audits instead of 44.

Independent 
Quality Checks

Overall Quality 
Assurance 
Achievement
[Target = 92%]

Area

Quality 
Management

•  HRSS = 94.81%
•  PSS    = 96.86%

18,8350 3

2020

Quality Management / Assurance:

2018 2019

50,000+

•  HRSS = 94.16%
•  PSS    = 93.16%

62,000+

•  HRSS = 95.2%
•  PSS  = 92.5%

Reporting:   In 2018 and 2019, monthly management reports were produced as
well as an EoY annual report.   

In a new departure in 2020, the QMT has developed a quarterly report, its purpose 
being to highlight recurring trends and spot gaps in processes etc.  

It was devised from learnings out of the 2019 audit co-ordination exercise to
support the HRSS & PSS Operational areas in achieving ISAE accreditation,
responding to C&A queries, etc. through a more ‘real-time’ and trend-targeting
reporting framework.   

3 In 2020, the Quality Management Teams have completed checks on:
 • 10,335 Cases (HRSS)
 • 1,140 Tasks (HRSS)
 • 7,360 Payroll Inputs (PSS)
• It should be noted that, for 2020, one of the reasons for the decrease in the number of checks is due to more automation.

Quality management within the NSSO is a 
systematic approach consisting of processes, 
procedures and standards for ensuring the 
delivery of service excellence and continuous 
improvement.

The cross-functional Quality Management 
Team (QMT) is responsible for:

• Managing the quality system – designing 
and maintaining quality procedures and 
processes as required

• Managing quality control – monitoring 
results documented by the Quality 
Advisors to ensure compliance with 
quality standards

• Quality assurance – evaluating overall 
performance and compliance by carrying 
out quality assurance checks

• Reporting to the NSSO’s Management 
Team on the results of quality checks and 
data protection statistics
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• Collaborating with Operational Teams in 
identifying gaps in processes/controls, if 
applicable.

The QMT ensures standard quality practices 
are upheld and engages with operational 
teams to create a quality culture and drive 
quality compliance across the organisation. 
Quality advisors support operational teams 
to embed continuous improvement efforts 
and champion the implementation of 
solutions relating to data quality. The QMT 
carries out an on-going review, enhancement 
and standardisation of the current processes 
and controls, to ensure continuous up-to-
date, accurate, quality data.

The NSSO Quality Team carries out 
independent quality checks on a sample of 
cases/inputs transacted in the HRSS and 
PSS operational areas. The QMT monitors 
specific process results to determine if they 
comply with the relevant quality standards 
and identifies ways, in conjunction with the 
operational business owners, to eliminate 
causes of unsatisfactory performance.

QMT reports to top and senior management 
on the overall organisational performance on 
a regular basis to provide confidence that the 
organisation will satisfy the relevant quality 
standards.

During 2020, the QMT completed circa 
18,835 quality checks:

• HR Shared Services achieved a 94.81% 
quality rating

• Payroll Shared Services achieved a 
96.86% quality rating.

Data Governance

The NSSO recognises its duty of care to 
its client organisations and their staff, 
and accords personal data the utmost 
confidentiality and security. During 2020 
Data Protection continued to be a regular 
item on the NSSO’s Management Board 
agenda and that of its Senior Management 
Team (Principal Officers and Assistant 
Principal Officers). The Head of Customer 
Relations and Support Services reports 
to the Management Board on quality and 
operational data protection matters.

During 2020 all staff were provided with 
data protection training and regular updates 
on data protection were also provided by the 
Data Protection Team to team leaders in the 
operational areas.

Government Formation and Departmental 
Re-organisations  

The Government of the 33rd Dáil was formed 
on 27 June 2020. Action 21 of the Civil 
Service Renewal plan contains a commitment 
to: “develop a standardised approach for 
managing the efficient re-organisation of 
Departmental structures or functions when 
requested by Government”.

The structure of certain Government 
Departments was changed to reflect the 
allocation of functions of individual Ministers 
and the creation of new Departments. This 
impacted the NSSO as the administrator of 
HR, pensions and payroll for the Civil Service. 

Following the restructuring of a number of 
Departments, the role of the NSSO was two-
fold, to:

• Transact correctly the various 
requirements of the Ministerial personal 
and staff which included Ministerial/
Special Advisors, arising out of the 
formation of the new Government; and

• Facilitate the administration 
for the transfer of civil servants 
due to associated Departmental 
reorganisations.

Both were successfully implemented, with 
471 engagements held by the NSSO Project 
Team with the various Departments/Offices 
in 2020.

In addition, there were 9 Departments/
Offices impacted involving nearly 700 staff 
transfers, as follows:

i. Department of Justice and Department 
of Children, Equality, Disability, 
Integration and Youth; (transfer in both 
directions)
ii. Department of Tourism, Culture, 
Arts, Gaeltacht, Sport and Media, 
and Department of Housing, Local 
Government and Heritage;
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iii. Department of Transport and 
Department of Tourism, Culture, Arts, 
Gaeltacht, Sport and Media;
iv.  National Disability Authority 
– from Department of Justice to 
Department of Children, Equality, 
Disability, Integration and Youth;
v. Department of Environment, 
Climate and Communications to 
Department of Tourism, Culture, Arts, 
Gaeltacht, Sport and Media, and
vi. Department of Social Protection to 
Department of Enterprise, Trade and 
Employment 

This was the single, largest transfer/
movement block across the system managed 
by the NSSO. It was a successful endeavour 
and an example of end-to-end collaboration 
across the Employee Services Division and 
with partner Departments. 
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6.1 Human Resources, 
Organisational Development and 
Communications

The NSSO Human Resources and 
Organisational Development (HR & OD) 
function is based in the Clonskeagh office 
and the Communications function is based in 
the Trinity Point office in Dublin. HR, OD & 
Communications is currently made up of four 
distinct areas: HR Operations & Resourcing; 

Learning and Development; HR Business 
Partnering and Communications.

Together these teams seek to promote the 
effective operation and management of 
the NSSO, to increase the Offices’ internal 
capability through integrated workforce 
planning; performance management; learning 
and development initiatives, increased 
employee engagement, and internal and 
external communications. 

Trinity
Point

Clonskeagh Mount
Street

Tullamore Killarney Killarney
New Road

Galway

18 389 11 128 140 23 106

Staff by Location

2017 2018 2019 2020

748 779 782 815

Total Staff Numbers as at 31st Dec by year 

Total Number NSSO staff (incl. 3 WAM)

Total No. Staff FTE 

Total TCOs (FTE) in 2020 

Total Staff Hired 2020 (excluding  TCOs)

Total staff left 2020   (excluding  TCOs)

Total staff retired 2020

815

787

6

58

59

6

6. CORPORATE SERVICES
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Assistant Secretary

Principal Officer

Assistant Principal

Higher Executive 
Officer

Executive Officer

Temporary
Executive Officer

Clerical Officer

Temporary 
Clerical Officer

TOTAL

0

0

0

1

0

0

1

0

2

0

0

0

0

2

0

12

0

14

0

0

1

0

0

0

0

0

1

0

0

0

0

7

3

27

6

43

0

0

0

0

2

0

31

0

33

0

0

1

0

0

0

0

0

1

0

0

2

1

11

3

71

6

94

Corporate 
Business 
Service

Customer 
Relations

Enterprise 
IT

PSS HSS NSSO
HR

Total

Hires and promotions during 2020

Number of New Staff to Join the NSSO 2020

Assistant Secretary

Principal Officer

Assistant Principal

Higher Executive 
Officer

Executive Officer

TOTAL

0

0

0

0

1

1

0

0

0

0

1

1

0

0

0

0

0

0

0

0

0

0

0

0

0

0

2

2

6

10

0

0

1

2

0

3

0

0

1

0

4

5

Corporate 
Business 
Service

Customer 
Relations

Enterprise 
IT

PSS HSS NSSO
HR

Total

Number of Internal and Open Competitions Promotions in 2020

Health and Wellbeing in the NSSO

At the start of 2020 the NSSO developed a 
year-long programme of health and wellbeing 
activities, in partnership with an external 
provider, to support our staff and encourage 
consideration of their physical and mental 
health. 

All in-person activities stopped from March 
2020 and this programme, along with the 

vast majority of the work of the NSSO, 
pivoted to online. The health and wellbeing 
of our staff became even more critical and 
the team adapted its plan and added new and 
more relevant materials, such as coping with 
home working. The NSSO also partnered 
with the Civil Service Employee Assistance 
Service (CSEAS) to provide access to support 
services and information. 
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Employee Communications during 
COVID-19 

In line with our value of ‘People first’ 
we believe that our people are the most 
important part of our organisation.  Effective 
communications is a key element of ensuring 
our NSSO colleagues are informed fully 
on what is happening and how they are 
impacted, and understand our priorities and 
the importance of their work. 

This has never been more important as 
during the COVID-19 pandemic. The 
Communications team developed a 
dedicated COVID-19 Communications 
Response Plan and communicated through a 
number of existing and new channels;  

• NSSO intranet (carousel)  
• Monthly staff newsletter, The Shared 

Scoop
• COVID-19 Corporate Bulletin  
• Virtual coffee sessions and engagement 

events
• Virtual recognitions including recognising 

educational achievements 
• Manager-team pass downs
• Messages to staff on social media 

Employee Engagement

The NSSO places a high priority on employee 
engagement and has a dedicated programme 
of activities to support our people. During 
2020 the NSSO added to the programme, 
to provide our staff with more supports, 
more communications, and access to more 
services and opportunities for increased staff 
participation. 

This has led to some very positive outcomes 
and new initiatives that have become well 
established and part of our experience in 
the NSSO. In addition to our extensive L&D 
function and Health & Wellness Programme, 
2020 Employee Engagement activities 
included:
 
• Employee Pulse Survey – We conducted 

a COVID-19 Pulse Survey to connect 
with staff whilst working remotely 
during, and to provide us with an 
opportunity to understand what was 
working well and address any concerns 
staff have. See below for details. 

• People Meetings – Before COVID-19 
there were regular Town Hall meetings 
where our Senior Leadership Team 
met with staff to update them on the 
important priorities and challenges 
in their business areas, and answered 
any questions people had. These have 
continued online, using various online 
platforms. 

• The Shared Scoop – Our staff newsletter, 
The Shared Scoop, has proven itself to be 
a valuable communications tool, with an 
average of 60% readership.

• Staff Fora – we set up a Staff Forum 
across all our offices to give our staff 
a voice and direct access to senior 
management so that they can bring 
forward what the key concerns of people 
are, learn some new skills themselves and 
work together on joint initiatives. 

• Accredited Learning Recognition 
Event – this is an annual event that is 
aimed at recognising the extra effort 
and commitment staff have made during 
the past year to complete an accredited 
learning course.

• Excellence & Innovation - We held our 
first NSSO Excellence and Innovation 
Awards in 2019, and further developed 
this in 2020 where staff received awards 
for the successful projects they had 
developed or participated in that showed 
innovation and creativity in practice.

• Enhanced Workplace Connection – Staff 
from across the NSSO have worked 
together to introduce initiatives to 
enhance cross-functional connections 
– such as Volunteering Days and the 
rollout of the associated volunteering 
policy, (now virtual) social events, 
clubs, lunchtime walks, online breaks 
and quizzes, colouring competitions 
(for children of our colleagues), coffee 
mornings and more. 

• The NSSO completed the third Civil 
Service Employee Engagement survey in 
September 2020 with a response rate of 
74% - an increase of over 20% from the 
previous survey. Results will be available 
in July 2021 and will form the evidence 
base for future employee engagement 
initiatives.
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Willing, Able, Mentoring (WAM) Programme

The NSSO had 3 placements in 2020 under 
the  Willing, Able, Mentoring (WAM) 
Programme - providing graduates with a six-
month work placement in the Civil Service -  
more placements than any other civil service 
office or department. 

NSSO COVID-19 Pulse Survey  

The NSSO conducted a pulse survey in June 
2020 to gauge how staff were coping with 
remote working and the impact COVID-19 
was having on them. More staff responded 
to this survey than any survey carried out 
by the NSSO before. 68% (circa. 541 staff) 
responded in total. This response rate 
indicates that our staff were energised and 
engaged to provide feedback during this 
time. 

The results of the survey depict high levels of 
satisfaction amongst staff. The figures below 
represent staff who agreed and strongly 
agreed with the proposed statements in the 
survey. 

• 89% agreed that the NSSO regularly 
communicates with them

• 87% feel informed by the NSSO during 
COVID-19

• 84% feel connected to their teams during 
COVID-19

• 83% feel the NSSO provides them with 
helpful and practical information and 
support and wellbeing information

• 91% feel supported by their direct line 
manager

The top challenges experienced by staff 
were:
 
• Collaboration and communication with 

co-workers is harder (28%)
• My physical workspace (25%) 
• General anxiety about the impact of 

coronavirus on my life (22%) 

Media Mentions in 2020
 
During 2020 the NSSO featured in a 
number of media articles, receiving both 
positive and negative coverage. Notably 
most of the coverage focused on the 
delivery of the Financial Management 
Shared Services Programme and its delayed 
implementation timeline. There was some 
small coverage in the media noting the 
employee care packages that were delivered 
to staff as part of our Employee Wellbeing 
initiatives during the pandemic. An article 
by Eolas Magazine on the topic of Digital 
Government highlighted the NSSO and its 
progressive Robotic Process Automation 
and Continuous Improvement programme 
while another news outlet referred to the 
progress of the NSSO as a success, noting 
that it has generated savings that have long 
since outweighed the initial Government 
investment in Shared Services. The NSSO 
was also referenced in a number of articles 
covering local issues.
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SECOND NSSO ACCREDITED
LEARNING RECOGNITION EVENT
The second NSSO Annual Staff Recognition Event was held on 3 September. 53 
colleagues were commended for their hard work and dedication in partaking in their 
accredited learning this past year. 

John Dunleavy, Head of HR, OD and Communications, congratulated everyone on 
their commitment and effort in gaining their qualifications. He noted that the drive and 
commitment it takes is “part of who we are in the NSSO.”
 
Colleagues were posted certificates and everyone was brought together via Webex 
for the virtual awards. Two of our Assistant Secretaries, Seán Reilly and John Ryan, 
introduced the participants and their relevant courses. The participants were then given a 
virtual certificate and round of applause.
 
NSSO CEO Hilary Murphy-Fagan congratulated everyone and said she hoped this was 
not the finish, but the continuation of lifelong learning and development that helps build 
confidence and personal growth. She said it was a great personal achievement as well: 
“As we look to the future now is the time to increase our efforts and upskill. Thank you to 
our colleagues for supporting these efforts.”
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2020 Learning and Development in Numbers 

A 48% Reduction in available training days due 
to suspension of OneLearning face to face
classroom training arising
from Government health
protection guidelines under
COVID-19

TRAINING CAPACITY
Health, Wellbeing and Remote
eLearning/resource centre launched
(March 2020)

MOVE TO ONLINE

Cisco Webex introduced for virtual
classroom and enabling enhanced 
online connection across the NSSO 
(June 2020)

INCREASED ENGAGEMENT/OFFERING

Health & Wellbeing

Lean Six Sigma

Irish Language
Training

TOP THREE COURSES

MS Intermediate Excel

Delivering Excellent
Customer Service

Lean Six Sigma
Yellow Belt

75 participants

66 participants

55 participants

874 participants

225 days

250 days

(620 in 2019)

(88 in 2019)

(130 in 2019)

NEW PEOPLE MANAGER INITATIVES

People manager current and
emerging needs focus groups

Collaborative online modular programme
with IPA supporting managers’

preparation/facilitation of ePMDS meetings

Health and Wellbeing resources
and targeted webinar

HIGHEST PARTICIPATION AT VIRTUAL WEBINAR
106 participantsCSEAS Wellbeing presentation (October 2020)

HIGHEST SINGLE DAY VIRTUAL CLASSROOM PARTICIPANT NUMBER
73 participantsSkype for Business Training (November 2020)

AVERAGE
MONTHLY
YOY INCREASED
ENGAGEMENT
WITH
ONE LEARNING
TRAINING

31%

ENGAGEMENT
WITH 
ONE
LEARNING
LMS

97%

NSSO
CORPORATE
INDUCTION

NSSO 
LEARNING
RECOGNITION
EVENT

L&D
TEAM
RECOGNITION

111
participants
(179 in 2019)

57
participants
(83 in 2019)

Finalists 2020
CCMA awards;
Finalists 2021
CIPD Awards
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STAFF FORUM GATHERED
The Staff Forum met in February for the first time in 2020. Colleagues gathered in the 
Chester Beatty Library in Dublin Castle, eager to build on the achievements of 2019.
 
Staff representing Tullamore, Galway, Killarney and Dublin reviewed achievements from 
the past year, brainstormed on how progress can be built upon and planned for the year 
ahead. Assistant Secretary Seán Reilly praised the work of the group, and highlighted the 
important role the forum will play in forging the identity of the NSSO in the future.
 
The results of the second Healthy Place to Work survey - from autumn 2019 - were 
relayed by the Great Place to Work Institute. The survey assessed our employees’ 
wellness through the lens of purpose; mental resilience; connections; and physical health.
 
More staff members took part in this survey than in 2018. This higher response rate was 
attributed to the survey champions on the Staff Forum. These champions encouraged 
their colleagues to complete the survey by discussing how staff participation leads to 
real-life changes, such as the NSSO Excellence and Innovation Awards brought in during 
2019 directly as a result of survey findings.
 
The results showed that staff, across all grades, are feeling more positive about their 
work. Across the board, in the four areas analysed, there was an increase of between 
4-6% in staff wellness. 

This is a really positive, sustainable increase, which forecasts an encouraging future for 
the NSSO.  

The afternoon was dedicated to an in-depth planning session on matters of importance 
for the year ahead. This session provided an opportunity to share ideas from colleagues 
throughout the country.

The Staff Forum assemble 
for the first time in 2020

Anne Cosgrove,
Kelly Lavelle,

John McAlinney and 
Fergal Bermingham
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6.2   Facilities

Facilities Management

The NSSO operates from seven location 
nationwide, with four primary sites; in 
Clonskeagh, Dublin; Tullamore, Offaly; 
Renmore, Galway; and Deerpark, Killarney; 
and three additional offices in Trinity Point, 
Dublin; Mount Street, Dublin and New Road, 
Killarney.

The NSSO is the lead tenant for two primary 
sites, in Clonskeagh and Tullamore, and has 
a central facilities management team which 
actively manages those two locations, as well 
as liaising closely with the relevant facilities 
teams in each of the other five sites.

Health & Safety

The safety of employees is a key priority of 
the NSSO, and having trained first aiders and 
fire marshals in each locations is an integral 
part of this.

During 2020 first aid and other safety related 
courses and activities were held covering the 
following areas:

Preventative maintenance is key to employee 
safety, and the facilities management team 
has programmes of planned and preventative 
maintenance. This includes constantly testing 
all mechanical and electrical services to 
ensure a safe and comfortable place for staff 
to work. When something does go wrong, 

the facilities management team is trained to 
react quickly and effectively, ensuring that 
any disruption, injury or damage is minimised.  

Claims against the NSSO are managed 
through the State Claims Agency and the 
status at the end of 2020 was as follows:

First Aid
Responder

CPR Practice
Session (Trainer led)

Fire Marshal

Evacuation
Chair Operator

Manual Handling

Ergonomic
Assessments completed

21

29

15

8

34

22

Open cases as
at 1 January

Cases
Resolved

New cases
added

Open cases as
at 31 December

1

0

0

1

2020

1

0

0

1

2019

There were no new claims in 2020.
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COVID-19

The facilities management team 
implemented a comprehensive response to 
the onset of COVID-19, in order to ensure 
the safety of our staff and our buildings.  

Specific measures introduced include:

• Establishing a COVID-19 Response Team, 
including employee representatives from 
Dublin, Killarney, Galway and Tullamore

• Developing and implementing the NSSO 
COVID-19 safety policy

• Prominently displaying COVID-19 safety 
signage

• Providing equipment and assistance to 
staff working from home

• Placing sanitation equipment throughout 
our offices

• Implementing enhanced office cleaning 
regimes

• Implementing two-metre distancing 
between workstations

• Increasing non-touch door access
• Keeping daily attendance logs, both 

for contact tracing if required, and for 
use as a roster in event of emergency 
evacuation 

• Updating first aid training, to take 
account of pandemic conditions

• Adhering to all Government guidelines, 
including the HSE and HSA

• Keeping up to date with wider 
developments, e.g. through participation 
in the OPW meetings for building 
managers, and preparing for the post-
pandemic situation.

Energy & Environment

The NSSO adopted a Green Energy Plan in 
2020 and participates with the Sustainable 
Energy Authority of Ireland on reporting and 
in the Optimising Power @ Work programme.
Initiatives to improve energy efficiency in 
2020 include the completion of a programme 
to replace old inefficient boilers and 
switching from oil to Liquefied Petroleum 
Gas (LPG) for heating. 

In addition the installation of LED lighting 
and energy saving sensors, started in one 
site in the previous year, was extended to 
other sites and will continue to be rolled out 
to cover all locations. There is an ongoing 
programme to improve all seven sites, in 
conjunction with the other tenants.

The Carbon dioxide emissions improvements 
for the two primary sites managed by the 
NSSO are as follows:
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less
carbon 

emissions
compared

to
Benchmark

15%

C
o

2
 (K

g)

Tullamore, Co. Offaly

Carbon Dioxide Emmissions

Compared to the base year of 2012 the 
carbon emissions over the last twelve months 
have reduced by 15%.

Monthly comparison data shows that the 
December 2020 CO2 Emissions are 09% 
lower (02 Tonnes) than December 2012. 
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Clonskeagh, Dublin

Carbon Dioxide Emmissions

Compared to the base year of 2014 the 
carbon emissions over the last twelve months 
have reduced by 21%.

Monthly comparison data shows that the 
December 2020 CO2 Emissions are 09% 
lower (01 Tonnes) than December 2014. 

30,000

25,000

20,000

15,000

10,000

5,000

0
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

Benchmark Year 2018 2019 2020

Clonskeagh Total Annual Emissions Profile

less
carbon 

emissions
compared

to
Benchmark

21%

Co
2 (

Kg
)

6.3 Procurement Report

The NSSO has a procurement officer who 
works with the Office of Government 
Procurement to ensure that all goods 
and services are procured so as to obtain 
value for money and comply with all public 
procurement rules. This official keeps a 
register of all contracts entered into by the 
NSSO.
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The NSSO has an Enterprise ICT function 
responsible for optimising information 
technology to deliver new digital 
opportunities for the NSSO, including robotic 
process automation (RPA).

The Enterprise ICT function formulates 
the ICT Strategy for the NSSO, manages 
third party service providers, oversees and 
project manages ICT projects, and provides 
ICT operations and support services for 
the lines of business functions of the NSSO. 
Through its Solutions team it also provides 
a Programme Management service to the 
NSSO for all projects.

The NSSO ICT Unit is comprised of six areas:

• HR IT Operations and Support
• Payroll IT Support

• Business Intelligence/Reporting
• Solutions
• Financial Management System (FMS) IT
• Enterprise Infrastructure

The ICT function drives innovation and 
continuous improvement activities through 
the use of technology. It is also responsible 
for the identification and management of ICT 
risk for the NSSO.

The top 4 achievements of Enterprise ICT in 
2020

• Go live of Makodata BI Solution
• Go live of Enterprise Integration Project
• Commencement of Core Payroll upgrade 

with new hosting provider (Department 
of Education and Skills)

• Provisioning of 98% staff with remote 
working capability during COVID-19

7. ENTERPRISE ICT

HRS IT

Enterprise Integration:
New Service Delivery
Model Piloted

PSS IT

New IVR system
integrated, across
PSS and HRSS

FMS IT

Level 1 and
level 2
support
procedures
in design
phase

41 Continuous
Improvements applied
to HRMS and CRM.
Significant process
automations delivered
for Leave and Absence

RPA delivered 
4 new
automations 
equating to an extra
capacity of 16.12 FTEs.
A total of

1,501,526
transactions were
completed by RPA

3 Processes
successfully 
automated for
PSS by RPA

Developing and 
expanding processes
for FMSS ICT

Ticketing
solution
for FMS
in test

Key Activities in 2020
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The NSSO, in addition to delivering Shared 
Services for the Civil Service, also has a 
statutory remit to support and advance 
shared services across the Public Service. 
There are Shared Services programmes 
underway in the sectors of Health, Education, 
and Local Government as well as in the 
Civil Service, each led by shared services 
functions within each sector. In addition to 
responding to the national emergency caused 
by COVID-19, some of their achievements 
during 2020 included: 

The Health Sector

HBS, the Shared Services division of the 
HSE, had to pivot completely and respond 
to the COVID-19 emergency. HBS manages 
Procurement (Sourcing & Logistics), Estates 
Management, transactional elements of 
HR and financial processing, SAP Centre of 
Excellence, Business Excellence and Digital 
Innovation, the Individual Health Identifier 
Service.

HBS Procurement 

• All non-COVID-19 procurement activity 
was de-prioritised and staff were 
redeployed to direct COVID-19 response 
activity. 

• A multi-agency approach to the sourcing 
of PPE supplies involving the IDA, the 
Department of Foreign Affairs and 
the Department of Trade along with 
Business Enterprise and Innovation, the 
Department of Health, and the Defence 
Forces was initiated.  

HBS Finance 

• New overseas suppliers required 
payments to be processed prior to orders 
being released and delivered, which was 
the complete opposite to usual business 
practice. Many of the Finance team had 
to work to different time zones in order 
to engage with companies across the 
world supplying the HSE. 

• Launched the first online Purchase-to-
Pay system for the HSE, previously not 
planned until 2021, brought forward to 

rapidly deliver a solution to help users 
on the ground during the Pandemic with 
online Purchase-to-Pay functionality.

HBS Human Resources 

• Managed the ‘Be on Call for Ireland’ 
initiative which was conceived, executed 
and made fully operational within 48 
hours, allowing 73,000 applications to be 
processed. 

HBS Estates 

• Took on the task to rapidly expand 
the capacity of health units across the 
country - provision of 10,000 beds in a 
period of four to six weeks. Capacity was 
maximised in existing hospitals, along 
with the provision of new buildings. 

The Education Sector

In 2020 there were Shared Services projects 
at advanced stages across the functions. 
Responding to the impact of COVID-19 was 
the priority and all teams moved to remove 
working, with a rota of on-site support for 
both the MyPay function in Athlone and 
ESBS. 

ETB Payroll Shared Services 

• 7 ETB’s live, 4 scheduled 2021, 5 
scheduled 2022/23

• 4 Stabilised ETB’s upgraded from V19 by 
Q4 2020

• ESBS Upgrade from V19 Q1 2021
• T&S live for 3 ETB’s, Further entities 

scheduled 2021/22

Apprentice and Learner Pay

• 16 ETB’s live for Apprentices March 2020
• Wave 1 Learner Pay live Q3 2020
• Wave 2 Learner Pay scheduled 2021

8. SHARED SERVICES IN THE PUBLIC SERVICE DURING 2020
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Finance Shared Services 

• Procurement concluded unsuccessfully 
Q2 2020

• 6 ETBs systems stabilised on Sun 
software (INFOR ERP)

• commenced IT Finance systems 
• Consolidation project go lives planned 

from Q1 2021 out to q4 2022
• RFI issued Q4 2020, Return to Market 

Q2/3 2021

School Employees Payroll

• Scheduled RFT Q1 2021, V19 upgrade 
completed

• retired payroll live
• 3 further Department go lives in 2021

Local Government

During the COVID-19 pandemic the local 
government sector to worked collaboratively 
with community, social and sports 
organisations and colleagues from across the 
Public Service, to ensure key elements of the 
government’s response to COVID-19 were 
achieved. MyPay moved to a remote working 
operation and has continued to provide 
payroll and superannuation services to the 
local government sector. 

During 2020, a number of shared services 
continued to operate in the local government 
sector. There were national or regional 
arrangements, operating in the local 
government sector, to deliver services 
such as payroll and superannuation; HR 
Enterprise system; Register of Electors; Road 
Management Office; Waste Enforcement; 
National Water Framework; Fix Your Street; 
Climate Action Regional Offices; Housing 
Assistance Payments.  

In 2020 a number of additional shared 
services or regional arrangements were 
being established or commenced under the 
PSROG’s project management methodology 
as follows:

• Debt Management
• Local Government Portal
• Local Government National Service 

Catalogue
• Service Delivery for Rural Water
• LEO Management Information 
• System (led by Enterprise Ireland)
• Licensing of Hazardous Waste
• eInvoicing (completed in 2020) 
• ePlanning
• National Housing ICT System
• National Housing Delivery Co-Ordination 

Office (established in 2020)
• National Laboratories Strategy
• Licensing of Dangerous Substances
• Data Gathering & Data Analytics
• Voter.ie
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Overall

The outturn for 2020 is a net underspend of 
€14.57m for the full year*.

Pay

Overspends in Payroll and HR operations 
were offset by an underspend in Finance 
Shared Services as a result of operations not 
going live as planned in 2020. 

Non-Pay

Finance Shared Services had a significant 
underspend as a result of operations not 
going live as planned in 2020. 

Capital

Delays in the FMSS project led to an under-
spend of €9.795m, which was the primary 
driver of the overall capital underspend.
The capital carryover of €1.024m was spent 
in full.

Appropriations-in-Aid

For the full year, A-in-A was down against 
expectations by 1.5% (€93k), primarily due 
to lower than expected receipts in relation to 
pay/superannuation. 

*Financial information for 2020 is provisional pending 
completion of the audit by the Office of Comptroller and Auditor 
General and publication of the Annual Appropriation Accounts. 

2020 
Budget  
€'000 

32,562
 

14,493
 

15,374
 

62,429
 

(6,005)
 

56,424 

32,232
 

10,447
 

5,087
 

47,766
 

(5,912)
 

41,854 
 

330
 

4,046
 

10,287
 

14,663
 

(93)
 

14,570 

Pay

Non-Pay

Capital
 
Gross

A-in-A

Net

2020
Spend*
€'000 

YTD
Underspend 

9. FINANCIAL INFORMATION



National Shared Services Office NSSO 2020 Annual Report

Page 57

10.  APPENDICES

Appendix 1: 2020 Organisation structure 

Financial Management
Programme

Cep Carty

Financial Management
Programme

Edel McCormack

Government
and Strategy

John Finnegan

HR Organisation
Development

and Communications

John Dunleavy

Finance
and Facilities

Jarlath Loftus

Internal Audit

Gerard Enright

Customer Relations
and Support Services

Aodhnait Doyle

Payroll
Shared Services

Helen Moylan

HR Shared Services

Paul Rowe

CEO
Hilary Murphy Fagan

Corporate Services
Sean Reilly

Employee Services
John Ryan

Enterprise ICT

Richard Smith

Finance Services
Bernie Kelly

Division

Function

Assistant Secretary

Principal Officer
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Appendix 2: Committee Members
 
NSSO Advisory Board     

• Robert Watt (Chair), Secretary General, 
Department of Public Expenditure & 
Reform – resigned December 2020

• Dr Orlaigh Quinn (Deputy Chair), 
Secretary General, Department of 
Enterprise, Trade and Employment

• Niall Cody, Chairman of the Revenue 
Commissioners

• John McKeon, Secretary General, 
Department of Social Protection

• Maurice Quinn, Secretary General, 
Department of Defence (Resigned in 
2020) 

• Hilary Murphy-Fagan, Chief Executive, 
NSSO

• David Cagney, Civil Service Chief 
Human Resources Officer / Barry Lowry, 
Government Chief Information Officer

• Ken Slattery, Independent Member and 
Chair of NSSO Audit and Risk Committee 
(appointed through the Public 
Appointments Service process)

• Ray Gray, Independent Member 
(appointed through the Public 
Appointments Service process).

NSSO Audit & Risk Committee

• Ken Slattery (Chair), Independent 
Member of the NSSO’s Advisory Board 
with wide-ranging financial services 
experience and has held non-executive 
director positions with a number of 
Irish and Northern Ireland government 
departments, including chair positions on 
audit & risk committees

• Shauna Greely, a Finance Business 
Partner with Ulster Bank and past 
President of Chartered Accountants 
Ireland

• Margaret Lane, an experienced HR 
Director with experience in the 
commercial semi-state and public sectors

• Tom Medlycott, a Senior Inspector with 
the Department of Agriculture, Food & 
the Marine and former Head of Internal 
Audit of the Department.

The Chairman of the Committee is also a 
member of the NSSO’s Advisory Board and 
updates the Board at each meeting on the 
work of the Audit Committee. 

NSSO Employee Services Strategy 
Committee

• David Cagney, Civil Service Chief Human 
Resources Officer (Chair)

• Barry Lowry, Government Chief 
Information Officer

• Dr Lucy Fallon Byrne, Programme 
Director of DPER’s Reform and Delivery 
Office

• Assistant Secretary General responsible 
for corporate services from the 
Departments of Agriculture, Food and 
the Marine, Defence, Social Protection, 
Foreign Affairs, Justice, and the Office of 
the Revenue Commissioners

• John Ryan, Assistant Secretary General, 
Head of Employee Shared Services in the 
NSSO

Employees Services Customer Group (ESCG)

• John Ryan, Assistant Secretary, Head of 
Employee Shared Services, (Chair)

• HR Managers and Finance Officers; 
• the Chair of the HR Manager’s Network;
• The Heads of HR and Payroll in the NSSO. 

The departments represented on the Group 
in 2019 were Public Expenditure and Reform, 
Justice, Defence, Agriculture, Education, 
Social Protection, and the CSO and Revenue.

FMSS Programme Board

• Sir Bruce Robinson (Chairperson), former 
Head of the Northern Ireland Civil 
Service; 

• John McKeon, Secretary General, 
Department of Social Protection, 
(joined the Board in 2019 as the Civil 
Service Management Board (CSMB) 
representative); 

• Fiona Quinn, Assistant Secretary, 
Department of Housing, Local 
Government and Heritage; 

• Doncha O’Sullivan, Assistant Secretary, 
Department of Justice; 

• Des Dowling, Assistant Secretary, 
Department of Defence, 
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• Mary O’Donohue, Office of the 
Government Chief Information Officer; 

• John Hogan, Assistant Secretary, 
Department of Finance. 

NSSO Management Board

• Hilary Murphy-Fagan, Chief Executive 
(Chair)

• John Ryan, Assistant Secretary, Head of 
Employee Services 

• Bernie Kelly, Assistant Secretary, Head of 
Finance Services

• Seán Reilly, Assistant Secretary, Head of 
Corporate Services 

• Richard Smith, Principal Officer, Head of 
Enterprise ICT also attends all meetings

• Other Heads of Function and officials 
report to the Management Board on a 
rotational basis as required, including 
the Heads of Finance and Facilities, HR, 
Communications and Organisational 
Development and Corporate Strategy 
and Risk. 
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Employee Services
Provided to all clients in receipt of HR, pensions and payroll
Shared Services:

Finance Services
Will be provided to clients as they transfer their financial management
into the NSSO:

Absence Administration

Customer Service and Contact Centre

Employee Data Administration

Employee Scheme Administration

Exit Administration

HR Reporting

Leave Administration

Organisation Structure Administration

Pay and Renumeration Administration

Pay Advice Distribution

Payment Delivery

Pension Administration

Pension inputs and processing

PMDS

Probation

Quality management

Reporting and Exceptional Data Requests

Service Management

Travel and Subsistence Processing

Work Sharing Administration

Accounts Payable

Accounts Receivable

Appropriation Accounts Preparation

Compliance & Control

Financial Systems & Controls

Fixed Asset Accounting & Asset Management

General Ledger Accounting

Inventory Accounting

Master Data Maintenance

Order to Cash

Transaction Audit Management & Coordination

Transactional Audit Reporting

The NSSO provide the following services for its customers:

Appendix 3: NSSO Services Catalogue
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Department of Enterprise Trade and Employment

Department of the Environment, Climate and Communications 

Department of Transport

Department of Finance

Department of Public Expenditure and Reform

Department of Foreign Affairs

Department of Defence

Department of Education

Department of Children, Equality, Disability, Integration and Youth

Department of Agriculture, Food and the Marine

Department of Justice

Department of Social Protection

Department of Rural and Community Development 

Department of Housing, Local Government and Heritage

Department of Tourism, Culture, Arts, Gaeltacht, Sport and Media

Department of Health

Department of Further and Higher Education, Research, Innovation and Science

Department of Enterprise Trade and Employment

The Competition and Consumer Protection Commission.

The Courts Service.

The Central Statistics Office

An Garda Síochána

The Garda Síochána Ombudsman Commission

The Health Information and Quality Authority

That part of the Department of Foreign Affairs and Trade responsible for administration of

1

2

3

4

5

6

7

8

9

10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

26

27

the scheme known as Irish Aid

The Irish Auditing and Accounting Supervisory Authority

The Irish Human Rights and Equality Commission.

Appendix 4: NSSO Client Public Service Bodies
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The Irish Prison Service of the Department of Justice and Equality

The Law Reform Commission

The Legal Aid Board

The National Council for Curriculum and Assessment

The National Council for Special Education

The National Disability Authority

The National Library of Ireland

The National Museum of Ireland

The Office of the Attorney General (including the services assigned to the Attorney General)

The Office of the Chief State Solicitor

The Office of the Commissioners of Public Works in Ireland

The Office of the Comptroller and Auditor General

The Office of the Director of Public Prosecutions

The Office of the Ombudsman

The Office of the President

The Office of the Revenue Commissioners

Ordnance Survey Ireland

The Permanent Defence Force

The Public Appointments Service

The Property Registration Authority

The Road Safety Authority

The State Examinations Commission

The State Laboratory

The Valuation Office

The Workplace Relations Commission

The National Shared Services Office

The Policing Authority

The Tax Appeals Commission
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