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Chief Executive’s 
Statement

I am pleased to present the second Annual Report for the 
National Shared Services Office that highlights this year’s 
progress in Shared Services, a key cross-cutting transformation 
initiative of Government that is reflected in the level of capital 
funding provided to date. 

Shared Services began operating within 
the Civil Service in 2013, bringing a new 
approach to transactional service delivery of 
HR, pensions, payroll and finance, essential 
functions that are common to all departments. 

The NSSO has created one dedicated 
team to provide these services through 
simplification and standardisation, and system 
consolidation.  While much still needs to be 
done, as our Shared Service Centres are still 
in the early stages of development, higher 
levels of automation and self-service are being 
achieved. For example, the introduction of 
online payroll self-service is making it much 
easier for Public Servants to access payroll 
information and submit travel expenses while 
management information is now centralised. 

I acknowledge that it has been a huge 
change from the past way of working for the 

Civil Service and I would like to thank our 
colleagues, both our staff and our customers 
for helping us to deliver this progressive 
change.

2016 was another challenging but productive 
year for the NSSO. Our organisation grew by 
more than 100 staff, from 523 in 2015 to 631 by 
December 2016, to support the onboarding of 
new customer groups and the introduction of 
new services. 

I welcome the increased focus of our staff on 
customer service and I am pleased to note 
that there was a significant increase this 
year in the level of service targets and the 
performance achieved by our HR and pensions 
administration staff in PeoplePoint. After just 
two years of measurement a single end-to-end 
employee service level agreement has been 
created for all our clients.
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Financial management shared services 
reached another milestone during 2016, with 
the approval of Government to proceed to the 
design phase and the awarding of a contract 
to Accenture, the System Implementation 
partner. Work has already begun on building 
one technical platform to deliver a single 
finance solution for Government financial 
administration. 

This year we advanced our governance, risk 
and control procedures, strengthening the 
assurance we provide to our client Accounting 
Officers. The legislation to establish the NSSO 
as a separate Civil Service office was also 
advanced. The NSSO Bill 2016 was published in 
January and it is expected to progress through 
the legislative process in 2017.  

I would like to acknowledge and thank the 
members of the Shared Services Steering 
Board and the three Programmes Boards 
for their ongoing support and generous 
commitment of time to assist and drive this 
ambitious programme of change. I am certain 
that without their dedication and honest 
feedback, Shared Services could not have 
achieved these milestones.  

Finally, and most importantly, I would 
like to thank all our staff across the NSSO 
for their courage and hard work. Without 
their commitment and the support of my 
management team, it would not have been 
possible to continue to lead this scale of 
change and delivery of service improvement. 
They have made it possible to reach an 
impressive milestone of providing services to 
over 100,000 Civil and Public Service customers 
and retired Civil Servants. 

In 2017, our governance structures will 
be adapted to reflect the establishment 
of the office on a statutory footing and 
the progressive maturity of the service. 
I look forward to working with everyone 
throughout 2017 to create a more integrated 
Shared Services organisation that delivers a 
reliable service with improved management 
information and a more positive customer 
experience. 

Hilary Murphy-Fagan 
Chief Executive 
National Shared Services Office



2016 Key
Highlights

During 2016, the National Shared Services Office 
(NSSO) progressed the roll out of HR, pensions 
and payroll shared services within the Civil Service 
and began the project to introduce financial 
management shared services.  

The HR and Pensions Administration Shared 
Service Centre, 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. 34,500 Civil 
Servants are now receiving their HR and pensions 
administration services from PeoplePoint this year 
from 39 Public Service Bodies. 

The Payroll Shared Service Centre, PSSC, is 
based in three locations; Galway, Killarney and 
Tullamore. It provides payroll and travel and 
expense administration to 103,000 payees across 
43 organisations including 57,000 retirees. The 
value of payments made is currently €3.2 billion.  
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Value of gross payroll  
and pension payments

receiving HR and pensions 
administration services

€3.2 
billion

34,500
Civil Servants
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Our key achievements
in 2016 included:

29,400
new Civil and Public Service
customers started using
shared services in 2016,
bringing the total number
using shared services to

103,000 

Continued successful

transition of client

departments and PSBs to

Civil Service Shared Services 

4 new client departments

migrated their services

to PeoplePoint and 11 

organisations to the PSSC

Progression of the NSSOBill to establish the NSSOas a separate Civil ServiceOffice with the publicationof the Bill in January 2016

Agreeing Service Level

Agreements with all NSSO

clients across Government

department and Public

Service Bodies, and creating

one Employee Services

Management Agreement for

HR, pensions and payroll

shared services

Establishing
a Project
Management
Office 

Government approval to
proceed to the next phase
of the Financial Management
Shared Services project,
to introduce shared services
for the administration of
financial management, and
the awarding of the contract
to the system implementation
partner to start building the
new platform

631
Total
headcount to

at December
2016 

Ministerial approval

of a new governance

model for the NSSO

including the creation

of the NSSO Board.

Embedding a
culture of learning,development and
continuous
improvement

Drafting the first

three-year Statement

of Strategy for

the NSSO

Embedding the
Corporate Business
Unit (CBU) to deliver
the building blocks
for the NSSO.

Beginning the developmentof a new finance technologysolution for Government.The introduction of a singlefinance technology platformwill replace 31 existing financesystems across Governmentdepartments and offices andfacilitate transaction processingin the Financial ManagementShared Service Centre.

Implementing a
HR strategic plan
to set up a new
HR function for
the NSSO
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Overview of Shared 
Services in the Civil and 
Public Service

The National Shared 
Services Office
The National Shared Services Office (NSSO) 
within the Department of Public Expenditure and 
Reform was established on an administrative 
basis in 2014. It is charged with leading the Shared 
Services strategy and implementation of Shared 
Services projects and operations within the overall 
Public Service reform and renewal context across 
the Civil Service. It is delivering Shared Services for 
the Civil Service and leading that strategy for the 
Public Service in Ireland by providing advice and 
guidance on shared services standards, policy 
development and research.

Read the full history of the NSSO in Appendix 1  
on page 21.

Statutory Establishment

At a Cabinet Meeting in January 
2016, the Government approved the 
publication of the NSSO Bill. This 
followed Government approval in July 
2015 to establish the National Shared 
Services Office on a statutory basis. The 
legislation is progressing through the 
Houses of the Oireachtas to establish the 
NSSO as a new Civil Service Office under 
the aegis of the Department of Public 
Expenditure and Reform. 

The Government recognises the need to ‘invest to save’ and this is 
particularly relevant in the context of the ongoing whole of Government 
commitment to Shared Services. Standardising and migrating functions 
will enable us to deliver economies of scale and improved management 
information in the future, when the Shared Service Centres have 
completed their development and have been stabilised.   
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Mission, Vision and Values

The mission of the NSSO is

We want to set high standards for shared 
services in the Public Service, and work in 
partnership with our customers to deliver valued 
quality services that lower costs and improve 
management information for decision-making.

Our vision for the NSSO is

“Together providing 
better shared services 
to the Civil Service.”

A customer-focused, innovative 
and learning organisation 
providing consistently high 
standards of shared services that 
support business needs. The 
NSSO is a trusted organisation 
with a strong, collaborative, 
performance-driven and people-
focused culture.

7

National Shared Services Office (NSSO)   |   Annual Report 2016

Our values 

During 2016 the NSSO completed workshops 
with staff and focus groups with the Leadership 
Team on what values matter to us. The result 
was the creation of the NSSO’s values. These 
are based on: 

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 services organisation. 

This is achieved on the basis of an 
appropriate innovative operating model 
with standardised end-to-end processes on 
a common technology platform. There is a 
single governance structure, single licence 
agreements with technology providers, 
and improved and standardised processes 
and service level agreements with client 
departments.

+ Customer Focus; 
+ Collaboration and Inclusiveness; 
+  Honesty, Respect and 

Professionalism; 
+ Trust and Loyalty; 
+ Embrace and Lead Change.
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core functions are supported by service 
management, quality management, 
training, facilities, document management 
and information support services.

 +  PeoplePoint began operating in March 
2013, following the approval of the business 
case by the Government.

 +  PeoplePoint adheres to a standard shared 
service operational process. It works in 
partnership with the client’s local HR unit. 
HR and pensions processes are end to end: 
processes are initiated by the local HR unit 
and completed by PeoplePoint on their 
behalf, and where appropriate, completed 
in the Payroll Shared Service Centre. No 
client decisions are taken by PeoplePoint 
that have not been approved by the 
relevant Department or Public Service 
Body. 

Current state

 +  PeoplePoint is following the established 
growth and development roadmap for 
shared service centres internationally: 
during the first three years it has focused on 
taking in new clients in waves at a time. 

 +  39 out of 40 identified clients have 
transferred into PeoplePoint therefore 
the operational focus is moving to end-
to-end process improvement and service 
integration. 

Key successes to date 

 +  The scale and size of the transformation 
achieved – 39 organisations migrated with 
more than 215,000 cases responded to 
in 2016, all HR and pensions transaction 
services centralized.

 +  Establishing the Contact Centre and Portal 
including first online leave management 
system for the Irish Civil Service.

Shared Service Centres 
Five shared service centres are operating 
across four sectors in the Public Service – in 
the Civil Service, Education, Health and Local 
Government. 

These include:
 +  The HR and Pensions Administration 

Shared Service Centre (PeoplePoint) and 
the Payroll Shared Service Centre (PSSC) in 
the Civil Service;

 +  Health Business Services is providing  a 
range of shared services for the HSE;

 +  MyPay (the Local Government Payroll and 
Superannuation Shared Service Centre) ;

 +  The Teachers Payroll Shared Service Centre 
in the Department of Education 

The HR and Pensions 
Administration Shared Service 
Centre (PeoplePoint) 

 +  PeoplePoint is located in Clonskeagh, 
Dublin, it has over 330 Civil Service staff 
and services 34,500 Civil Servants from 39 
Departments, Public Service Bodies and 
Offices.

 +  PeoplePoint is a Shared Service Centre that 
provides HR and pensions administration 
services for its customer Government 
Departments and Public Service Bodies.
PeoplePoint applies the Government’s HR 
and pension policies and procedures on 
behalf of its clients and all decision making 
remains with the local HR unit in each 
Department or PSB.

 +  PeoplePoint provides a ‘first point of 
contact’ portal, a contact centre, as well 
as HR operations for leave management, 
absence management, pay and 
resignations and retirements. These 
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 +  The PSSC is currently providing shared 
services for 103,000 Civil and Public 
Servants (including 57,000 retirees) from 43 
Public Service client organisations/sections 
of Government. 

 +  As each payroll migrates to the PSSC, the 
associated budget allocated to administer 
that payroll is to be suppressed, reducing 
the call on the Exchequer accordingly.  

 +  The PSSC was established following the 
approval of the business case by the 
Government. 

 +  When fully established and stabilised, it is 
estimated that the PSSC will deliver a 21% 
reduction in FTEs, administering payroll 
and travel and expenses that amounts to 
savings of approx. €5 million annually.

 +  Other benefits will include more efficiency 
in the delivery of payroll services through 
the introduction of automation and self-
service where possible and improved 
management information. 

Current state

 +  There are 234 operational staff across the 
PSSC’s three locations; 117 in Killarney, 
78 in Tullamore and 39 in Galway. This 
number will increase to 289 approximately, 
when fully operational. 

 +  In addition, there are 16 staff on the 
Payroll Shared Services Project Team, 
who designed the standard solution that 
is being delivered to client public service 
organisations and who work with each 
client organisation to assist the migration 
of their payrolls to the PSSC.  

 +  The current focus in the PSSC is to 
complete the migration of the remaining 11 
identified in-scope client organisations. 

 +  In November 2016 PeoplePoint received a 
citation at the CCMA Awards, having won 
the CCMA Shared Service Centre of the Year 
Award in 2015, in recognition of the work 
achieved.  The citation published by CCMA 
Ireland said that “the Judges congratulate 
the PeoplePoint leadership and teams on 
their work to date in demonstrating the 
value of the shared service model and 
ultimately achieving better public service 
value. The centre is setting standards for 
service delivery and customer support and 
is seeking to become a showcase within 
shared services”.

The Payroll Shared Service  
Centre (PSSC)

Prior to the establishment of the PSSC in 
December 2013, payroll, pension and travel 
and subsistence payments for Government 
Departments and their public service 
clients (approx. 120,000 payees) were being 
administered by 18 different Payroll Centres. 

To meet the strategic objectives of achieving 
sustainable cost efficiencies and maximising the 
service benefits, a Government Decision in 2013 
approved the consolidation and development of 
an integrated Payroll Shared Service across the 
Civil Service. 
 +  The PSSC provides payroll, travel and 

expenses payments and related services 
using standard payroll processes on 
a single technology platform in three 
locations; Tullamore, Galway and Killarney . 

 +  These payroll services are moving from 18 
individual pay centres to one single payroll 
centre, the PSSC, on a phased basis, over 
a series of 7 individual waves that started 
in Dec 2013. The first 5 waves are complete 
and wave 6 is underway. 

1  |   The three locations were selected based on objective criteria, including the capability of existing staff and a concentration of experienced payroll staff in 

public service organisations in those locations.
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A feasibility report and initial business case was 
submitted to Government in December 2013 and 
this was approved to begin. In January 2016 the 
Government approved the revised and validated 
business case and the Cabinet granted approval 
for the project to proceed to design phase.

A milestone achievement during 2016 was 
beginning the development of a new finance 
technology solution for Government. The 
introduction of a single finance technology 
platform will replace 31 existing finance systems 
across Government departments and offices and 
facilitate transaction processing in the Finance 
Shared Service Centre. 

The Centre, which is scheduled to start 
providing finance administration services 
in 2018, will use common technology and 
standardised procedures to deliver core 
financial management services to 48 identified 
Government organisations, all of which will 
be on board by 2020. It is expected to yield a 
sustainable reduction in the annual cost of 
finance of approximately €15.4m through a 
reduction in the cost of support for finance 
technology and a reduction in the headcount 
equal to 145 full time equivalents required to 
provide financial management processing 
services. 

Financial Management Shared Services will 
make a significant contribution in fulfilling 
the dual mandate of managing expenditure 
and transforming the way in which we deliver 
services. The Centre will deliver tangible 
improvements in the efficiency and effectiveness 
of the Government’s central finance function that 
includes the processing of finance transactions 
such as payment of invoices, processing of 
receipts, fixed asset accounting, as well as the 
general ledger and appropriation accounts 
audited by the Comptroller and Auditor General. 

 +  Once this is complete, by the end of 
2017, the focus will then move to process 
stabilisation and improvement and 
advancing management systems.

 +  The progress being made in the PSSC is 
broadly on track with the original business 
plan and is in line with international shared 
service centre maturity pathways.

Key successes to date
 
 +  The scale and size of the transformation 

already achieved – 43 organisations 
migrated 

 +  Gross payments to the value of €3.2bn 
were made in 2016 (payroll and pension)

 +  2,685,649 payroll and pension payments 
were made in 2016

 +  €20m was paid out in T&S in 2016 and 
56,260 payments were made.

 +  Centralising the services provided

 +  Establishing the PSSC Contact Centre and 
Portal - first online system for Public Service 
travel and expenses claims, and access to 
payroll information, including online and 
downloadable payslips, P60 forms

 +  Introduction of Service Management 
Agreements 

The Financial Management Shared 
Services Project 

The introduction of Financial Management 
Shared Services for the Civil Service in underway. 
An analysis undertaken in 2013 indicated that 
there was a significant opportunity for improving 
the current fragmented delivery model of 
financial management across Government 
bodies.
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 Continued support was given to existing 
shared service solutions such as HEAnet and 
SUSI, investing in the further development 
of those services. The funding, integration 
and governance of the Department’s sectoral 
procurement supports in the Education 
Procurement Service and the Schools 
Procurement unit also progressed, as part of 
its shared services offering.  The Education and 
Training sector is still at the early stages of its 
shared services initiatives and so the focus is on 
investing rather than on benefits realisation at 
this point.

In the Health Sector, a number of shared service 
projects are being progressed by the Health 
Service Executive, through the Health Business 
Services (HBS) unit.  These include areas such 
as Payroll, Pensions, Recruitment and Financial 
management. HBS achieved a completion rate 
of approx. 80% across the 43 actions identified 
originally in the HBS Strategy 2014 - 2016. 
The 2016-2019 strategy has been published. 
This Strategy identifies 22 actions, 10 of which 
have been identified as very significant or 
transformational.

Key successes to date 

 +  Business Case to proceed approved by 
Government

 +  Beginning the development of a 
new finance technology solution for 
Government - major contract awarded 
and signed with Systems Implementation 
partner 

 +  ‘Conference Room’ Pilot of system 
successfully concluded

 +  Change work stream initiated with new Civil 
Service staff appointments

 +  Continued positive stakeholder 
engagement through ongoing briefings and 
demonstrations.

Shared Services in the Public 
Service 

The NSSO also has a leadership role in 
supporting the key Public Service sectors of 
Education, Health and Local Government as they 
advance their individual Shared Services Plans. 

Good progress is being made in the 
implementation of the MyPay project, a Payroll 
and Superannuation Shared Service for Local 
Government. There are 25 local authorities, the 
LGMA and the EPA, ‘live’ in the MyPay Shared 
Service Centre (SSC). 

In the Education and Skills sector during 2016 
the implementation of the Department’s 
Shared Services Plan 2014-2016 continued, 
driving Shared Services projects in ETB payroll 
and finance, and finalising a Business Case 
for HR/ Payroll Shared Service in the Higher 
Education sector. 

The following 
infographics 
represent NSSO 
progress during 2016 
and our investment 
in people.

11
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63,306
Helpdesk Phonecalls

3,200,000,000
Value of gross payroll and

pensions payments

103,000
Payees

32%
Number of
payees up by

in comparison
to 2015

2016

55%
Value of payments
rose by

in comparison
to 2015

A Year in
Numbers

PSSC: 2016

14,128
2015

Helpdesk
Phonecalls

Client public
service bodies43 Customer

service meetings45 Service management
agreements signed 27

Senior management
team meetings 38Training sessions

delivered to staff542Staff as of
December 2016234

Programme Board
meetings11 Helpdesk

postal responses 3,320 Helpdesk
emails 43,238 Payroll

payments2,685,649

New website
visits51,179Website hits4,428,448T&S

payments56,260Total value of
T&S payments€20M

Payment runs
per month306
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330
Staff December

2016

215,268
Cases closed

34,500

15%

Customers

Number of
customers up by

in comparison
to 2015

3,450,200
Portal visits

10%
Number of
cases closed up

in comparison
to 2015

53
People
promoted
during
the year

Client public
service bodies39 Customer

service meetings 130 Service management
agreements signed 100%

Training sessions
delivered to staff1,173

Quality audit
checks completed14,584

Staff who received
some training100%

Senior management
meetings 35 Programme Board

meetings11 First call
resolution rate78% Complaints received

and responded to 97

FOIs
responded to 31Updates issued

to customers 29Calls
received77,466

High commen-
dations won 1

PeoplePoint: 2016

A Year in
Numbers
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NSSO Training
A Year in Numbers

97
NSSO

Awareness

157
PSSC

Connect

324
Staff Values
Workshops

89
Health and
Wellbeing

28
MABS Money
Management

25
Interview
Training

10
Occupational

First Aid

8

611

Data Protection
(advanced)

Data
Protection

(basic)

119
Induction

46
Safetalk

(suicide alertness)

57
Freedom of
Information

30
Plain English

Writing

271

Customer
Service

(includes IPASS)

49

Lean Six
Sigma (Green,

yellow, black belt)

11
Health and

Safety

330
Data Protection

E-Learning

Organisational
Values

Personal
Development

Leadership / Management Development

Train the Trainer

Personal Development and Assertiveness

Resiliance24Presentation Skills

40PMDS Training

1Change Management (IPA)

3Communications

24

8

46

18
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NSSO Training
A Year in Numbers

Functional
Skills

129
MS Excel 58

MS Access,
Word, Visio

1
Internal

Appeals Officer

1
Board

Management

4

Training and
Development

(IITD Prof. Practice)

2
Audit, Tax

8

Risk and
Records

Management

14
Effective

Report Writing

30
Time

Management

14
Effective
Meetings

11
Irish Language

Training

24

Quality
Management

Training 48

Managing
Challenging

Callers

1
Public

Procurement

35
Payroll Training

New Staff

47
Payroll support

-expenses

20
CIPD (HR)

17
Project

management

Total Staff
Training

Opportunities

2,278
15



Capital and current 
expenditure

The National Shared Services Office

Civil Service Shared Services has had a 
dedicated Vote in place since 2013 to support 
the programme committed to in the Public 
Service Reform Plan. Continued management 
of the NSSO Vote occurred in 2016. Gross spend 
at year end was €36.4m with €7.5m (including 
deferred surrender) of gross savings. The main 
variances on this Vote were in payroll and office 
equipment and IT services.  Payroll savings arose 
due to delays in migrating staff from originating 
departments to the PSSC (Since these payroll 

costs are largely covered by budget transfers 
from other votes, the underspend would have 
been counter-balanced by costs on the vote 
of the originating centres.) as well as delays in 
recruiting staff to PeoplePoint and Corporate 
Business Unit. The Capital Carryover Budget of 
€1.2m was fully utilised. 

The estimate for Appropriations-in-Aid for 2016 
was €4.8m, with actual receipts of €5.3m. This 
variance largely related to the Peoplepoint 
Service Charge which arose due to changes in 
the service charge funding model.

16
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Strategic risks

During 2016 the Corporate Business Unit within 
the NSSO continued the implementation of a 
programme of risk management through the 
use of common definitions of risk for shared 
services; using a common risk framework and 
supporting end-to-end process and operational 
risk management. 

For 2016 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.

17
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Business challenges 
and risks for the NSSO

Data Protection and Governance 

The protection of personal data is of utmost 
importance to the NSSO, and its correct usage 
and storage is crucial to the work of every Shared 
Services Centre. The NSSO recognises its duty of 
care to its client organisations and their staff, and 
aims to accord data the utmost confidentiality 
and security.

Personal data is accessed by the NSSO 
for processing HR, pension and payroll 
administration on behalf of, and with the 
permission of, our clients. The client retains full 
ownership of the data and access to it within the 
NSSO is restricted and controlled, in accordance 
with the Data Protection Acts 1988 and 2003. 

In the NSSO we work closely with the Office of 
the Data Protection Commissioner (ODPC). The 
NSSO has a dedicated Information Governance 
Team in both operations centres, with certified 
practitioners as Data Protection Compliance 
Officers. During 2017, the NSSO’s data protection 
policies and protocols will be updated and a 
Data Protection Officer will be appointed, in 
anticipation of GDPR requirements.

Strengthening of data security controls is 
underway, as part of the overall audit and 
compliance approach, and a revised risk-based 
reporting approach with the ODPC is under 
development. Implementation and roll out of 
Data Loss Prevention (DLP) email software is to 
be completed in 2017.

Overpayments

Overpayments to staff of salary, allowances 
and expenses can and do occur for a number 
of reasons in any organisation, be it private or 

public sector.  These include, but are not limited 
to, delays in applying, approving or processing 
pay-impactful absences, or pay-impactful 
leave arrangements, or errors in calculating 
allowances, payroll or expenses. 

An analysis of overpayment cases conducted 
identified a number of factors that have 
contributed to an increase in overpayments:

1.  The move to a self-service model driven by 
shared services 

2.  The Public Service Sick Leave Scheme – while 
having a very significant contribution in terms 
of reduction of absenteeism across the Public 
Service, a consequence of reduced access to 
paid sick leave was an increase in the number 
overpayments. 

3.  A large number of new entrants to the Civil 
Service were recruited into PeoplePoint in its 
early years. 

It is the combination of these factors rather 
than any one factor that has contributed to an 
ongoing prevalence of overpayments. Significant 
progress has been made on the issue through 
prioritisation and a highly collaborative effort 
across Accounting Officers, HR Departments and 
Payroll Centres. 

A cross departmental working group was set 
up and this has continued to work through 
issues in the areas of people, process, policy 
and technology. Monitoring and reporting on 
overpayments occurred on a monthly basis to 
the HR SSC Programme Board and on a bi-
monthly basis to the Shared Services Steering 
Board. It will continue under the NSSO Board.

18
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Conclusion

This second NSSO Annual Report sets out the 
developments, activity and progress made 
during 2016. The report also outlines the 
progress in implementing the Shared Services 
strategy, outlined in the Public Service Reform 
Plan 2014-2016, and the 2016 Annual Progress 
Report on the Public Service Reform Plan 2014-
2016. 

In 2016, our HR and Pensions Shared Service 
Centre transacted on and closed 215,268 cases 
and our Payroll Shared Services Centre made 
almost 2.7 million payments with a value of 
€3.2 billion, making the NSSO a substantial 
shared services operation.

In 2017, our key focus will remain firmly on 
completing the migration of clients into Payroll 
Shared Services and establishing the Finance 
Shared Service Centre so that it is ready to 
commence operations in the first half of 2018. 

We will also focus on improving data 
protection and implementing the 
recommendations of Office of the Data 
Protection Commissioner to reduce accidental 
data loss internally. We will continue to identify 
and implement process, technology and data 
improvements to significantly reduce the 
number and value of overpayments to staff.  

Across the NSSO we have a strong programme 
of work scheduled to build our people, process 
and technology capability and simplify and 
standardize end-to-end processes, in order 
to improve the services we provide and the 
customer experience. 

We will create a new Board to guide the Office 
as it becomes a separate entity to ensure it 
is established on an assured footing.  New 
support functions such as HR, facilities 
and information management will also be 
established. 

The strong political and senior leadership 
support for Shared Services across all sectors 
in the Public Service will continue to be 
required to ensure that the programmes that 
have started and are being implemented 
deliver the range of benefits that Shared 
Services provides. The forecasted significant 
demographic pressures on the workforce 
means that Shared Services must continue to 
be a priority in 2017 and beyond. 
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Appendix 1
History of the NSSO
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16The Government’s 

first reform plan 
was published in 
November 2011. 
The Public Service 
Reform Plan 
2011-2014  set out 
over 200 actions 
under 14 cross-
cutting areas to 
be implemented 
across the Public 
Service and this 
included the 
implementation 
of shared services 
models.

The National 
Shared Services 
Office Bill was 
approved for 
drafting by the 
Government in 
July 2015. This 
provided for the 
establishment 
of the NSSO as 
a separate Civil 
Service Office, 
under the aegis of 
the Department of 
Public Expenditure 
and Reform. 

In January 2017 
the NSSO Bill will 
be presented in 
the Dáil by Minister 
Paschal Donohoe 
for Second Stage 
debate, with a view 
to seeking final 
approval from the 
Cabinet in 2017.  

In February 2012 the 
Government gave 
a mandate for the 
implementation of 
shared services to 
support the Public 
Service Reform 
Plan 2011-2013 
and established 
the Shared Services 
Transformation 
Unit, within the 
Department of 
Public Expenditure 
and Reform, to lead 
the work already 
underway on 
developing shared 
service centres. 

Two Shared Service 
Centres went live: 
PeoplePoint began 
operating in March 
and the Payroll 
Shared Service 
Centre took in its  
first payroll in 
December 2013. 

The drafting of the 
legislation continued 
and in January 2016, 
Minister Brendan 
Howlin announced 
Government 
approval for the 
publication of the 
NSSO Bill. 

In July 2014 the 
Government 
approved the 
establishment 
of the National 
Shared Services 
Office (NSSO) as 
an administrative 
office within the 
Department of 
Public Expenditure 
and Reform on a 
non-legislative basis 
initially. 
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