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T his was a year of significant improvement 
for the NSSO and the Board is encouraged by 
the progress made across the four strategic 
goals during 2019. In 2019 customer 
service improved, evidenced in the service 

level performance indicators. The recent baseline 
customer surveys also reflect effective service delivery 
in the main when benchmarked, although with room 
to improve. Once shared services works well, to some 
extent their work often becomes invisible to most of us.   

I am also pleased to see that savings of €54 million 
were achieved in the past three years to the end of 
2019, with further savings to be realised in time 
through continuous improvement in HR and Payroll 
processes. There were additional benefits delivered 
in 2019. The Board noted the first year of PAYE 
modernisation reforms was operated effectively by the 
NSSO on a single platform for the Civil Service, Justice 
and Defence sectors. 

The standardisation of HR data on a single set of HR 
and pension processes means that the NSSO is able to 
integrate data sets for timely management reporting 
and for the first time deploy data analytics to 47 public 
service bodies during 2019.

While important to recognise the progress made, 
it is also important to acknowledge the Financial 
Management Shared Services Programme remained 
significantly behind schedule. Throughout 2019 the 
Board noted that actions were taken to address the 
shortcomings in the programme to ensure that once 
live, Finance Shared Services can meet both the new 
and emerging accounting and reporting requirements 
of Central Government, and meet business needs. 

Chairperson’s 
Foreword
As Chairman of the Advisory 
Board, I am pleased to 
present the Annual Report of 
the National Shared Services 
Office (NSSO) for 2019, the 
second year of its existence 
as a statutory office. 
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The delivery of this programme is critical, not only to 
replace 31 different financial systems for some 50+ 
departments and public service bodies (including the 
Army, Prison Service and An Garda Síochána), but also 
to provide the internationally recognised accruals 
accounting necessary across Central Government. 

I, and my colleagues on the Advisory Board, look 
forward to the ramp up of the Finance Shared 
Services programme. I thank the CEO and her staff 
for their dedication to continuous improvement and 
assure her of the Board’s continued support for their 
modernisation and transformational work on behalf of 
the Irish Civil Service.

Robert Watt
Chairman, Advisory Board
National Shared Services Office

“ The standardisation of HR data on a single set of HR 
and pension processes means that the NSSO is able to 
integrate data sets for timely management reporting 
and for the first time deploy data analytics to 47 
public service bodies during 2019.”
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It highlights the outputs achieved against the 
goals and priorities in the Statement of Strategy 
2019-2022 for the National Shared Services 
Office (NSSO), and the progress made by our staff 
this year towards helping the NSSO become a 

best-in-class modern and effective shared services 
organisation, enabling the Civil Service to better serve 
our Government and citizens. 

In 2019 significant improvements in our service quality 
were made through greater attention to detail to reduce 
errors, process improvements, and increased roll out 
of robotics. A 54% reduction of service management 
issues was achieved this year. 

The NSSO commenced a helpdesk service to One 
Learning (the Civil Service Learning and Development 
Shared Service), and introduced payroll self-service  
data analytics. 

The PAYE Modernisation project went live, and the 
Payroll Shared Service processing team achieved 
ISAE accreditation for the first time, while the Human 
Resource and Pensions administration teams retained 
their ISAE accreditation. In parallel, the NSSO grew its 
customer base and responded to requests to provide 
services to new public service bodies. 

The Financial Management Shared Services 
programme faced many challenges in 2019. A 
thorough examination of this highly complex 
transformation programme was carried out in the 
first quarter of the year. Critical design issues that 
emerged were amended to ensure the consistency 
and standardisation necessary to meet local finance 
functional needs, accrual accounting and the new 
central Government reporting and emerging strategic 
requirements. Shortcomings in the programme 
were addressed, and the governance structures were 
enhanced. This programme is now restructured but will 
clearly take longer to deliver than anticipated. Our staff 
performed with great courage and tenacity during a 
very challenging period. 

Chief Executive’s 
Review of the Year
I am pleased to present 
the 2019 Annual Report 
of the National Shared 
Services Office. 
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In 2019 the enterprise projects, such as smart forms 
and the HR and Payroll interface were significantly 
advanced by our Enterprise ICT team and our disaster 
recovery systems were strengthened. In August, an IT 
equipment failure arising from a power outage could 
have seriously impacted our ability to pay Civil Service 
staff and pensioners, but our payroll processing staff 
in all locations came together and demonstrated an 
exceptional work ethic and commitment, putting their 
Civil Service colleagues first to ensure they were not 
adversely affected. I am most appreciative of their 
response during this difficult time. 

The health and wellbeing of our staff improved 
during the year, evidenced in our Healthy Place to 
Work survey results. We increased our skills and 
capability across our organisation and held our first 
NSSO Recognition awards ceremony for learning and 
development, and for innovation.  

As CEO I am immensely proud of what our diverse 
team of staff achieved in 2019, and the commitment 
to excellence, and their courage and passion to 
continue to transform and innovate has significantly 
improved service standards. I want to thank all staff in 
the NSSO for their hard work in 2019. 

I would also like to thank Robert Watt and the 
members of the NSSO Advisory Board for their support 
to me, and the members of the Programme Boards 
and Committees for their time and commitment 
to help the organisation progress. I am committed 
to ensuring good governance and effective risk 
management continues to protect the NSSO and 
achieve the long-term goals of Government. 

I look forward to leading the NSSO in 2020 as we 
continue to develop.  

Hilary Murphy-Fagan
Chief Executive
National Shared Services Office

“ As CEO I am immensely proud of what our 
diverse team of staff achieved in 2019, and the 
commitment to excellence, and their courage and 
passion to continue to transform and innovate has 
significantly improved service standards.”
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The NSSO partners
with all Government
departments and a
range of Public Service
Bodies (57) including An
Garda Síochána, Military
and Prison Services,
providing HR and pension
administration services to 

38,400  
Civil  
Servants,
and payroll and  
related services to 

145,400 
Public 
Servants,
of which 60,000  
are retired.

The NSSO manually 
completed 

257,000 HR 
transactions,
1 million 
digitised 
automated 
transactions
for customers in  
2019, and over 

4 million 
payroll 
transactions.  

The NSSO has 

814 permanent staff 
based in seven offices; three in
Dublin, two in Killarney and one
each in Tullamore and in Galway.

The NSSO is leading a 
complex and challenging 
transformation programme of 
Financial Management, this 
is a key priority for the NSSO 
over the next three years.

An external review  
of the savings  
achieved identified 

savings 
of €54.2 
million
to the end of 2019. This 
compares to the total 
capital cost of the projects 
of €32.6 million indicating 
that these services have 
delivered and continue to 
deliver value for money.

The value 
of payroll 

and pension 
payments 

managed by 
the NSSO in 
2019 was

over 
€5.2 

billion

01 Key Achievements 
in 2019 
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An external review  
of the savings  
achieved identified 

savings 
of €54.2 
million
to the end of 2019. This 
compares to the total 
capital cost of the projects 
of €32.6 million indicating 
that these services have 
delivered and continue to 
deliver value for money.

In 2019 the quality of customer service improved,
evidenced in the service level performance and 
two recent baseline customer surveys. A survey of 
all customers elicited a 25% response rate across 
the civil service and found that 52% of staff were 
very/quite satisfied with the level of assistance 
received from the NSSO, 31% were neutral with 
17% quite/very dissatisfied. The overall perception 
of the NSSO was 45% positive, 35% neutral 
with 20% quite/very dissatisfied. The NSSO is 
developing an action plan to address the findings.

52%

Robotic Process  
Automation (RPA) 
Approximately 12 processes 
are ‘robotised’ with an 
equivalent improvement 
in productivity. RPA in the 
NSSO is an exemplar in 
the Civil Service with many 
other departments receiving 
support and guidance from 
the NSSO RPA team.

9
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Key Performance 
Indicators in 2019

Over 800 staff 
working in the NSSO; 

12% promotions

Upskilling employees;  
1,761 training days

Values and 
Innovation Awards 

programme

Absenteeism 3.8% 
Turnover 19.8% 

Vacancy Rate 4.8%

Improvement in 
‘Healthy Place 
to Work’ staff 

engagment survey

28 HRMS & CMS 
Automations applied

48,862 HR and 
Payrolll records 

updated by Robots

Scaling automations; 
9 new Robots

Over 1.1 million 
transactions 
completed 
by Robots

Provides HR to 42 
client bodies; 38,400 
customers; 230,799 
transactions in 2019

Provides Payroll to 54 
Client Bodies; 145,400 

payees; €5.2 Billion gross 
payroll; €50 million in 

T&S claims

153,000 calls 
answered; 87% first 

call resolution

50,000 quality checks, 
95% pass rate

People First Process and 
Technology 
Innovation

Service 
Excellence
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NSSO Excellence and Innovation Awards
The launch of the first NSSO Excellence and 
Innovation Awards earlier in the year provided a 
unique opportunity to recognise the ambition, 
leadership, and passion for simplicity and quality of 
new digital and process improvements across the 
NSSO to deliver on its core values. 

The award-winning projects showcase the high calibre 
of expertise, curiosity and appetite for continuous 
improvement and hard work to significantly change 
how the NSSO does things to improve its service to its 
customers. It is this relentless drive and commitment 
closely connected to the end user problems that 
allowed the teams come up with innovations to 
enhance the service, faster response times and 
improve the customer experience. 

The NSSO Excellence and Innovation Award ceremony 
held on 4 October 2019 in the beautiful surroundings 
of the Oak Room in the Mansion House, Dublin 
showcased the work of its staff and the tangible 
benefits delivered by these projects. 

Each of the seven awards was presented by CEO Hilary 
Murphy-Fagan and our Assistant Secretaries, John 
Ryan and Seán Reilly. The event was also attended by 
staff from the Public Service Reform Office from the 
Department of Public Expenditure and Reform, the 
Awards team who helped to support the programme, 
as well as members of the Senior Leadership Team and 
all the category winners. 
 
The Overall Winner was presented to ‘Payroll 
Amendment Form (PAF) Automation’; and Highly 
Commended went to ‘the PAYE Modernisation 
project’. The Overall Winner and Highly Commended 
applications progressed to the selection process of the 
Civil Service Excellence & Innovation Awards 2019, and 
although they did not make the shortlist they are still 
worthy winners in their own right.

Overall Winners: Payroll Amendment Form (PAF) Automation 
Project Team (L–R) David Smith, Hilary Murphy-Fagan (CEO), 
Richard Smith (Principal Officer, Head of Enterprise ICT), 
Rebecca Caulfield, Maciej Neumann-Kochanski, Enya McGrath, 
John Ryan (Assistant Secretary, Head of Employee Services), 
Kellie Russell, Betty D’Arcy and Seán Reilly (Assistant Secretary, 
Head of Corporate Services). 

11
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Highly Commended went to the PAYE Modernisation project (L-R): John McAllineny, Hilary Murphy-Fagan (CEO),  
John Ryan (Assistant Secretary, Head of Employee Services), Frances Keenan, Stephen Tighe, Mary Gallivan, Seán Reilly 
(Assistant Secretary, Head of Corporate Services), Tara McCarthy and Elaine O’Mahoney.

The event took place in the beautiful surroundings 
of The Mansion House, Dublin.
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02 Progress on 
Strategic Goals  
in 2019
The NSSO has adopted a Statement of Strategy for the period 
2019-2022. This Strategy sets out four strategic goals for the 
NSSO. During 2019 the NSSO focused on ensuring the Strategy 
was fit for purpose and how to bring new technology into play. 

The 2019 – 2022 Statement of Strategy highlights the mission, vision and values at the core of the NSSO  
and sets out four strategic goals for the Office. These are to:

• Deliver excellent shared corporate services
• Engage, enable and empower our people
• Invest in new digital technologies
• Champion shared services across the Public Sector

The NSSO is on track to achieve the actions set out under each goal. 

Goal 1: Deliver Excellent  
Shared Corporate Services
Provide Public Service Bodies with excellent 
shared services and the benefits that these 
efficient and effective services create.

Goal 3: Invest in New  
Digital Technologies
Exploit the full potential of modern technological 
platforms, systems, and solutions.

Goal 2: Engage, Enable 
and Empower our People
Engage, enable and empower our people to 
promote continuous innovation and change.

Goal 4: 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.

13
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Goal 1: Deliver Excellent Shared  
Corporate Services
Provide Public Service Bodies with excellent shared  
services and communicate the benefits that these  
efficient and effective services create

Priorities Context and actions taken in 2019

Be open, transparent and inclusive 
with the partner organisations  
the NSSO serves.

Engaged with key stakeholders and client organisations through 
the NSSO Advisory Board, the Employee Services Strategy 
Committee, the Employee Services Customer group and regular 
bilateral contacts between the NSSO’s customer relations function 
and NSSO client organisations over a total of 52 meetings.
Hosted event to demonstrate the NSSO’s commitment to good 
governance and to illustrate to NSSO client Chairs of Audit 
Committees and Heads of Internal Audit the variety of assurance 
activities that were carried out in the previous year.

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

Commenced Pathfinder project, aimed at delivering end-to-
end services through innovation and efficiencies by researching 
current external trends in Shared Service technologies and 
by analysing internal business processes and identifying 
opportunities for process improvements.

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

Carried out two baseline customer surveys, with local HR Officers 
and the full customer base. The results are being used to design 
the customer focus programme and measure its success.

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

Continuously improved and updated the NSSO’s HR and  
payroll services. 
Expanded its services to new clients including support for  
Census 2021. 
Provided Makodata analytical software and new analytical 
services for NSSO client PSBs.
Engaged new clients from the transformation of the Department 
of Justice and Equality.

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

Strengthened HR team and launched enhanced People Strategy, 
including Learning and Development programme.

Strengthen compliance and risk 
management functions.

Undertook external review of risk management policy  
and procedures.
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Goal 2: Engage, Enable and Empower  
our People
Engage, enable and empower our people to deliver  
continuous innovation and change 

Priorities Context and actions taken in 2019

Develop a new Human Resource 
Development strategy that  
matches the NSSO’s ambition  
and strategic goals.

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 the NSSO.

Align investment in the 
development of our people with 
their career development goals  
and objectives.

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.

Implemented a People Strategy for 2019 to work towards these 
Strategic Priorities. The four objectives for 2019 were:

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

Initiatives delivered during 2019 include:
• The NSSO’s first volunteering programme
• Active engagement with the new online OneLearning 

platform for all staff
• A revised corporate induction programme 
• Staff recognition awards
• Our first in-house Excellence & Innovation Awards.

15
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Goal 3: Invest in New Digital  
Technologies
Exploit the full potential of modern technological  
platforms, systems and solutions

Priorities Context and actions taken in 2019

Develop a new ICT strategy that 
better harnesses the power of 
people and technology.

Defined plans to achieve these Strategic ICT Priorities. 

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

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

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

Commencement of Robotic Process Automation (RPA) 
implementation in Payroll.

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

Launch of process to implement civil service-wide integrated 
Human Capital Management (HCM) solution, led by Civil Service 
HRO and Senior HR leaders.

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

Implemented Makodata end-to-end reporting and business 
intelligence solution. This application provides self-serve  
Business Intelligence to our clients.
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Goal 4: Champion Shared Services  
Across the Public Sector
Establish Shared Services as a valued approach for  
Public Service Bodies and the NSSO as a trusted partner

Priorities Context and actions taken in 2019

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

Completed a new Communications Strategy following extensive 
workshops with managers and staff.
Delivered a major conference on public service shared services 
attended by 240 public servants with leading international  
guest speakers.
Enhanced internal and social media engagement.

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

Commenced process to replace current legacy HR technology 
with integrated modern technological cloud solution that could 
deliver greater operational efficiencies, provide more enhanced 
strategic information and deliver the objectives of the Civil Service  
People Strategy. 

Expand our services to existing 
partners by rolling out financial 
management shared services.
Work with PSBs to fully capture 
the value of applying analytical 
techniques to the data we generate

Improved and closed the outstanding design issues, enhanced 
governance structures and capabilities of the Financial 
Management Programme to ensure effective roll out of services.
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Lithuanian and Romanian 
delegations visited the 
NSSO’s Clonskeagh office 
in Dublin and met with 
senior colleagues to share 
learning, in January and 
March 2019 respectively. The 
delegation from the Lithuanian 
Government was accompanied 
by colleagues from the Agency 
for European Integration and 
Economic Development in 
Vienna, Austria. Their aim was 
to observe the NSSO’s systems 
and processes, and learn from 
the NSSO’s experience. John 
Finnegan, Head of Corporate 
Services; John Ryan, Head 
of Employee Services; and Richard Smith, Head of 
Enterprise ICT presented to the group. Barry Lowry, the 
Government’s Chief Information Officer, shared how 
the Office of the Government Chief Information Officer 
(OGCIO) supports the NSSO’s work. 

The NSSO was also delighted to welcome a study group 
from the World Bank and Romanian Government. They 

were tasked with analysing HRM systems and best 
practices in several EU member states. Their aim was 
to learn directly from Civil Servants and professionals in 
Ireland about the Irish HRM system; the introduction of 
shared services; and Ireland’s experience in civil service 
reform. The group of 28 delegates was welcomed by 
Paula Lyons, Assistant Secretary and presentations were 
given by Richard Smith and John Ryan on the role of 
the NSSO and its journey to date.

Lithuanian and Romanian  
delegations visit the NSSO

NSSO delegates 
with the Lithuanian 
delegation visiting 
our Clonskeagh 
office on 29 
January 2019. 

NSSO delegates with the Romanian delegation in the NSSO office Clonskeagh on 28 March 2019.
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03 Governance  
and Structure

3.1 Corporate Vision, Mission  
and Values of the NSSO

NSSO Values

The vision of the NSSO is a customer-focused, 
innovative and learning organisation, providing 
consistently high standards of Shared Services that 
support business needs.

The mission of the NSSO, as a Civil Service office, is 
to provide excellent corporate business services to 
Government and other Public Service Bodies that meet 
end-user needs and delivers value for money to citizens. 

The NSSO also provides guidance and support 
to the other Public Service sectors of Education, 
Health and Local Government, as they advance their 
individual Shared Services plans. Shared Services  
is a Government policy and projects are led in  
each sector, in line with their individual Shared 
Services plans.

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

19
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3.2 Corporate Governance
A key focus of work in 2019 was to continue to embed 
the corporate governance structures to support the 
NSSO’s activities. The NSSO places a great significance 
on having in place a robust corporate governance 
structure to ensure that the NSSO meets its obligations 
to, and the expectations of, NSSO stakeholders. During 
2019 there were a total of 52 governance meetings 
across committees and boards. See Appendix 2 for 
more on governance.

During 2019 the NSSO strengthened and clarified 
the governance of its relationship with its clients 
by replacing the ‘Employee Services Management 
Agreements’ with each client, that needed to be 
signed on an annual basis, with a set of documents 
covering the whole relationship between the NSSO 
and its clients at the correct level. 

These are:
• A Memorandum of Understanding signed  

by the CEO and the Accounting Officer in the  
NSSO client department/Office. This records  
the permanent strategic relationship between 
the NSSO and its client;

• An Employee Services Management Document 
defining the operational details of the services 
the NSSO provides and the KPIs to which 
the NSSO is committed. These change as 
circumstances require; and,

• A Data Processing Agreement defining the 
controller-processor relationship between the 
client and the NSSO for data protection purposes.

Memorandum of 
Understanding 
(MoU)

• The MoU sets out the respective responsibilities of the Accounting Officer 
(CEO) of the NSSO and the Head of a client PSB (an Accounting Officer or an 
Accountable Person), to meet the accountability obligations in relation to the 
shared services provided by the NSSO to a PSB;

• The MoU sets out the governance structures established by the NSSO to 
support the CEO in her role as Accounting Officer and provide assurance on the 
processing carried out by the NSSO on behalf of the client.

Employee Services 
Management 
Document (ESM)

• The ESM document defines the roles and responsibilities of the NSSO and the 
client PSBs, the scope of employee service activities, and the specification of 
services, including quality of service provision and services measures.

• The ESM document includes a Provision of Delegated Authority: this provides 
authority to the NSSO to fulfill certain legal and mandatory obligations for client 
PSBs (e.g. payment by EFT where appropriate, acting as a tax agent on behalf of 
the PSB, etc.).

Data Protection  
Agreement (DPA)

• The DPA sets out the processing arrangements between the client PSB 
(“Controller”) and the NSSO (“Processor”).

• The DPA is signed by the Accounting Officer (or Accountable Person) of the  
client PSB.

Governance Agreements between NSSO and 
Client Departments/ Public Service Bodies (PSBs)
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Assurance 
Audit assurance is provided in the NSSO from two 
sources, an external and independent ISAE 3402 
process and a dedicated internal audit unit that 
examines risks not covered by ISAE 3402. Formal 
reports of audits performed are presented to the  
NSSO Audit and Risk Committee.  

In addition, Internal Audit assists the NSSO in 
embedding good corporate governance in the 
organisation through a variety of channels, including 
provision of advice on control design and presentation 
of training to colleagues on risks, controls and 
elements of corporate governance.

Letter of Assurance 2019 
In 2019 the CEO sent a letter of assurance to the 
Accounting Officers of each client body providing  
an update on the internal and external sources of 
audit assurance.  

The assurances in this letter are based on:
1. Internal management control quality checks

• 5% of transactions checked by  
independent team every week

2. ISAE 3402 audit process
3. Risk based internal audit programme

In 2019 the NSSO also organised a series of events 
for Chairpersons of client Audit and Risk Committees, 
and the Heads of Internal Audit of the NSSO’s clients 
to explain the evidence underlying these assurance 
letters.

3.3 Risk 
Management 

The NSSO’s Risk Management Policy is in operation for 
almost two years. A review of the risk management 
practices in operation and the risk management policy 
was started in 2019.

The broad 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 to, 
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.

3.4 Business 
Continuity 
Planning

During 2019, the NSSO reviewed and developed its 
Business Continuity Plan, building on the guidance 
from the Office of Emergency Planning, Strategic 
Emergency Management - National Structures 
and Framework, and the Department of Finance’s 
guidance; Risk Management Guidance for Government 
Departments and Offices, published in March 2004 
and the subsequent amendments published in 2016. 

Over six months, to the end of 2019, a dedicated 
working group examined every element of the plan to 
ensure essential services could be maintained in the 
event of a critical incident in an office of the NSSO or 
to its services.

21
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3.5 Data  
Protection 

In 2019, the NSSO affirmed its role with the Attorney 
General as a data processor on behalf of its clients 
and set out its responsibilities in a new standard Data 
Processing Agreement form which was provided to all 
of its clients.

The NSSO affirmed that it processes data on behalf 
of its Department/Office clients (the Data Controllers) 
on the basis of authorisation and instruction from 
those clients. These principles and authorisations are 
documented in signed data protection agreements 
with each client. 

In 2019 the NSSO also affirmed that all data 
transferred, and all records held on IT systems are the 
property of the Government Departments/Offices. The 
suite of NSSO data protection policies were updated 
and published on the NSSO website.

3.6 Committees  
of the NSSO 

NSSO Advisory Board
There were no changes to the Board membership in 
2019. (See Appendix 3 for members).The Advisory 
Board met four times in 2019 and the key topics 
considered by the Board were as follows:

• NSSO Strategy Development Process 
The Board provided observations on the 
development of the NSSO’s 2019-2022 
Statement of Strategy which was  
subsequently published midyear.

• NSSO Key Performance Indicators  
The Board received an update on Key 
Performance Indicators at each meeting  
and noted that the majority of targets  
were being achieved.

• Financial Management Shared  
Services Programme 
The Board received a detailed update on 
the programme at each meeting. The Board 
noted that this is a very complex programme 
that did not go live as originally planned in 
2018. Throughout 2019 the programme was 
restructured, including its programme work 
streams, governance, resourcing and internal 
ways of working.

• Local Human Resources Survey 
The NSSO carried out a survey among local HR 
Officers in its client Public Service Bodies in 
conjunction with Gartner CEB (the ICT, research 
and consultancy company), and the Board 
received a presentation on the results of  
the survey.

• NSSO Customer Engagement Survey 
The NSSO carried out a survey of its customers to 
gauge their views on engaging with the NSSO for 
HR and payroll services. The results of this survey 
will be available in 2020. The Board noted that 
this was the first NSSO customer survey of its 
kind which will form a baseline for future surveys.

• Human Capital Management (HCM) Project 
The Board was briefed on the roadmap and 
progress to date to replace the current HR and 
payroll technology systems with more up-to-
date technological solutions that will deliver 
greater operational efficiencies and to provide 
more enhanced strategic information.

• Information Technology and Security Update 
The Board was briefed on the payroll IT incident 
and the Board noted that all NSSO customers 
were paid on time. It commended the Office on 
the management of the incident which benefited 
from good communications, and the strong 
collaboration and trusted relationships between 
the Office and its client Public Service Bodies.

• NSSO Client Governance 
The Board was briefed on the new suite of 
documents that the NSSO introduced to govern 
the relationship between it and its client Public 
Service Bodies.

• NSSO Strategic Risks 
The Board reviewed the NSSO’s Strategic 
Risks and focussed on the following – FMSS, 
Overpayments, Legacy IT Systems and the 
Human Capital Management (HCM) project. The 
Board was also briefed on the work of the NSSO’s 
Audit and Risk Committee at each meeting. 
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Audit and Risk Committee
This was the Audit and Risk Committee’s second year 
in operation, since the NSSO’s establishment. During 
2019 the Committe provided guidance and assurance 
in a challenging and complex environment. (See 
Appendix 3 for members).

The Committee considered the NSSO’s internal  
audit plan for 2019 and received six reports during 
the year from the internal audit function on the 
following matters:

• Purchase Order Compliance
• Pension Processing
• Suspense Accounts
• Fixed Assets
• Payroll Overpayments – a joint audit  

with An Garda Síochána
• External and Independent ISAE 3402 Audits  

– for both HR shared services and Payroll  
shared services.

NSSO Management Board
The primary function of the NSSO Management Board 
is to advise and support the Chief Executive 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. (See Appendix 3 for members).

In 2019 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.
 
In order to inform and update the Board, Principal 
Officers with responsibility as heads of function 
attended the Management Board meetings in 2019 
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:
• Business planning
• Risk 
• Strategy development
• Employee Engagement and  

Healthy Place to Work
• Business Continuity
• Financial Controls
• Critical Projects (such as Financial  

Management Shared Service).

In 2019 the Management Board also completed an 
exercise to evaluate its performance and effectiveness 
through self-evaluation and discussion. The Board also 
took part in a risk mentoring exercise to enhance risk 
awareness and the active management of risk in line 
with the risk policy for the Office. The minutes of each 
Management Board meeting are published on the staff 
intranet on a quarterly basis.

145,400 
customers 

receiving payroll 
and pension 

payments

814
employees  

in the  
NSSO

38,400
customers 
receiving 

HR shared 
services

460
separate 

processes
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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, (see Appendix 3 for members).

The principal matters considered by the Committee in 
2019 were:

• Employee Engagement and Staff Retention 
• Service Measures 
• The HR Operating Model
• The Human Capital Management (HCM) Project
• The NSSO Customer Engagement Survey
• GDPR
• Employee Service Management Agreements
• Payroll Analytics
• Payroll Data Recovery. 

The Committee met on six occasions during the year 
and held a meeting at the NSSO HR Shared Services 
office in Clonskeagh and also the Payroll Shared 
Services Office in Tullamore. They were taken on a 
tour to view the work carried out and meet the local 
managers.

Employees Services 
Customer Group (ESCG)
The Employee Services Customer Group (see appendix 
3 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 Departments represented on the Group in 2019 
were: 

• Department of Public Expenditure and Reform
• Department of Justice and Equality
• Department of Defence
• Department of Agriculture
• Department of Education
• Department of Employment Affairs  

and Social Protection
• The Revenue Commissioners.

The ESCG met on eight occasions during the year and 
conducted a review of its modus operandi in line with 
the Group’s Terms of Reference in the early part of the 
year. Some key items discussed included increasing 
the representation on the Group and enhancing 
communications of the Group. 

The ESCG held a number of thematic meetings 
focusing on areas of mutual interest such as 
overpayments and client reporting. 

The ESCG also considered several continuous 
improvement projects which were being proposed by 
the NSSO, including the Enterprise Integration Project; 
the introduction of Makodata on Payroll; and a review 
of the Service Measures.

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 3 for members).

During 2019, the Board met on nine occasions and 
supported the Programme changes by adopting the 
organisational changes and the revised Governance 
structures necessary to support this complex 
programme.
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The Corporate Strategy Briefing and Governance 
Masterclass Series was developed and rolled out 
by the Corporate Office to all senior managers 
across the organisation. 

The sessions were designed to introduce the 
Corporate team, present the final Statement of 
Strategy to the organisation’s managers, who had 
contributed to its development, and to deliver 
a bespoke training module to managers in the 
governance areas that support them in their  
work. Six two-hour sessions were delivered  
to 107 managers.

Topics covered included the corporate strategy; 
key governance risks; data protection; freedom of 
information; finance; PQs and Reps. 

Strategy and 
Governance 
Masterclasses 

NSSO colleagues attending the Masterclasses in the NSSO 
Galway (top), Killarney (above) and Tullamore (below) offices.
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04 Corporate Services

4.1 Human Resources and 
Organisational Development 

The NSSO Human Resources and Organisational 
Development (HR & OD) function is based in the NSSO 
Clonskeagh office in Dublin. HR & OD is currently 
made up of three distinct areas: HR Operations & 
Resourcing; Learning and Development; and HR 
Business Partnering. 

Together the team seeks to promote the effective 
operation and management of the NSSO and to 
increase the Offices’ internal capability through 
integrated workforce planning; performance 
management; and, learning and development 
initiatives.

The 2019 NSSO People Plan consists of four strategic 
objectives:

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

The HR & OD function delivered several successful 
initiatives during 2019, including leading the first 
volunteering programme; active engagement with the 
new online OneLearning platform for all staff; revised 
corporate induction programme; staff recognition 
awards; and the NSSO’s first in-house Excellence & 
Innovation Awards. 

NUMBER OF NEW STAFF TO JOIN THE NSSO IN 2019

CBS Customer 
Relations

Enterprise 
IT

PSS HRSS NSSO 
HR

TOTAL

Assistant Secretary 1 1

Principal Officer 1 1 2

Assistant Principal 1 1

Higher Executive 
Officer

1 1

Executive Officer 1 6 1 8

Clerical Officer 29 3 29 99 4 164

Temporary Clerical 
Officer

8 12 23 43

TOTAL 2 38 4 48 123 5 220

Hires and Promotions during 2019
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In 2019 a new staff recognition programme was 
launched to acknowledge and give credit to the 
hard work and dedication of employees. Through 
the Staff Forum senior management heard that 
recognition was needed for the extra training, skills 
advancement and learning undertaken. 

The programme put in place recognises the extra 
steps by staff to successfully complete accredited 
learning courses such as the Chartered Institute of 
Personnel and Development (CIPD) programme, 
the Irish Payroll Association (IPASS) accreditation, 
Data Protection Practitioner (DPD), Lean Six Sigma 
and finance exams, amongst others. Over 70 staff 
received recognition for their learning achievements.
 
Presenting certificates of recognition, our CEO Hilary 
Murphy-Fagan, noted the importance of a learning 
mind-set for gaining skills, creating new ways of 
working and continuously developing ourselves. She 
also highlighted the importance of recognising the 
hard work and commitment of staff who had taken 
the extra step to achieve accredited learnings during 
the previous year, 2018. 

Staff Recognition

Gabrielle Day receiving recognition from CEO  
Hilary Murphy-Fagan

Victoria Nolan receiving a Certificate of Recognition 
from CEO Hilary Murphy-Fagan. 

NUMBER OF INTERNAL AND OPEN COMPETITION PROMOTIONS IN 2019

Assistant Secretary 1 1

Principal Officer 0

Assistant Principal 1 3 1 5

Higher Executive 
Officer

4 1 6 4 1 16

Executive Officer 5 5 1 17 16 2 46

TOTAL 1 10 6 1 23 23 4 68
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2019 Learning  
& Development  
in numbers

Dignity at 
Work Training

87%
NSSO Staff 
Attendance

96%
NSSO staff attended 

classroom-based 
training in 2019

179
participants in People 

Management Core Skills

243 
training days

92%
NSSO Staff 
active on  

One Learning LMS

620
session participants  

in Health & Wellbeing 
2019 Programme

114
Microsoft Office 

Training Days

190
Irish language 
training days

Top Three 
Courses
NSSO Corporate  

Induction 
179 training days

Dignity at  
Work Training 

167 training days

CIPD 
139 training days

Top Three 
OneLearning 

Courses
Foundations in  

Project Management 
152 training days

Delivering Excellent 
Customer Service 
78 training days

Microsoft Excel 
49 training days

179
attendees in NSSO 

Corporate Induction 
Programme

100%
staff compliance in June 

2019 Data Protection 
eLearning Module

97
Lean Six Sigma 
training days

13%
increase in  

training days 
in 2019

1,761
NSSO Training Days
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As part of a pilot of an NSSO Volunteering Programme, 
a series of Team Impact Volunteer Days were held in 
Knockmitten Community Centre, Clondalkin, Dublin, 
throughout 2019.  

Groups of 25 NSSO staff took on the refurbishment of 
the centre. They tended to vegetable beds; put down 
paving slabs to make the garden wheelchair accessible; 

cleared and painted the garden wall; weeded; and tidied 
the all-weather green houses.  

Staff across locations were invited to take part in the 
initiative by the Volunteer Committee. There was very 
positive staff feedback of the programme, and the local 
newspaper, ‘The Clondalkin Echo’, covered the NSSO’s 
great work in the community. 

Volunteering Programme
Enthusiastic NSSO volunteers ready for action 

NSSO volunteers working on the garden in Knockmitten Community Centre, Clondalkin, Dublin
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The NSSO operates from seven locations nationwide, 
with four primary sites; in Clonskeagh, Dublin; 
Tullamore, Offaly; Renmore, Galway; and Deerpark, 
Killarney. In addition, there are offices in Trinity Point, 
Dublin; Mount Street, Dublin; and New Road, Killarney.   

In 2019, the NSSO established a central facilities 
team to manage two of the primary sites (Clonskeagh 
and Tullamore) centrally and liaise with the relevant 
facilities teams in the other five sites. The NSSO also 
took over responsibility for the Tullamore office in 
2019 from the Department of Finance.

Health & Safety
The safety of employees is a key concern of the NSSO. 
Health and Safety audits were conducted across all 
seven sites during 2019.

Claims against the NSSO are managed through the 
State Claims Agency and the status at the end of 
2019 was as follows:

2019 2018

Open cases as at  
1 January

2 1

Cases resolved (1) 0

New cases added 0 1

Open cases as at  
31 December

1 2

Energy & Environment
Initiatives to improve energy efficiency in 2019 
include replacement of old inefficient boilers and 
switching from oil to Liquefied Petroleum Gas (LPG) 
for heating in one location, LED lighting in some 
sites and energy saving sensors.  There is an ongoing 
programme to improve all seven sites.

Staff are encouraged to participate in energy saving 
schemes, with regular reminders which include 
recycling and power saving options.

The NSSO started working with the Sustainable Energy 
Authority of Ireland in 2019 and also participates in 
the Office of Public Work’s Optimising Power@Work 
scheme.

The energy performance overview for the two sites 
managed by the NSSO are as follows:

4.2 Facilities

Annual energy performance overview

Clonskeagh, Dublin
+ Energy consumption in this building 

has reduced by 13% since joining the 
Optimising Power@Work campaign  
in 2014.

+ The total annual unit consumption of 
energy has decreased from 627,497  
kWh to 547,774 kWh.

+ Electricity consumption on site 
increased by 13%. The number of  
units of electricity has increased from 
311,781 kWh to 353,345 kWh.

+ Gas consumption on site has reduced  
by 38%. The number of units of Gas  
has decreased from 315,716 kWh to 
194,429 kWh.

Total energy 
saving for this 

building

13%
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Annual energy performance overview

Tullamore, Offaly
+ Energy consumption in this building 

has reduced by 3% since joining the 
Optimising Power@Work campaign  
in 2008.

+ The total annual unit consumption of 
energy has decreased from 475,207  
kWh to 460,059 kWh.

+ Electricity consumption on side has 
increased by 25%. The number of units 
of electricity has increased from 315,028 
kWh to 236,291 kWh.

+ LPG consumption on site has increased 
by 40%. The number of units of LPG 
has increased from 160,179 kWh to 
223,768 kWh.

Total energy 
saving for this 

building

3%
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A highlight of 2019 was the hosting of our second 
public service conference on shared services. The 
conference - Connect, Collaborate, Innovate: Shared 
Services Conference 2019 - was organised by the 
NSSO on behalf of the Shared Services Leaders 
Network for the Public Service. Over 240 delegates 
from across the public service attended in The 
Printworks, Dublin Castle on Thursday, 7 March 2019.  
 
The event was opened by Minister for Finance and 
Public Expenditure & Reform, Paschal Donohoe, 
TD, and co-chaired by the CEO, Hilary Murphy-
Fagan (Chairperson of the Shared Services Leaders 
Network) and Jane Carolan (National Director, 
Health Business Services).
 
Speakers also included Niall Cody, Chairman of the 
Revenue Commissioners and Donal McCarthy, Head 
of Shared Services, Dublin Airport Authority plc, as 
well as international experts. 

There were case studies on Revenue’s customer 
service Chatbot and Safefood’s Chefbot, plus a 
discussion on the role of HR leaders which was  
led by David Cagney, the Head of Civil Service HR. 
  
Delegates were able to pose questions to the 
speakers and give their views through the mobile 
phone survey tool Slido, and also on Twitter using 
the hashtag #SharedServicesIRL. Live polls and 
tweets were shown on the NSSO’s multimedia wall, 
and #SharedServicesIRL trended on Twitter that day.
 
As well as presentations, the conference had 
exhibition stands for each of the four sectors  
that have shared services (education, health,  
local government and Civil Service), and from  
NSSO conference partners, the Data Protection 
Commission and the Department of Public 
Expenditure and Reform’s eInvoicing team.

Connect, Collaborate, Innovate

Top row (L-R) Peter Malone, Margaret Sheehan, Amy O’Neill and Tony Power, NSSO; Keynote speaker, Steven Maynard, Global Shared 
Services Lead, EY Advisory Partner, Toronto, Canada; Larry O’Grady, Department of Education and Skills and Obiajulu Oleoisi, ESBS. 
Bottom row (L-R) Attendees of Connect, Collaborate, Innovate: Shared Services Conference 2019, in The Printworks, Dublin Castle; 
Emily McAuley, Laois Offaly Education and Training Board and Niamh Doody, HSE; Vincent Crossan, Gráinne Duggan and Wendy 
Walsh, Health Business Services pictured with Minister Paschal Donodoe.
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Minister for Public Expenditure and Reform, Paschal 
Donohoe, TD addressing the Connect, Collaborate, 
Innovate: Shared Services Conference 2019

Top row (L-R) Gurneet Kaur, Betty Darcy, Grania Peder and Sarah Nolan, NSSO; Marion Edwards, 
Department of Education and Skills; Hilary Murphy-Fagan, CEO, NSSO; Minister Paschal Donohoe TD; Paul 
Dunne, CEO, Local Government Management Agency; and Jane Carolan, Director, Health Business Services.
Bottom row (L-R) Dave Hennessy, HAP Limerick City Council, Suzanne McDermott, LGMA, Michael Arthurs, 
LGMA and Tom Griffin, LGOPC, Kerry County Council; NSSO CEO Hilary Murphy-Fagan taking audience 
questions with Stephen Maynard and Deborah Gregg, Director, Public Sector Practice, Deloitte UK.
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05 Enterprise ICT
The 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.

The NSSO ICT Unit is comprised of five areas:
• HR IT Operations and Support
• Payroll IT Support
• Business Intelligence/Reporting
• Solutions; and 
• Financial Management System (FMS) IT.  

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.

Management 
and resolution of 

Payroll incident in 
September 2019

Launch of process 
to implement civil 

service-wide Human 
Capital Management 

(HCM) solution

Top 4 
achievements 
of NSSO ICT 
in 2019 Implementation 

of Makodata end-
to-end reporting 

and business 
intelligence 

solution

Commencement 
of Robotic Process 
Automation (RPA) 
implementation 

in Payroll
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Key Activities 
in 2019

 
RPA delivered 

9 new automations 
equating to an extra 

capacity of 13.7 FTEs. 
A total of 1,142,895 

transactions were 
completed  

by RPA.

28 
Continuous 

Improvements 
applied to HRMS 

and CRM. Significant 
process automations 
delivered for Leave 

and Absence Enterprise 
Integration 

project initiated in 
collaboration with 
clients to redesign 

service delivery 
model HRIS

Level 1 and 
level 2 support 
procedures in 
design phase

Developing 
and expanding 
processes for 

FMSS ICT

Ticketing 
solution for 
FMS in test

FMS IT

The 
successful 
controlled 

migration of all 
databases to the 

DR environment in 
August/September 

2019

Streamlining 
and enhancing the 

process for approving 
Corepay system access 

and the process for 
quarterly review of 

access

PSS IT
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Establishment 
of NSSO Solutions 
Team to support 

and provide Research, 
Business Analysis, process 

Re-Engineering and 
Programme Management 

Services across  
the NSSO

Enhancement 
of Data analytics 

insight to our 
clients and NSSO 

Management Board 
using Power BI 

models

Preparation 
for the Upgrade 

of all PSS CorePay 
Systems to one 

common Version (V28) 
incorporating PSS 

Customised Software 
into Standard 

Package

Development 
of Programme 
Management 

capability for NSSO and 
reporting on same on 

>100 projects, tailored 
PM templates and 

guidelines

 
Makodata 

Implementation – 
Portals developed 

for 47 clients.  
Currently 45 out 

of 47 are live Provision 
of detailed 

Overpayment 
Appropriation Account 

data to clients and 
developed new standard 

approach to providing 
such data

Key Activities 
in 2019 / 
continued

Solutions

BI/
Reporting
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06 Operations Activities

6.1 Employee Services
The Employee Services Division includes:

• HR Shared Services (formerly called 
PeoplePoint)

• Payroll Shared Services (formerly called 
PSSC) and

• Customer Relations and Support Services.

For the structure of the Employee Services Division 
see Appendix 4.

These Shared Services functions provide HR, pensions 
and payroll administration services for the NSSO’s 
customer Government departments and public 
service bodies. 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.

The NSSO provides employee services from offices in 
Clonskeagh, Dublin (HR and pensions administration) 
and from offices in Galway, Killarney and Tullamore 
(payroll administration). 

HR Shared Services (HRSS) 
– Key Achievements in 2019
1. Progress across all teams:

a. Over 257,000 transactions completed in 2019 
(4% YoY increase)

b. End of year transactions outstanding reduced to 
23,400 (17% YoY reduction)

c. Quality score overall 94.16% vs. 92% target.

2. Single Pension Scheme (SPS) Benefit Statements 
for 2013-2017 issued to 95% of members across 
33 Public Service Bodies.

3. A team in HRSS was the Overall Winner of the 
inaugural NSSO Excellence in Innovation Awards, 
for Payroll Form Automation (Pay Team); and  
also won the Citizen Impact & Customer Service 
award (Increments & Schemes Team) and the 
Integrated Digital Excellence award (Increments  
& Schemes Team).

The HRSS team operates collaboratively on a cross-
functional basis with colleagues in Payroll Shared 
Services (PSS) and CRSS teams. In the main, the 
team’s work revolves around working on instructions 
issued by local HR units from client departments to 
ensure that the HR needs of civil servants are met in 
an efficient and timely manner.
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HR Shared Services Activity Report

257,000 
transactions 
completed in 2019  
(4% YoY increase) 

17% 
Year on Year reduction in 
end of year outstanding 
transactions

Officers 
supported

37,501 
(3% YoY increase) 

Resignations 
work on hand 

(WOH)

218
cases 

(80.6% YoY 
reduction) 

Retirements 
WOH

2,867
cases 

(13.1% YoY 
reduction) 

Recoupments 
WOH

2,174
cases 

(11.6% YoY 
reduction) 

Resignations 
completed

7,591 
(40% YoY increase) 

Retirements 
processed

10,116 
(15% YoY increase) 

Pay  
completed

54,295 
(18% YoY increase) 

Recoupments 
completed

5,832
(27% YoY increase) 

Quality 
score 

94.16%
over 92% 

target
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HR Shared Services Activity

1. Single Pension Scheme (SPS) 
Annual Benefit Statements – HRSS 
successfully completed the initial 
stage of the project on target by 
the end of 2019. Circa 5,000* 
Annual Benefit Statements (ABS) 
have issued to active members  
of 33 public service bodies  
(PSBs) to date.

* Although only one statement 
issued per member, it included 
all data from 2013 to 2017 (and 
some for 2018), if applicable. 

2. Formation of an application 
quality unit/EGen Team processing 
time has been reduced and it  
has had a positive impact on  
the applicant.

3. New Parents Leave and 
Unpaid Parental Leave process 
implemented.

4. Automation of process for 
administering study/exam  
leave and certified sick leave.

5. Recoupment of salary 
overpayments moved to 
transacting in real time.

6. Department of Justice 
transformation supported with 
581 officers and 1114 cost  
centres restructured.

7. eForms project initiated.

8. Automation of over 18,500  
absence cases.

Payroll Shared  
Services (PSS) –  
Key Achievements  
in 2019
1. PAYE Modernisation go live 
2. ISAE Accreditation 
3. Excellence & Innovation Award Winner  

– Leading Reform

2019 proved to be a pivotal year for the PSS team 
from implementing significant process changes to 
navigating disaster recovery following a major IT 
incident, while continuing to deliver their busiest  
year to date. 

Customer numbers in 2019 increased to 145,4001, 
with over 2 million user logins to the self-service 
Core Portal. PSS carried out four million transactions 
of payroll and pensions totalling a payment value 
of €5.2 billion, an 8% increase on the previous 
year. €1.25 billion of this amounted to statutory 
deductions transacted to Revenue with a further 
€550 million voluntary deductions processed. 

PSS received and processed a total of 357,840 payroll 
input instructions from HRSS and local HR units to 
implement a variety of actions on their payroll files. 

PSS completed 2,118 weekly T&S runs which 
processed and paid 124,184 claimants expenses 
amounting to an additional transaction value of 
€50.15 million. 

1. A total of 145,400 individuals received payroll payments 
form the NSSO in 2019. 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. 

39

National Shared Services Office (NSSO)   |   Annual Report 2019



PSS Customers Numbers

Payment Runs Per Month

 Payroll & Pension Payment Value 

2019
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2016
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2019 Payroll Inputs Distribution 

INPUT TOTAL: 357,840
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PAYE Modernisation
1 January 2019 marked the go-live date for 
PAYE Modernisation (PMOD). This brought about 
significant process and cultural changes to the PSS 
operational areas. Daily interactions with Revenue 
were transformed to include real-time reporting 
updates to Revenue through a new version of the Tax 
Credit Certificate (P2C), now called an RPN, which is 
retrieved on demand, as and when required.

PSS worked extensively with Revenue, and the payroll 
software provider, to ensure the successful and 
seamless implementation of the most significant 
change to the PAYE system since its introduction. 
It was critical to ensure that the payroll processes, 
data and systems were fully compatible with the 
requirements under the new legislation, to ensure 
employer compliance.

A PMOD support team is now in place within PSS, 
to ensure payrolls are fully prepared and supported 
to meet the obligations under the PAYE legislation, 
including the timely and accurate reporting of 
individual deductions to Revenue. 

In 2019, a total of 8,648 PMOD submission files were 
completed and submitted to Revenue.

ISAE Accreditation
In 2019, PSS further strengthened processing controls, 
with the result of achieving unqualified Type 2 ISAE 
3402 accreditation for the first time. 

An independent external review undertook to 
determine whether the PSS process descriptions were 
fairly represented as administered during 2019. The 
review also determined that the control objectives 
were suitable in their design to provide assurance 
that they operated effectively. The subsequent 
testing provided reasonable assurance that the 
objectives stated in the descriptions were achieved 
and operated effectively during 2019, resulting in the 
Unqualified Opinion. 

NSSO Excellence and Innovation 
Awards Winner – Leading Reform
The PSS PMOD team was announced as the winner of 
the Leading Reform category at the inaugural NSSO 
Excellence & Innovation Awards and achieved the 
Highly Commended award. The Highly Commended 
award was submitted to the overall Civil Services 
Excellence & Innovation Awards to represent one of 
two entries for the NSSO. 

41

National Shared Services Office (NSSO)   |   Annual Report 2019



2019 Challenges 
Disaster Recovery 
A key challenge in 2019 was the unprecedented 
power outage event which resulted in payroll 
operating on its Disaster Recovery (DR) server  
for a period of 6.5 weeks. 

The continued uninterrupted delivery of all payrolls, 
pensions and T&S across the eight databases, as 
well as the delivery of all statutory and voluntary pay 
overs during this outage, was highly commended by 
Senior Management in NSSO and across the wider 
Civil Service. The commitment and dedication of PSS 
staff and their colleagues across the wider NSSO was 
paramount in ensuring continuity of service for the 
NSSO’s 145,400 payees. 

During this period, 522 payrolls were successfully 
completed, 225 T&S runs were completed and 466,733 
payments were made. The seamless migration of 
databases back from DR to Live environments was 
carefully managed on a tight schedule, factoring in pay 
deadlines, system accessibility etc.

Innovation and Efficiencies
The Pension Related Deduction (PRD) was replaced 
with the Additional Superannuation Contributions 
(ASC) on 1 January 2019. The PSS team worked 
closely with the payroll systems providers to 
develop the software necessary to accommodate 
the introduction of the ASC. The most notable 
difference is that ASC only applies to members of a 
public service pension scheme.  As with all software 
enhancements and changes, the NSSO ensured that 
rigorous and verified testing was completed before its 
successful introduction on January 1, 2019.

Pay Increases
Multiple pay increases were completed across the 
eight databases, in line with DPER Pay Policy circulars. 
These were large volumes of work requiring upload, 
manual input and testing. 

These included the following:
• January 2019, annualised salaries up to  

€30,000 were increased by 1%
• 1 September, 2019, annualised salaries 

increased by 1.75%
• 1 January, 2020, annualised salaries up to 

€32,000 increased by 0.5%

 
Payroll End of Year Extension
Given the timing challenge for the accelerated 
payroll deadlines for Christmas 2019, the PSS 
team modified the end-of-year process to increase 
the window of opportunity for local HR units, and 
HRSS colleagues to submit payroll instructions. By 
managing the redistribution of roles and tasks across 
the wider PSS to maximise efficiencies, this released 
payrolls to operations teams in a timelier manner. 
An additional seven days was achieved and afforded 
client departments and offices scope to manage their 
reduced resources during this period. 

Training
The NSSO established a payroll specific internal 
training unit to deliver bespoke training to PSS staff. 
In 2019, the Training Unit delivered training for 140 
PSS staff. 

PSS staff also enrolled and participated in external 
training modules that were delivered through 
OneLearning or direct from L&D training providers, 
including;

• IPASS - Cert in Payroll Techniques – 17 staff 
successfully undertook and received accreditation.   

• Public Service Pension increases, reductions  
and pension related increases 2009 – 2020

• Special Taxation Provisions and Pensions 
• CORE software provider training of Version  

28 T&S. 

Automation 
In December 2019, the NSSO successfully 
implemented an automated process to upload 
Shorter Working Year (SWY) instructions for 
employees. This introduced significant efficiencies 
at the end of year; when there are tighter deadlines. 
It resulted in approx. 6,000 manual instructions 
being automated, which would previously have been 
manually inputted and checked.

PSS continued throughout 2019 to maximise the use 
of technologies and resources to reduce overpayments 
and the data deficits identified in pension records. The 
PSS team is committed to and engaged in automation 
conversations to explore other aspects that may suit 
and be of benefit to the NSSO business model.
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Customer Relations and 
Support Services – Key 
Achievements in 2019
1. Over 140 engagements held with NSSO 

stakeholders
2. Two customer service surveys completed, 

distributed to over 140 local HR staff and  
36,000 individual customers 

3. Development of a new interactive issue log to 
allow better oversight of issue resolution

4. 40% reduction in the number of complaints  
from NSSO customers from 2018

5. Over 150,000 calls were answered by NSSO 
contact centre staff

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

The team operates on the basis of three key functions:
• Relationship Management  

Engaging regularly with NSSO stakeholders, 
implementing the Employee Service 
Management (ESM) documents, and identifying 
opportunities for improvement in service 
delivery, while working with NSSO operational 
teams to implement continuous improvement 
initiatives

• Performance Management  
Working with the HR and Payroll functions, on 
the shared services they provide, to identify 
stakeholder-focused performance measures, 
reporting on performance across the division to 
help identify trends and issues with performance 

• Continuous Improvement  
Ensuring a positive customer experience is the 
NSSO’s key priority, while ensuring the NSSO 
has organisation-wide oversight to identify and 
resolve both potential and real-time issues for 
NSSO individual customers, NSSO colleagues in  
local HR and Finance Units and NSSO staff  
as internal customers

The team works collaboratively with a representative 
group of stakeholder Public Sector Bodies which form 
an advisory group, the Employee Services Customer 
Group, (ESCG) (see page 24).

ESCG MEETINGS HELD

2018 2019

10 9

The team meets face-to-face with individual 
Public Service Body clients twice a year. In 2019, 
the Customer Relations and Support Service team 
increased this offering to include regular conference 
calls. This has proved to be a very positive step from a 
client point of view, ensuring that issues are resolved 
in a timely manner and freeing up the agenda for the 
Service Management meetings for more strategic 
topics. 

The NSSO has also introduced a new system for 
recording and monitoring client issues. The new 
system is interactive and reportable, allowing greater 
oversight of issues from the point that they are 
reported to the point of resolution.

PUBLIC SECTOR BODY CLIENT 
ENGAGEMENTS HELD

2018 2019

Service Management 
Meetings

73 78

Conference Calls 24 52
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Customer Engagement Survey
The NSSO conducted a large-scale customer survey  
in late 2019. It was the first of its kind for the NSSO, 
as part of the customer engagement strategy, an 
action under the first goal of the NSSO’s Statement  
of Strategy.

The NSSO conducted this survey to better understand 
what its customers think of its service based on their 
experience, and to develop a baseline measurement 
of their satisfaction. The results have provided 
insights that will inform the action plan to build a 
continuously improving customer experience.

The survey was developed by the NSSO with Coyne 
Research (appointed following a procurement process) 
and a stakeholder steering group (comprising the 
Departments of Foreign Affairs & Trade, Employment 
Affairs & Social Protection, the Courts Service, the 
AHCPS and Fórsa). 

Local HR Survey
In advance of the large-scale customer survey, 
the NSSO also conducted a shared services survey 
among local HR offices only. This survey was 
hosted by Gartner-CEB (the ICT, research and 
consultancy company) which benchmarked the NSSO 
against public and private sector shared services 
organisations across a number of countries. These 
findings, and the results of the large-scale customer 
survey, will also feed into the customer service action 
plan for 2020/21. 

Large-scale Customer Survey
The NSSO commissioned this customer survey in 
2019 to:

• gauge the overall awareness of the services 
provided by the NSSO;

• establish if there is an understanding among 
NSSO customers of its service offerings;

• provide a benchmark read on performance;
• measure the perceptions of the NSSO and its 

services; and
• determine end-user satisfaction.

In terms of overall findings, the two key results were 
as follows:

[a] Satisfaction with the level of assistance 
provided by the NSSO 

[b] Overall Perception of the NSSO

52%

17%

20%

31%

35%

n	Very or quite 
Satisfied

n	Neutral
n	Quite or Very 

Dissatisfied

n	Very or quite 
Satisfied

n	Neutral
n	Quite or Very 

Dissatisfied

45%
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2019 CUSTOMER SURVEY RESPONSE RATES

Local HR Survey 90%

Individual customer survey 25%

This work is ongoing and full results will be shared 
with all stakeholders and an action plan will be 
developed based on the findings. 

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 provide 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 40% in 2019.

CUSTOMER COMPLAINTS

2018 2019

Complaints Received 230 139

Complaints Upheld 141  
(61.3%)

74  
(53.2%)

Not Upheld 89 
(38.7%)

65 
(46.8%)

Reviewed 14 
(6%)

10 
(7.2%)

Appealed 3 
(1.3%)

2 
(1.4%)

The NSSO also operates contact centres which provide 
support to individual customers. Data from both 
contact centres is presented below:

HR Shared 
Services

Payroll Shared 
Services

TOTAL

Calls Answered 75,928 77,641 153,569

Calls Resolved at first call  
[First Call Resolution]

59,464 74,521 133,985 
(87%)

Contact Centre Emails 30,564 c. 60,000 c. 90,564

To Local HR To All Customers

Alerts/Communications Issued 89 26
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Quality Management
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

• 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 2019, the QMT completed over circa 50,000 
quality checks;

• HR Shared Services achieved a 94.16%%  
quality rating

• Payroll Shared Services achieved a 93.16%  
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 
2019 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 data 
protection matters.

During 2019 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. 

Comparison Audit
At present, the NSSO uses the Human Resources 
Management System (HRMS) to record employee 
records on which pay instructions are based. The 
NSSO operates two main data-holding systems:

• HRMS which is used by HR Shared Services and 
contains the employee records on which pay 
instructions are based

• CorePay which is the system used by Payroll 
Shared Services (PSS) to manage payroll 
information.  

The Comparison Audit Team was established to 
address issues of variances under specific headings 
that may arise in relation to employee data held on 
both of these IT systems. Such variances may, for 
example, predate the establishment of the NSSO. 

The scale and scope of the Comparison Audit is 
significant – in 2019, nearly 57,000 instances of 
variances were examined, and where necessary 
rectified, by the NSSO across 13 field comparisons 
between HRMS and CorePay for each of the NSSO’s 
client department/offices and their respective 
[c.37,000] employees.
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07 Financial Management 
Programme
The Financial Management Shared Services Programme is a 
strategic programme that will result in a single common Chart of 
Accounts, and standardised accounting processes for all of central 
Government, Defence, An Garda Síochána and the Prison Services, 
and the migration from 31 separate Financial Management 
Systems (FMS) currently being used across 48 Government 
departments and Public Service Bodies to a single finance 
management system, supported by Finance Shared Services. 

This new function will be located at existing NSSO 
offices in Galway, Killarney and Tullamore.

This Programme is necessary, not only to address 
the upgrading requirements of these legacy systems, 
but also it will support a number of interdependent 
accounting and financial reporting reform initiatives 
through the automation and consolidation of data at 
a central level, without considerable duplication of 
effort and cost. 

The implementation of a single finance management 
system, aligned with the standardisation of processes 
across central Government, provides the necessary 
supporting framework, and is an essential enabler for 
the financial reporting reform, outlined in the 2019 
OECD Report on “Financial Reporting in Ireland”. 

The implementation of Financial Management Shared 
Services positions the Government to be better able 
to respond to evolving national and international 
requirements for fiscal transparency, future proofing 
the Government’s finance function and strengthening 
financial data insights for Public Service Bodies on 
a real-time accruals basis without any burdensome 
administration.  

Stakeholder Engagement 
During the first two quarters of 2019, the Financial 
Management Shared Service Programme was 
engaged in a Design Triage Process where an end- 
to-end review of the system design was carried out. 

The aim of the process was to assure both the NSSO 
staff and client departments that the delivered 
Financial Management System would be fit-for-
purpose; sustainable for the breadth of clients availing 
of the service; and underpinned by a common Chart 
of Accounts and standardised account processes for 
all of Central Government.

This process involved a total of 22 end-to-end design 
review sessions within the programme team and 
client departments, culminating in identification of 
a number of critical design issues which required 
solutions. These solutions were explored and 
developed during a further period of intensive 
engagement and collaboration with client department 
representatives. The Process Design Authority Group 
(PDAG) endorsed the proposed solutions at a meeting 
in July 2019, which gave the Programme the mandate 
to proceed with a signed-off design.
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Design Progress
Following design sign-off, work commenced on 
preparing the various Business Requirement 
Documents to enable the Programme to move into 
the detailed design and build phase.  The Chart of 
Accounts structure and values have been further 
developed, and a suite of Job Aids have been prepared 
which will underpin the operation of the system. 
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Governance
2019 provided the opportunity to review and enhance 
the Programmes’ governance structures.  The Process 
Design Authority Group (PDAG) forum was upgraded from 
advisory to authority and the roles and responsibilities of 
the other Governance fora were reviewed.  

During the course of the year there was increased 
engagement with the Government Accounting Function 
in the policy development space, particularly on Fixed 
Assets, with further engagement ongoing.

Engagement with the NSSO Software Implementer is 
ongoing and it is anticipated the agreement will be 
reached on a Wave 1 deployment plan in 2020.
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As part of the NSSO’s Public Service Innovation Week 
2019, 30 NSSO staff members participated in the 
NSSO Innovation Challenges Training Day, hosted  
by the UCD Innovation Academy on Wednesday,  
11 December 2019.

Innovation is critical for the NSSO, and one of the NSSO’s 
three core values [People First – Process and Digital 
Innovation Next – Service Excellence Always]. The CEO 
Hilary Murphy-Fagan spoke about the importance of 
maximising a culture of innovation and recognising  
that opportunities for creativity are everywhere. 

Staff spent the day in the UCD Innovation Academy 
developing their creative and innovative thinking through 
a series of thought-provoking activities and discussions. 
The focus of the workshop was to impart tools and 
techniques to help evolve instincts and encourage 
receptiveness to other ways of thinking. 

By staff participating and bringing their learnings 
back to teams, the NSSO is beginning to develop an 
innovation culture that brings exciting new ways of 
working together.

Innovation Week

NSSO CEO Hilary Murphy-Fagan addresses NSSO staff 
at The NSSO Innovation Challenges Training Day

NSSO staff attend The NSSO Innovation Challenges Training Day, hosted by the UCD Innovation Academy.
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The outturn for 2019 is a surplus of €9.8m for the  
full year.2   

The key drivers of the surplus were as follows:

Pay
Finance Shared Services had a significant underspend 
of approx. €3.3m, as a result of operations not going 
live in 2019.  This was offset by an overspend of €0.7m 
on the Financial Management Shared Services project.

In addition, pay for other functions was behind profile, 
driven mainly by Customer Support Services (€1.3m) 
and HR Shared Services (€0.4m). 

Non-Pay
Finance Shared Services had a significant underspend 
of approximately €2.5m, again as a result of 
operations not going live in 2019.  

This was offset by an overspend of €1.3m in ICT, and 
net overspend in other areas of €0.4m.

Capital
The FMSS Project had an underspend of €2.4m, and 
ICT had €1.3m, however the 2019 capital carryover  
of €1.2m was fully utilised.

08 Financial Information

2. Financial information for 2019 is provisional pending completion of audit by the Office of the 
Comptroller and Auditor General and publication of Annual Appropriation Accounts.

 2019 2019 
 Budget Spend Surplus 
 
 €,000 €,000 €,000

Pay  35,133 30,770 4,363
Non-Pay 10,696 9,016 1,680
Capital (inc carryover) 11,403 7,693 3,710

Gross 57,232 47,479 9,753

A-in-A (5,740) (5,833) 93

Net  51,492 41,646 9,846
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Appendix 2 
NSSO Governance

At the core of the NSSO’s governance structure, 
authority rests with the Chief Executive, who is also  
the Accounting Officer, answerable to the Oireachtas. 

A clear structure of delegation operates through 
each level of the organisation, matched by a 
corresponding framework of accountability.

All NSSO activities are guided by a risk appetite  
that is aligned to the NSSO’s strategic objectives.  
A comprehensive suite of policies and procedures 
are in place to guide operations, supported by robust 
internal controls. 

Assurance and oversight is provided through a broad 
framework of audit, assurance and compliance. 

The governance arrangements also draw on a wide 
range of independent and stakeholder advice through 
the Advisory Board and key stakeholder forums, 
which ensure that the NSSO’s client organisations 
have a voice in the future of Shared Services.

Following the establishment of the NSSO as a 
statutory office in 2018, a key focus of its work has 
been to continue to embed corporate governance 
structures to support its activities.  

NSSO Governance 
Charter
The governance arrangements for the  
NSSO which are detailed in its Governance 
Charter are: 

• The mission and vision of the NSSO 
and the values that guide its activities;

• The legal footing for the NSSO, and 
details the flow of authority and 
accountability for the functions of the 
NSSO;

• The role of the Advisory Board and 
stakeholder collaboration forums in 
supporting the strategic development 
of the NSSO;

• The oversight and assurance 
structures in place for the NSSO, 
which support the Chief Executive/
Accounting Officer in the discharge of 
his or her duties.
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Appendix 3  
Committee Members

NSSO Advisory Board     
• Robert Watt (Chair) 

Secretary General, Department of  
Public Expenditure & Reform

• Dr Orlaigh Quinn (Deputy Chair) 
Secretary General, Department of Business, 
Enterprise & Innovation

• Niall Cody 
Chairman of the Revenue Commissioners

• John McKeon 
Secretary General, Department of  
Employment Affairs & Social Protection

• Maurice Quinn 
Secretary General, Department of Defence

• 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  
& Risk Committee. 

53

National Shared Services Office (NSSO)   |   Annual Report 2019



NSSO Employee Services 
Strategy Committee

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

• Barry Lowry 
Government Chief Information Officer

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

• Assistant Secretaries General responsible for 
corporate services from the Departments of 
Agriculture and Food, Defence, Employment and 
Social Protection, Foreign Affairs and Trade, Justice 
and Equality, and the Revenue Commissioners

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

Employees Services 
Customer Group (ESCG)

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

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

The departments represented on the Group in 2019 
were the departments of Public Expenditure and 
Reform, Justice and Equality, Defence, Agriculture, 
Education, Employment Affairs and Social Protection, 
and the Revenue Commissioners.

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, 
Planning and Local Government; 

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

• Des Dowling 
Assistant Secretary, Department of Defence, 

• 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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Appendix 4 
About the Employee  
Services Division

The Employee Services Division includes:
• HR Shared Services (formerly called PeoplePoint3)
• Payroll Shared Services (formerly called PSSC) 
• Customer Relations and Support Services.

This operational division is customer facing and it 
provides HR, pensions and payroll administration 
services for all Government departments and a 
number of public service bodies (PSBs). The NSSO 
applies 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 Shared Services
HR Shared Services (formerly PeoplePoint) began 
operating in March 2013, following the approval of the 
business case by the Government. Government clients 
migrated their HR and pensions administration into 
HR Shared Services in groups at a time from 2013 to 
August 2016.

HR Shared Services provides a ‘first point of contact’ 
portal and a contact centre. It also processes routine 
administrative transactions across the full lifecycle of 
an employee - from hiring through any changes in role 
or remuneration, to leaving a client organisation – and 
maintains an electronic record of that employment.

Specifically, HR Shared Services processes the 
following types of transaction: absences, leave, 
pay adjustments (e.g. promotions, increments.), 
employee schemes (e.g. travel pass, cycle to work 

etc.), organisation structure changes and position 
management, changes to employee data, resignations, 
retirements (including pension calculations), and 
recoupments of overpayments. These core functions 
are supported by training and document management 
services.

Most routine administration is no longer carried out by 
local HR teams in every department. The NSSO does 
this administration for its customers in one single 
Shared Services operation.

Payroll Shared Services
Payroll Shared Services (PSS) provides a suite of 
services for payroll, pension and travel expenses (T&S) 
payments to 54 Payroll & Pension clients and 48 T&S 
client departments and offices using standard payroll 
processes on a single technology platform in three 
locations; Tullamore, Galway and Killarney.

It provides payroll inputs and processing; pensions 
inputs and processing; travel and subsistence inputs 
and processing; payment delivery and pay advice 
distribution. 

Prior to the establishment of Payroll Shared Services 
in December 2013, payroll, pension and travel and 
subsistence payments for Government departments 
and their public service clients were being 
administered by 18 different Payroll Centres. These 
moved into Payroll Shared Services on a phased basis 
from December 2013 to November 2017. 

3. The changeover of the name from PeoplePoint to NSSO HR Shared Services is ongoing and nearing 
completion, both names still appear and some still refer to the former name due to familiarity. 
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Customer Relations and 
Support Services
The Customer Relations and Support Services (CRSS) 
function works collaboratively and in partnership 
with the NSSO’s client departments and public 
service bodies. It also supports the work of the NSSO’s 
stakeholder groups and provides a service to individual 
customers, as the need arises, including through two 
contact centres. 

As part of the overall Employee Services Division, CRSS 
works closely with the NSSO’s HR and Payroll Shared 
Services functions in areas such as client/customer 
feedback, data protection compliance and quality/
audit assurance.
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Absence Administration Payment Delivery

Customer Service and Contact Centre Pension Administration

Employee Data Administration Pension Inputs and Processing

Employee Scheme Administration PMDS

Exit Administration Probation

HR Reporting Quality Management

Leave Administration Reporting and Exceptional Data Requests

Organisation Structure Admin Service Management

Pay and Remuneration Administration Travel and Subsistence Processing

Pay Advice Distribution Work Sharing Administration

Accounts Payable General Ledger Accounting

Accounts Receivable Inventory Accounting

Appropriation Accounts preparation Master Data Maintenance

Compliance & Control Order to Cash

Financial Systems & Controls Transaction Audit Management & Coordination

Fixed Asset Accounting & Asset Management Transactional Audit Reporting

The NSSO provides the following services for its customers:

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:

Appendix 5 
NSSO Services Catalogue
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Appendix 6 
NSSO Clients

HR and 
Pensions 
Shared  
Services Only
•  Ordnance Survey 

Ireland
•  Road Safety Authority

Payroll  
Shared  
Services  
Only
•  An Garda Síochána  

(Force, Civilian and 
Pensioners)

•  Children Detention 
Schools

•  Competition & 
Consumer Protection 
Commission

•  Defence (Defence 
Force, Civilian and 
Pensioners)

• DPER (Pensioners)
•  Health Information 

and Quality Authority 
(HIQA)

•  Irish Auditing 
& Accounting 
Supervisory Authority

• Irish Prison Service
•  Law Reform 

Commission
•  National Council 

for Curriculum and 
Assessment

•  National Disability 
Authority

HR and Pensions and  
Payroll Shared Services
• An Garda Síochána Ombudsman Commission
• Central Statistics Office
• Chief State Solicitor’s Office
• Courts Service
• Department of Agriculture, Food & the Marine
• Department of Business, Enterprise & Innovation
• Department of Children & Youth Affairs
•  Department of Communications, Climate Action & Environment
• Department of Culture, Heritage & the Gaeltacht
• Department of Defence (Admin)
• Department of Education & Skills
• Department of Employment Affairs & Social Protection
• Department of Finance
•  Department of Foreign Affairs & Trade (including Ireland Aid)
• Department of Health
• Department of Housing, Planning & Local Government
• Department of Justice & Equality
•  Department of Public Expenditure & Reform (including OGP  

– OGP have a separate Service Management Agreement)
• Department of Rural and Community Development
• Department of the Taoiseach
• Department of Transport Tourism & Sport
• Irish Human Rights & Equality Commission
• Legal Aid Board
• National Council for Special Education
• National Library of Ireland
• National Museum of Ireland
• National Shared Services Office
• Office of Attorney General
• Office of Public Works
• Office of the Comptroller & Auditor General
• Office of the Director of Public Prosecutions
• Office of the Ombudsman
• Office of the Revenue Commissioners
• Policing Authority
• President’s Establishment
• Property Registration Authority
• Public Appointments Service
• State Examinations Commission
• State Laboratory
• Tax Appeals Commission
• Valuation Office
•  Workplace Relations Commission

Our clients at the end of December 2019
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Finance 
Shared  
Services 
(Dublin:  
Mount Street)

HR Shared 
Services, 
Customer 
Relations  
and Support 
Services, HR, 
Enterprise ICT  
(Dublin: 
Clonskeagh)

Payroll Shared 
Services, Finance 
Shared Services 
(Tullamore)

Payroll Shared 
Services, Finance 
Shared Services, 

Corporate Services   
(Galway)

Payroll 
Shared 

Services, 
Finance 
Shared 

Services 
(Killarney:  

Deerpark and 
New Road)

Corporate 
Services 
(Dublin:  
Trinity Point)

Appendix 7 
NSSO Office Locations
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National Shared Services Office
Trinity Point, Ground Floor

10/11 Leinster Street South
Dublin 2, D02 EF85

www.nsso.gov.ie

http://www.nsso.gov.ie
http://www.nsso.gov.ie
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