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Our Purpose:   

Set high standards for shared services in the Public Sector, and work in partnership with our 

customers in the Civil Service to provide efficient, reliable, quality services and deliver 

management information to improve decision-making support.  

 

Our Vision for the NSSO: 

A customer-focused innovative organisation able to respond to emerging business and 

policy requirements, improving management information and providing consistent high 

standards of shared services that support public servants needs, value to Government and 

improved value for money to the public.  The NSSO is a trusted organisation with a strong, 

collaborative, performance-driven and people-focused culture. 
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Chief Executive’s Statement 

 

I am delighted to present the first NSSO Annual Report that 

highlights our achievements in 2015. 

 

It is over four years since the Irish Government gave a 

mandate to expand and accelerate the use of shared services 

in the Irish Public Service as a key cross-cutting initiative 

under the 2011 Public Service Reform Programme. 

 

The strategic intent of this is to focus on service, value and 

efficiency enabled by technology to ensure the most 

appropriate use of resources to benefit citizens. 

 

The National Shared Services Office (NSSO) within the Department of Public Expenditure 

and Reform is leading that strategy for the Public Service in Ireland by providing advice and 

guidance on shared service standards, and leading policy development and research. 

 

Four shared service centres are now operating across the Civil Service, Education, Health 

and Local Government sectors. These include: 

o PeoplePoint - HR and Pensions Administration; and the Payroll Shared Service 

Centre (PSSC) in the Civil Service; 

o Health Business Services for the HSE; 

o MyPay (the Local Government Payroll and Superannuation Shared Service 

Centre). 

The NSSO is tasked with leading the transformation of HR, Payroll and Financial 

Management administration in the Civil Service and integrating these separate programmes 

and functions under a single shared service organisation. In 2015, 33 new client Civil Service 

offices and Public Service Bodies joined PeoplePoint and the PSSC. In 2015, the Financial 

Management Shared Services programme also progressed, and is expected to return to 

Government in early 2016 seeking approval to commence implementation. 

 

While much still needs to be done, the foundations are now in place for NSSO staff to 

deepen their functional and specialist shared services skills in order to provide a quality 

value-add service to Civil Servants and Accounting Officers. 
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I welcome the significant focus of NSSO staff on customer service in 2015, the measurement 

of service management delivery and the clarity of the retained responsibilities of functions 

in Departments as well as at PeoplePoint and the PSSC. The introduction of payroll self-

service is making it much easier for staff to access payroll information and submit travel 

expenses for payments. I am pleased to note the vast majority of service targets set by 

PeoplePoint in its first year of measurement were achieved in 2015. These targets will be 

even more challenging in 2016 as the experience of PeoplePoint staff grows and new end-

to-end targets are set. 

 

This year the NSSO also established the Corporate Business Unit to strengthen the office’s 

governance, risk and control procedures to provide assurance to Accounting Officers, and 

over time to achieve the highest international shared services audit standard (ISAE 3042). In 

2016 the Corporate Business unit will focus on advancing legislation to establish the NSSO as 

a separate Civil Service office and create the strategic functions of HR, information 

management and facilities management that will be required by the NSSO once it becomes 

a separate office. 

 

I would like to acknowledge the members of the Steering Board and the three Programmes 

Boards for their ongoing support and generous commitment of time to assist and drive this 

ambitious change programme. While some of their feedback has been challenging, 

everyone is supportive and encouraging of our work, recognising the many legacy issues 

inherited at the start. Without this constant collective support in 2015, we could not achieve 

this scale of change across the Civil Service. 

 

Finally I would like to thank our staff and managers across the NSSO for their dedication, 

courage and hard work that has made it possible to continue to lead the change and deliver 

significant service improvements. It is due to their efforts that we have reached this 

impressive milestone of providing almost 80,000 Civil and Public Service customers and 

retired Civil Servants with a reliable service. It has been a challenging but productive year for 

staff and I look forward to working with everyone in 2016 to improve the service quality and 

create an integrated NSSO that delivers a positive customer experience and better 

management information. 

 

Hilary Murphy-Fagan 

Chief Executive 

National Shared Services Office 
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2015 Key Highlights 
 

In both private sector and public sectors the value of shared services includes: 

(1) direct cost savings arising from efficiency benefits that result from consolidation and 

common and consistent processes and best practice;  

(2) delivering a high level of service and providing better management information to 

enhance decision making; and  

(3) a partnership approach that allows management to focus their resources on the 

departments’ core business while the Shared Services centres deepen their 

professional shared service skills in HR, Payroll and Finance    

 

In 2015 the National Shared Services Office advanced the HR, Pensions and Payroll Shared 

Services (PSSC) programmes to provide services to the Civil Service.  

 

PeoplePoint, based in Dublin, manages high volume administration activities, providing 

various HR and pension services to customers in the areas of leave, absence, pension and 

pay administration. The number of new Civil Service offices and Public Service Bodies joining 

PeoplePoint this year was 13, representing 30,100 civil servants across 35 Public Service 

Bodies now receiving HR and Pensions administration services. During 2016 the remaining 

five Public Service Bodies will transition to PeoplePoint in phases, bringing the customer 

total to over 34,000 employees across 42 organisations.  

 

The PSSC is based in three locations; Galway, Killarney and Tullamore. It provides payroll 

and travel and expense administration to 77,989 payees across 31 organisations including 

45,000 retirees. The value of annualised payments is currently €2.7 billion.   

 

Included in our achievements for 2015 are: 

 Continued successful transition of client departments and PSBs to PeoplePoint and 

the PSSC 

 Recognition of good practice 

o The PSSC won the Leading Civil Service Renewal Award at the Taoiseach’s 

Civil Service awards 

o PeoplePoint won the Shared Service Centre of the Year Award at the CCMA 

Awards (a professional education and network organisation developing 

professionalism and high standards within the call centre and shared services 

industry).  
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 Progression of the draft Heads of Bill to establish the NSSO as a separate Civil Service 

Office  

 Publication of research into shared services in the Public Sector in Ireland which 

confirms that Ireland has made significant progress within a relatively short period of 

time and that the scale of ambition and ongoing investment in shared services is 

commendable.  

 Launch of the PSSC web portal for its customers and the Customer Charter in 

PeoplePoint  

 Progression on the Financial Management Shared Services project towards the 

procurement of a single financial management solution with a common chart of 

accounts and standardised processes across 48 public service bodies with robust 

business continuity and disaster recovery and the capability to respond to emerging 

requirements  

 

 

The following three pictures/infographics represent the NSSO progress during 2015 and the 

investment in its people. 
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A Year in Numbers – PeoplePoint 
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A Year in Numbers – PSSC 
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A Year in Numbers – NSSO training  
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Capital and current expenditure 

A dedicated Vote has been in place since 2013 to support the Civil Service Shared Services 

programme committed to in the Public Service Reform Plan. Continued management of the 

NSSO Vote occurred in 2015. 

Gross spend at year end was €26.2m, with €17.7m of gross savings. The main variances 

on this Vote included delays on the FMSS project (resulting in end year savings of €8.2m, 

primarily capital), underspending of the administrative budget paybill due to delays in 

migrating staff from originating departments to the PSSC and resulting underspending in 

capital and related areas. The Capital Carryover Budget of €998k was fully utilised.  

The estimate for Appropriations-in-Aid for 2015 was €4.9m, with actual receipts at 

€4.2m. The majority of the shortfall related to the Peoplepoint Service Charge (€4.0m) 

which, as previously reported, arose due to changes in the service charge funding model 

combined with reductions given to Client Departments. 

 

Strategic risks 
During 2015 the Corporate Business Unit within the NSSO began the implementation of the  

principles of a risk intelligent organisation by developing common definitions of risk for 

shared services; using a common risk framework  and encouraging cross-functional, shared 

service centre-wide risk management.  

 

For 2015 the NSSO’s strategic risks were:  

 Risk of governance framework not being adequate to support establishment and 
operation in NSSO 

 Data Protection – mobilisation of Data Protection framework not adequate to ensure 
compliance with statutory requirements 

 Failure to support and ensure collective responsibility thereby inhibiting release of 
appropriate staff resources 

 Cost considerations and delivery against anticipated savings in the establishment of a 
shared services office 

 Lack of leadership across the public service on shared ownership of projects. 

 
The actions identified to mitigate these risks included; having robust governance 

arrangements for shared services, with particular regard to cost control, data protection and 

risk management; effective relationships with other government departments to ensure 

shared cross-departmental ownership of projects; a risk model and data protection 

framework specifically tailored to operations of shared services in place; legislation to put 

the NSSO on a statutory footing and implementation of a benefits realisation model. 
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Conclusion 

This NSSO Annual Report sets out some of the progress made in 2015. The report also 

outlines the progress in implementing the Shared Service strategy outlined in the 2011 

Public Service Reform programme, and the report on progress 2014 to 2016.  

 

In 2016, the focus will remain firmly on completing the approved shared service PeoplePoint 

and the Payroll Shared Service Centre (PSSC) programmes and simplifying the end-to-end 

standard processes to improve the service and customer experience. Subject to Ministerial 

agreement, an Interim NSSO Board will be established in line with the Board structure set 

out in the NSSO Bill. New support functions include HR, facilities and information 

management required by the NSSO will be established.  

 

Building on progress to date, it will be important that political and senior leadership support 

for Shared Services is maintained across all sectors in the Public Service to ensure that those 

programmes that are still in set-up or roll-out phase, deliver the full range of planned 

benefits, in line with the normal lifecycle of major reform projects and programmes. While 

the economy is recovering, budgets remain constrained and significant demographic 

pressures mean that reform of the Public Service should continue to be a priority in 2016 

and beyond. 


