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Mission of the National Shared Services Office 

 

Our mission as a Civil Service office is to provide excellent corporate 
business services to the Government and the NSSO’s client Public 
Service Bodies that meet end-user needs and deliver value for money 
to citizens. We look to set high standards for shared services in the 
Public Service, and we work in partnership with our customers to 
deliver quality services that lower costs and provide information to 
management to aid decision-making. 
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Introduction by the Chief Executive Officer 
 

I am pleased to present the 2019 Business Plan for the National Shared Services Office 

(NSSO), highlighting the outputs targeted for this year to continue progress in delivering 

Shared Services for the civil service.  

The role and functions of the NSSO are set out in the National Shared Services Office Act 
2017. Section 9(2) of the Act prescribes that the NSSO is responsible for providing shared 
services in the civil service, setting standards and developing operational policies in relation 
to the provision of those shared services and providing guidance and advice on shared 
services across the public service. 
 
The Statement of Strategy 2018-2022 for the National Shared Services Office defines our 
four strategic goals as an organisation. Each of these goals is elaborated in a set of priorities 
for the period to the end of 2022. Based on the Strategy, our Business Plan for 2019 sets out 
how we will deliver on these goals and priorities in 2019, as agreed by the Management 
Board.  
 
During 2019, the NSSO will continue to lead the transformation of HR, pension and payroll 
administration, integrating these separate functions under a single shared service 
organisation.  
 
We are currently developing the systems and resources needed to provide financial 
management Shared Services. When this Financial Management programme is completed in 
2019 we will also be providing financial management services to a group of Public Service 
Bodies. 
 
The National Shared Service Office continue to invest in next generation technology to 
improve both the quality and speed of our services. In line with investing in technology, the 
National Shared Services Office is dedicated to increasing digitalisation. The National Shared 
Services Office collects data once that can be used often in order the meet the demand for 
data analytics and insights that only Shared Services can provide. 
 
The National Shared Services Office will also provide guidance and support to the other 
Public Service sectors of Education, Health and Local Government, as they advance their 
individual Shared Service plans.  
 
I want to thank all staff in the NSSO for their work in 2018. I look forward to working with 
them on the delivery of this Business Plan in 2019.  
 

Hilary Murphy-Fagan 
Chief Executive Officer 
National Shared Services Office 



 
  

5 
 

 

 
 
 

 
 
 
 

Strategic Context 



  
Key Elements of the NSSO Statement of Strategy 2018-2022 
 

Our Mission 

 

Our mission as a Civil Service office is to provide excellent corporate business 

services to the Government and the NSSO’s client Public Service Bodies that 

meet end-user needs and deliver value for money to citizens. We look to set 

high standards for shared services in the Public Service, and we work in 

partnership with our customers to deliver quality services that lower costs and 

provide information to management to aid decision-making 

Our Goals 

 
 

Our Priorities for 2018-2022 with respect to each of these Goals are: 
Goal 1: 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 

1. Develop a new communications strategy that engages both internal and external stakeholders. 
2. Play our part in modernising and reforming Human Resources across government. 
3. 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. 

Goal 2:  Deliver Excellent Shared Services 

Goal 1: Champion Shared Services Accross the Public Sector

•Establish Shared Services as a valued approach for Public Service Bodies and 
the NSSO as a trusted partner

Goal 2: Deliver Excellent Shared Services

•Provide Public Service Bodies with excellent shared corporate services and 
the benefits that these create

Goal 3: Engage, Enable and Empower our People 

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

Goal 4: Invest in New Digital Technologies

•Exploit the full potential of modern technological platforms , systems and 
solutions
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Provide Public Service Bodies with excellent shared services and the benefits that these 
create  

Priorities 

1. Be open, transparent and inclusive with the partner organisations we serve. 
2. Integrate the functions of the NSSO into a unified organisation that provides a seamless, end to 

end user experience. 
3. Design and implement a new customer centricity programme that fosters strong partnerships 

with Public Sector Bodies.  
4. Drive continuous improvement throughout the NSSO in pursuit of service excellence. 
5. Embed the practice of capability assessment and capability building throughout the NSSO. 
Strengthen compliance and risk management functions. 

Goal 3: Engage, Enable and Empower our People 

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

Priorities 

1. Develop a new HRD strategy that matches the NSSO’s ambition and strategic goals. 
2. Empower all managers to create and own the future of the NSSO as a group. 
3. Invest in the development of the extended leadership team (ELT) and the strategic 

management of NSSO. 
4. Align investment in the development of our people with their career development goals and 

objectives. 
5. Nurture a highly collaborative culture where self-directed and high-performing teams own their 

work and are empowered to innovate. 

6. Nurture and recognise exemplary people management and development practices throughout 
the NSSO.  

Goal 4: Invest in New Digital Technologies 

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

Priorities 

1. Develop a new ICT strategy that better harnesses the power of people and technology. 
2. Adopt a digital-first policy to underpin all future developments in the NSSO’s service portfolio. 
3. Invest in the ongoing modernisation of ICT platforms and related systems and solutions. 
4. Develop an end-to-end view of key corporate services and exploit the potential of new 

technologies to promote cross-functional integration. 

5. Empower PSBs and public servants to better harness the full potential of self-service 
technologies across all platforms.  

 
 

Our Vision 

Our vision for the NSSO is to be a customer-focused, innovative and learning 

organisation, providing consistently high standards of shared services that are 

designed to support business needs. Trusted by others, we aim to build a 

strong culture that is collaborative, performance-driven and people-focused 
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Our Values 

 

Our values are: 

• People first: The key to our success is our people, and we are 

committed to putting people, performance and development at the 

centre of what we do. 

• Process and digital innovation next: We strive for process 

simplicity, and we foster a mindset that is alive to continuous 

improvement. 

• Service excellence always: Our aim is to deliver operational 

improvements and an agile customer experience rooted in our desire 

to be better. 

 

 
 

  

 

 
  

Our Vision  

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. 
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Risk Management 
 
The NSSO has a comprehensive Risk Management policy in place to identify, manage and 

monitor the risks that might otherwise hinder the achievement of this Business Plan. 

 

Key Inputs and Outputs: Revised Estimates 2019 
 
The Revised Estimates Volume for Public Services 2019 (REV 2019) provides additional details 
and information in relation to the allocations contained in the 2019 Estimates. In doing so, the 
2019 Estimates for the National Shared Services Office have been supplemented with key 
performance information regarding programme outputs and impacts. This allows information 
about the spending estimates to be seen in conjunction with relevant outputs and performance 
data.  
 
The 2019 Estimate for the National Shared Services Office (Vote 18) is €50.3 million (net). The 
detail provided includes Financial and Human Resource Inputs for 2019, Output Targets for 2019 
and Context / Impact Indicators 
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Employee Shared Services is responsible for transactional processing of HR and Pensions services for 40 client bodies servicing 35,400 staff and payroll and pensions 
processing services for 53 client bodies servicing 124,600 payees. A customer relations and support services function has also been established to support customers, 
and provide service management and customer helpdesk services across the NSSO. 

Head of Division: John Ryan, Acting Head of Division 
 

Divisional Priority 
Output Number 

Divisional Action for 2019 to Implement the Goals and Priorities of the NSSO Delivery by date Responsible Principal 
Officer (s) 

HR Shared Services 

 Goal 1: Champion Shared Services Across the Public Sector   

1 Demonstrate the value of standardisation and process improvement in effective 
delivery of HR 

Ongoing 
John Ryan 

2 Development of Dashboard Reporting (in partnership with ESCG) Q4 2019 John Ryan 

    

 Goal 2: Deliver Excellent Shared Services   

3 HR Processes Delivered to ESMA KPI Measures Ongoing John Ryan 

4 Overpayments Prevention and Management Programme Implemented Q4 2019 John Ryan 

5 Caseload Backlog Reduction through Continuous Improvement Initiatives Ongoing John Ryan 

6 Roll out Successful Workflow Management Pilot to 4 More areas Q4 2019 John Ryan 

7 ISAE Audit Standard through process quality control Q3 2019 John Ryan 

8 Deliver remaining SPS Pension Benefits Statements Q4 2019 John Ryan 

9 Development of Phase 3 Pensions Modeller Q4 2019 John Ryan 

10 Pilot one end-to-end NSSO process with PSS Q4 2019 John Ryan 

11 Risks Managed in accordance with Risk Management Policy Ongoing John Ryan 

    

 Goal 3: Engage Enable and Empower our People   

12 Cooperate with and lead initiatives to engage, enable and empower our people 
- Minimum of 2 town hall meetings 
- Full engagement with Staff Forum 
- Address issues arising from staff engagement/ Healthy Place to work 
- Cooperate with Volunteering initiative 

Q4 2019 

John Ryan 
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13 Meet staff development needs 
- PMDS engagement 
- Re-establish HRSS Functional Training Unit 

Ongoing 
John Ryan 

    

 Goal 4: Invest in New Digital Technologies   

14 Automated Process Development within HRMS Q4 2019 John Ryan 

15 RPA Programme Q4 2019 John Ryan 

16 Develop eForms to assist RPA & Process Automation Q4 2019 John Ryan 

17 Engage with and support new HCM project 
- Input to RFI and RFT Processes 

Q2 2019 
John Ryan 

    

Payroll Shared Services  

 Goal 1: Champion Shared Services Across the Public Sector   

1 Issue payroll information to HRSS/LHR for SPS Benefit Statements Q2 Helen Moylan 

2 Move to Danske Bank in line with Government decision Q1 Helen Moylan 

3 Contribute to the Employee Services Customer Group and Employee Strategy Group 
as relevant   

Ongoing 
 

Helen Moylan 

4 Provide specialist knowledge as required to establish the centralisation of payroll 
reporting 

Q1 Helen Moylan 

5 Pension Databank (cross Government Departments) Ongoing 2019 Helen Moylan 

6 Contribute to other start up Shared Services Ongoing 2019 Helen Moylan 

 Goal 2: Deliver Excellent Shared Services   

7 Salary and T&S Payments processed to meet EMSA KPI Measures Ongoing through 2019 Helen Moylan 

8 New FMSS GL Interface/streamline reference data/validation stage/UAT Ongoing through 2019 Helen Moylan 

9 Complete pay increase Ongoing through 2019 Helen Moylan 

10 Commence Payment in Arrears project Jan and Oct 2019 Helen Moylan 

11 Standardise all processes Q1 Helen Moylan 

12 PAYE Modernisation Q1 Helen Moylan 
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13 Implement Additional Superannuation Contribution Q1 Helen Moylan 

14 Review 3rd Party Voluntary Deductions Q2 Helen Moylan 

15 Facilitate conduct of ISAE audit and address any findings Q1 Helen Moylan 

16 Establish pilot of client end to end service model (during Qtr 1) and assess potential 
for extension 

Q1 
Helen Moylan 

17 Identify and implement process improvement opportunities ongoing Helen Moylan 

18 Implement recommendations of Internal Audit and C&AG reports End of Q1 Helen Moylan 

 Goal 3: Engage Enable and Empower our People   

19 Centralise/Consolidate the Control function  Q2 Helen Moylan 

20 Commence Refurbishment of payroll offices Q2 Helen Moylan 

21 Training to include Payroll and Process, eLearning, and IPASS Ongoing 2019 Helen Moylan 

22 Conduct Town Hall meetings across sites Q1, Q4 Helen Moylan 

 Goal 4: Invest in New Digital Technologies   

23 Maximum use of technologies to reduce overpayments Ongoing 2019 Helen Moylan 

24 Maximum use of technologies to complete Pension clean up Ongoing 2019 Helen Moylan 

25 Implement programme for payroll upgrade Through 2019 Helen Moylan 

26 Introduce robotic process automation Commence Q1 
 

Helen Moylan 
 

Customer Relations and Support Services   

 Goal 1: Champion Shared Services Across the Public Sector   

1 Establish service user engagement levels through surveys and through the provision 
of feedback mechanisms  

 Devise, develop and rollout a customer engagement survey, in conjunction 
with the Steering Group established to assist and advise the NSSO: 

¶ Step 1 with local HR units 

¶ Step 2 for all serving staff in partner Departments/Offices following a 
procurement exercise to engage expert advice/support  

¶ Findings responded to, action programme developed and actioned 

 
 
 
 
Q1 2019  
Q1-early Q2 2019  
 

Aodhnait Doyle 
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Q3 and ongoing through 
2019 

2 Engage with other shared services sectors to learn about and exchange good 
practice initiatives 

Ongoing throughout 2019 
Aodhnait Doyle 

 Goal 2: Deliver Excellent Shared Services   

3 All Customer Relations & Support Service activity meets KPI measures in MoU 
[Employee Service Management Agreement – ESMA] 

Ongoing throughout 2019 
Aodhnait Doyle 

4 Agree 2019 KPIs with partner Departments/Offices Jan/Feb 2019 Aodhnait Doyle 

5 Support the work of the Employee Customer Service Group [ESCG] as required Ongoing throughout 2019  

6 Continue to engage meaningfully with partner Departments/Offices on a bilateral 
basis [service management meetings and other channels] to drive out client service 
requirements 

Ongoing throughout 2019 
Aodhnait Doyle 

7 Support the work of the ESCG sub-group on overpayments as required Ongoing throughout 2019 Aodhnait Doyle 

8 Establish the ESCG sub-group on data assurance – dependency with the ESCG sub-
group on reporting requirements  

Ongoing throughout 2019 
Aodhnait Doyle 

9 Channel strategy review: Ensure  that NSSO services and all information are 
accessible to all service users – as part of an overall  
 

Ongoing throughout 2019 
Aodhnait Doyle 

10 Explore new business relationship approaches on a trial basis with at least 1 
Department/Office, pilot, evaluate & assess feasibility for further expansion 

Q1,2 & 3 2019 
Aodhnait Doyle 

11 Data quality and assurance: review/evaluate approaches  Q1 2019  

12 Data protection: continuously work to ensure, assure and improve controls and 
compliance across the NSSO 

Ongoing throughout 2019 
Aodhnait Doyle 

 Goal 3: Engage Enable and Empower our People   

13 Develop customer service training programme for all NSSO staff, tailored to role 
requirements and to embedding a one-NSSO approach to customer service 

 
Aodhnait Doyle  

 Goal 4: Invest in New Digital Technologies   

14 Channel strategy review: IVR upgrade and technical integration of contact centres Q1 2019 Aodhnait Doyle  

15 Channel strategy review: review/evaluate further potential for integration of contact 
centres/portals 

Q2 2019 
Aodhnait Doyle 

16 Examine further opportunities for exploiting automation to support business activity  Ongoing throughout 2019 Aodhnait Doyle 
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Corporate Services Division contains three functions: Corporate Business Services, Human Resources and Enterprise IT.  
 

Heads of function:  
John Finnegan, Head of Corporate Business Services, Principal Officer 
Jarlath Loftus, Head of Finance, Principal Officer 
John Dunleavy, Head of HR, Principal Officer 
Richard Smith, Head of Enterprise IT, Principal Officer 

Divisional Priority 
Output Number 

Divisional Action for 2019 to Implement the Goals and Priorities of the NSSO Delivery by date Responsible Principal Officer 
(s) 

Corporate Business Services 

 Goal 1: Champion Shared Services Across the Public Sector   

1 Devise and implement a new communications strategy Q4 2019  John Finnegan 

2 Organise annual conference on Shared Services in the Public Service Q 1 2019 John Finnegan 

3 Deliver all ‘business as usual’ communications requirements during the year Ongoing throughout 2019 John Finnegan 

 Goal 2: Deliver Excellent Shared Services   

4 Maintain the NSSO’s advisory and management governance structures Ongoing throughout 2019 John Finnegan 

5 Manage Business Continuity Planning, risk management framework and fraud 
detection framework (including protected disclosures) 

Ongoing throughout 2019 
John Finnegan 

 Goal 3: Engage Enable and Empower our People   

 Work with HR to manage internal communications and staff events including ELT 
meetings 

Ongoing throughout 2019 
John Finnegan 

   John Finnegan 

 Goal 4: Invest in New Digital Technologies   

 Support for FMSS Business Case Update Q3 2019 John Finnegan 

    

Finance and Facilities 

 Goal 1: Champion Shared Services Across the Public Sector   

1 Ongoing engagement and support of the FMSS project as a client department Ongoing Jarlath Loftus 

2 Engagement and networking with PSBs regarding finance issues relating to Shared 
Services 

Ongoing Jarlath Loftus 
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 Goal 2: Deliver Excellent Shared Services   

3 Provision of relevant input to the new FMSS system to ensure delivery of a modern 
and improved system 

Ongoing Jarlath Loftus 

4 Provision of Finance Unit support to operational areas to embed best practice in 
financial management  

Ongoing Jarlath Loftus 

    

 Goal 3: Engage Enable and Empower our People   

5 Facilitate and support training for all Finance Unit and Facilities team members Ongoing Jarlath Loftus 

6 Nurture and encourage career advancement and opportunities Ongoing Jarlath Loftus 

7 Ensure support in the management of NSSO budgets and Appropriation Accounts Ongoing Jarlath Loftus 

8 Implement a centralised Facilities team to provide standard service across all NSSO 
locations  

Ongoing Jarlath Loftus 

    

 Goal 4: Invest in New Digital Technologies   

9 Manage the smooth transition to the new finance system under FMSS Ongoing Jarlath Loftus 

10 Provision of Finance and Facilities advice and support to NSSO portfolio of projects Ongoing Jarlath Loftus 

    

Human Resources 

 Goal 1: Champion Shared Services Across the Public Sector   

1 Support the 'People Strategy' for the Civil Service 2017-2020, including employer of 
choice, wellbeing, workforce planning, and positioning HR as a strategic driver.  

Ongoing John Dunleavy  

 Goal 2: Deliver Excellent Shared Services   

2 Equip our new employees with a new effective corporate and local induction 
programme 

Q3 2019 John Dunleavy  

3 Provide training and development in line with the organisations training and 
development  

Ongoing John Dunleavy  

 Goal 3: Engage Enable and Empower our People   

4 Develop management development action plan for first line and  middle managers  Q3 2019 John Dunleavy  
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5 Deliver to Employee Engagement action plan 2019  Q4 2019 John Dunleavy  

 Goal 4: Invest in New Digital Technologies   

6 Deliver a new feedback tool for employee's , focus groups, exit survey data etc. Q4 2019 John Dunleavy  

7 Leverage PMDS output for skills gap analysis with employee development goals and 
prioritise 

Ongoing John Dunleavy  

    

Enterprise IT 

 Goal 1: Champion Shared Services Across the Public Sector   

1 Publish HCM RFI to initiate the new HCM Program Q1 2019 Richard Smith 

2 Support the delivery of the FMSS project Ongoing Richard Smith 

3 Promote learnings from peer organisations as to best practice in Shared Services Ongoing Richard Smith 

    

 Goal 2: Deliver Excellent Shared Services   

4 Maintain Service availability of HR, Payroll and supporting systems Ongoing Richard Smith 

5 Manage third part suppliers of IT Services to NSSO for service delivery and value for 
money 

Ongoing 
Richard Smith 

    

 Goal 3: Engage Enable and Empower our People   

6 Creation of Solutions team to perform analysis, design and program implementation 
services. 

Q2 2019 
Richard Smith 

7 Provide ongoing relevant training and development opportunities for IT Staff Ongoing Richard Smith 

    

 Goal 4: Invest in New Digital Technologies   

8 Implement the ICT Strategy Ongoing Richard Smith 

9 Move Robotics to Operational Footing and grow its scope to include Payroll Q4 2019 Richard Smith 

    

  



 
  

18 
 

Internal Audit is a separate function within the NSSO that provides assurances to the NSSO on internal controls and the control environment. The mission of internal 
audit in the NSSO is to enhance and protect organisational value by providing proactive risk-based and objective assurance, advice and insight to the NSSO and 
contribute positively to the NSSO’s goals and objectives.   
 

Head of function: Gerard Enright, Principal Officer 
 

Divisional Priority Output 
Number 

Divisional Action for 2019 to Implement the Goals and Priorities of the NSSO Delivery by date Responsible 
Principal Officer (s) 

    

    

1 Internal audit will assist the NSSO to achieve its strategic goals and priorities through 
the following actions: 
 
a) Provide assurance on the effectiveness of internal controls and the internal 
control framework within the NSSO 
b) Support the embedment of best practice on risk management throughout the 
NSSO. 
c) Heighten risk awareness throughout the NSSO. 
 
Through these actions, in particular focussing on identifying areas for improvement 
and supporting colleagues to deliver improvements, Internal Audit can assist the 
NSSO to deliver its 4 strategic goals in 2019. 

Ongoing Gerard Enright 

    

2 Specific Goals are to complete a programme of audit testing covering risk at both the 
client facing operations level and internal financial processes within the NSSO.  The 
detailed programme of testing was agreed with the NSSO’s Audit and Risk Committee 
in late 2018.  This programme of testing will include assurance from both in house 
internal audit activities and assurance from the NSSO’s external ISAE 3402 processes.  
Topics selected for review will be based on Internal Audits assessment of both 
inherent and control risk, and this risk assessment will be constantly reviewed 
throughout 2019.   

Q4 2019 

Gerard Enright 
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In addition Internal Audit will continue to be a supportive partner in promoting best 
practice corporate governance and risk management throughout the NSSO.  Internal 
Audit will be pleased to provide any such advice required as and when requested. 

     

    

 Goal 3: Engage Enable and Empower our People   

3 Expand team by one FTE Q4 2019 Gerard Enright 

4 All members of internal audit team to complete training and obtain professional 
certification in Internal Audit 

Q2 2020 
Gerard Enright 
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Financial Management Shared Services is working with 48 Public Service Bodies (PSBs) to transition them to Finance Shared Services (FSS). The FMSS Project will 

modernise financial management across the 48 PSBs, through the implementation of Finance Shared Services. FSS will ensure that our finance systems can meet the 
needs of a changing operating environment and help support a more efficient service that reduces costs and delivers more for the public. When fully operational, FSS 
will offer a single financial IT system across 48 Government departments, agencies and offices. This will replace 31 existing systems for financial management and 
reporting. 
 

Head of Division: Connie Costello, Programme Director 

Divisional Priority 
Output Number 

Divisional Action for 2019 to Implement the Goals and Priorities of the NSSO Delivery by date Responsible Principal Officer 
(s) 

 Goal 1: Champion Shared Services Across the Public Sector   

    

 Goal 2: Deliver Excellent Shared Services   

    

 System Delivery – Wave 1 2019 Jenny Nolan 

  Finance Shared Services Operational GO Live 2019 Jenny Nolan 

 Wave 1 PSB deployment 2019 Jenny Nolan 

 Wave 1 Local (PSB) Retained Finance Unit Design 2019 Jenny Nolan 

 Wave 2.1 PSB Change Readiness 2019/2020 Jenny Nolan 

 Benefits Realisation – Commencement  ongoing Jenny Nolan 

    

 Goal 3: Engage Enable and Empower our People   

    

 Goal 4: Invest in New Digital Technologies   

    

    

https://www.nsso.gov.ie/fss-home/fmss-project/fmss-about-us/
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Finance Shared Services is responsible for the design and the set-up of the Finance Shared Services organization across three NSSO locations.  Once go-live is approved it will 
commence the provision of Finance transactional processes to the relevant PSB’s in accordance with the relevant wave deployment plan. 
 

Head of Division: Bernie Kelly, Assistant Secretary 
 

Divisional Priority Output 
Number 

Divisional Action for 2019 to Implement the Goals and Priorities of the NSSO Delivery by date Responsible Principal Officer 
(s) 

 Goal 1: Champion Shared Services Across the Public Sector   

    

 Goal 2: Deliver Excellent Shared Services   

 FSS Centres operational and Service Delivery as per agreed Service Level 
Agreements 

- Operational Readiness – Go live 
- Wave 1 FSS Operations Recruitment and ensure adequate training 

provisions 
- Support System User Acceptance in advance of FSS go-live 
- Establish Re-deployment plan to include role mapping and training for staff 

transitioning from Department of Finance 
- Wave 2 FSS operations recruitment and training 
- Initiate Apprentice/Graduate Programmes 

FSS Go- live and 
wave deployment 
timetable 

Cep Carthy, Paul Rowe, Edel 
McCormack 

 Robust System of Risk Management supporting FSS go-live 
- Design Control Environment 
- Develop and implement Risk and Control matrices and implement a system 

of effective testing and monitoring 
- Agree ISAE Audit Program to include a type 1 Readiness Assessment post go-

live and a timeline and approach to Type 1 Audit 
 

Ongoing from go-
live to 2019 

Cep Carthy, Paul Rowe, Edel 
McCormack 

 Customer Experience Model Delivery 
Design and development of the FSS customer experience model to include the go-
live and further evolution to include any required service delivery infrastructure 

FSS Go-Live 
Cep Carthy, Paul Rowe, Edel 
McCormack 

    

 Goal 3: Engage Enable and Empower our People   
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 Goal 4: Invest in New Digital Technologies   

    


