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EXECUTIVE SUMMARY

T

he NATO Support and Procurement Agency
(NSPA) had a challenging but rewarding year,
resulting in a total business turnover
of 4.16 BEUR.
At the same time, the Agency achieved the 2020
Business Plan Objectives, enabling further fulfilment
of the 2018-2022 Strategic Direction Lines of
Development (LODs).
In addition to providing ongoing support to NATO
missions, the NSPA quickly adapted to the challenges
presented by the COVID-19 pandemic, playing a
crucial role in support of NATO and its Allies and
Partner Nations as they responded to the crisis.
The Agency set up a dedicated COVID-19 operations
cell and fulfilled more than 160 MEUR of customer
demands with outline agreements for 50 COVID-19
line-items. These items were primarily Personal
Protection Equipment (PPE) and medical supplies.
Mobile hospital equipment was loaned to Luxembourg
to augment the capacity of national assets and Italy
purchased mobile medical facilities through NSPA
for 92 MEUR. In KFOR and RESOLUTE SUPPORT
missions, the Agency established laboratories for
COVID testing, with over 15.000 tests conducted.
NSPA was also instrumental in the storage and
redistribution of 200 ventilators donated by the USA
and sent to Albania, the Czech Republic, Montenegro
and the Republic of North Macedonia.
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Hungary also donated ventilators, which were first
stored in the NATO stockpile at the NSPA Southern
Operations Centre and then distributed to Allies. A total
of 1.450 tons of goods were air transported through
the Strategic Airlift Capability (SAC), the Strategic
Airlift International Solution (SALIS) Programme and
commercial flights. In addition, the Agency managed
the logistics of 36 intercontinental sea shipments.
Beyond the COVID-19 pandemic, in the summer 2020,
NSPA supported key strategic airlift capabilities and
assisted with the transportation of relief equipment in
support of the international response to the explosion at
the port of the city of Beirut, in Lebanon.
In the operations domain, the Agency continued to
support NATO and Allies in Afghanistan, Kosovo, Mali
and Iraq, and during a number of exercises including
DEFENDER 20 and TROJAN PHOENIX. Operational
commitments demonstrated resilience, increasing
slightly from 1.833 BEUR to 1.861 BEUR.
In the Life Cycle Management (LCM) domain, Agency
activities continued to receive recognition, particularly
for providing advice and expertise to the Conference
of National Armaments Directors (CNAD) multinational
initiatives. The Agency was successful in developing
and supporting NATO Defence Planning Priorities and
addressing known gaps in Partner Nations capabilities.
These included continuing to manage the concept
stage of the flagship NATO programme to deliver NATO

surveillance and control capabilities once the NATO
Airborne Early Warning and Control System (AWACS)
fleet goes out of service in 2035. Also, expanding the
customer base with the support of more than
90 weapon systems, over 170 projects managed,
delivery of three Multinational Multi-role Tanker
Transport (MRTT) aircraft, support to the Alliance
Ground Surveillance (AGS), and the delivery of
systems for the Air, Land and Maritime domains.
Initiatives to improve asset management, codification
and referencing modernisation, and a drive
towards automated logistic management systems,
demonstrated the Agency’s ability to adapt, creating
further value for money to the customer, all of which
contributed to the year’s business volume of 1.7 BEUR
in the LCM area.
The Central Europe Pipeline System (CEPS) excelled
at flexing volume throughput and reacting to greater
requests, despite the challenges determined by the
pandemic. Despite the fluctuation in requirements and
evolving COVID-related restrictions, 74% of the
pre-COVID fuel transport estimates were achieved, and
9.5 Mm3 of fuel were transported. The Programme also
completed a remarkable amount of modernisation and
infrastructure upgrade projects, and assisted in scoping
studies for future business development in support of
CEPS customers.
The NATO Airlift Management (NAM) Programme
based in Hungary, which manages and supports
a fleet of three C-17 Globemaster III aircraft for
participating Nations, delivered more than 2,000
flight hours, maintaining a Mission Capability of 83%.
The NAM Programme also engaged in infrastructure
development whilst creating $12.5 million in savings for
Partner Nations.

The annual customer satisfaction survey showed a high
level of satisfaction with NSPA overall, with particular
appreciation for staff skills and professionalism. The
Agency has acknowledged areas for improvement and
these are being systematically addressed.
In the procurement domain, the Agency successfully
completed a Purchase Card pilot project, an innovation
paving the way for improved responsiveness in the
management of low value, low risk transactions below
10,000 EUR. In the finance area, the Agency reacted to
changes in European VAT laws with the implementation
of a single VAT number to resolve transactions without
undesired tax repercussion. Transparency, integrity
and ethics continued to be a priority, with a major
Agency-wide effort in 2020, to ensure that appropriate
processes, procedures and training remain in place.
In 2020, the Agency was particularly successful in the
compliance domain, achieving ISO 45001 Occupational
Health and Safety accreditation and 25 years of ISO
9001 Quality Management certification, as well as a
further unqualified audit opinion on the NATO Support
and Procurement Organisation (NSPO) Financial
Statements for 2019 by the International Board of
Auditors for NATO.
In the planning and reporting domain, the Agency
successfully supported the NSPO Agency Supervisory
Board (ASB) with an update of the Strategic Direction,
setting out the intent of the Agency over the next five
years and ensuring that the Agency can continue to
proactively support the direction and posture of NATO,
its Allies and Partner Nations.
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FOREWORD
NSPO Agency Supervisory Board
Chairperson

I

n my introduction
to the 2019 Annual
Report to Council,
I indicated that there
were three key
governance areas
which would require the
Agency Supervisory
Board’s focus from
2020 and beyond.
Wolfgang GÄBELEIN

The first was a decision to assess the NSPA Strategic
Direction 2018-2022 and revise its Strategic Guidance
to the Agency. Secondly, the Board would have to
consider the Agency’s proposals to underpin the future
of its acquisition mission and capabilities. Finally,
administrative costs would be an ever-increasing
challenge and require the ASB’s attention.
In terms of re-evaluating the Strategic Guidance to the
Agency, the ASB recognised considerable changes
in the geopolitical, economic and technical conditions
and their likely impact on the Agency’s future activities.
Consequently, the Board updated its Strategic
Guidance in order for the Agency to develop its
Strategic Direction for 2021-2025, which was recently
approved by the ASB.
The ASB’s revised Strategic Guidance was arranged in
four categories:
► Business development, focused on providing
best value to its customers and addressing future
development of its business volume and functional
capabilities;
► New and emerging technologies and associated
challenges to remain relevant by assessing
required capabilities, competencies, and new
processes;
► Optimization of the Agency for both customers and
staff members, while concentrating on areas of
internal resilience, effectiveness by optimization of
internal processes and accelerating recruitment;
and
► Customer satisfaction aimed to monitor, assess,
and improve business delivery and feedback
mechanisms, while ensuring compliance and
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transparency to the customers, including efforts to
effectively address risk management and
internal control.
Regarding the Agency’s further development of its
acquisition role, which was agreed by Council in 2015,
the ASB decided in June 2020 to continue to core-fund
the Acquisition Planning and Development Office over
the next three years. However, in consideration of
NSPA as a customer-funded entity, the Board tasked
the Agency to provide annual progress reports and to
consider a Business Case in spring 2023. This is meant
to address future customer funding and reimbursement
mechanisms.
In response to increasing concerns of administrative
costs, the ASB approved a strategic objective to analyse
the Agency’s attractiveness for its customers via
benchmarking and to identify mitigation actions. In doing
so, the Board will be monitoring the Agency’s commitment
to continuously innovate and improve effectiveness and
efficiency. First results will be presented to the ASB in
spring 2022, together with the proposed roadmap to
address findings and make improvements.
In view of the onset of the pandemic, 2020 was an
exceptional year by any measure. Although nothing can
fully replace the benefits of face-to-face interactions
and consultation, I am pleased to report to Council
that we readily adapted at every level within the NSPO
governance community.
We demonstrated resilience in our decision-making by
implementing complementary processes to deal with
the inherent constraints of virtual meetings. By making
full use of informal pre-meetings, exercising out-ofcommittee procedures, and putting multiple comment
periods into place, we were able to maintain and, in
some cases, enhance the information flow between
National Representatives and the Agency.
Building on experience and looking to address the
challenges and opportunities ahead, the focus for the
Board will not change fundamentally. For this reason,
the main topics affecting the organisational viability of
our Agency will be consistently reviewed and updated.
In sum, this Report speaks for itself. Notwithstanding, I am
pleased to recognize both the National Representatives
and the Agency for their unwavering commitment,
commendable achievements and mutual support provided
during this unprecedented year.

INTRODUCTION
NSPA General Manager

I

NATO Support and
Procurement Agency
(NSPA)

am proud of the way
the Agency rose to
the challenge during
a difficult year.

Operational commitments saw a slight increase, from
1.833 BEUR to 1.861 BEUR. The CEPS and NAM
Programmes performed well, flexing their capability and
support to the needs of the NATO Allies and Partner
Nations.

Peter DOHMEN

The extensive programme of infrastructure
modernisation and improvement that yielded $12.5M
in savings and secured $34.7M of NATO Security
Investment Programme (NSIP) reimbursements, is a
clear demonstration that NSPA staff have their NATO
customers at the forefront of their ethos.

The Agency positioned itself well to react quickly to
changing demands and extra support requirements,
demonstrating NSPA flexibility and effectiveness.
Business delivery throughput was maintained at just
over 4 BEUR, demonstrating the value we provide to
our customers and our capability to deliver – even in
challenging circumstances.
The business objectives set by the ASB were met,
despite the constraints placed on our operations by
the pandemic.
The scope of the Agency’s portfolio continues to grow
as we manage new capabilities throughout their Life
Cycle. Older equipment is also being brought into
the support solutions provided by our skilled NSPA
staff, thus prolonging the equipment’s availability and
reducing costs to NATO Allies and Partner Nations.
As the world faced the COVID-19 pandemic, I formed
a team of experts in the Agency to examine how we
could provide ongoing and additional support and
services to our customers.
Through a combination of teleworking, bringing forward
planned investment in Information Communication
Technology, and the introduction of enhanced sanitary
measures and flexible working, the Agency was able to
continue supporting NATO Allies and Partner Nations
providing the same high standards of service. This was
reflected in the sustained level of business throughput
and the level of satisfaction in our customer survey.
In 2020, we therefore continued to support effectively
NATO mutual security and crisis-management
strategy and operations in the Air, Land and Maritime
environments.

In the Compliance domain, the Agency reached two
significant milestones, obtaining ISO 45001 certification
and celebrating 25 years of ISO 9001 accreditation,
putting health and safety at the core of our operations.
Our drive for compliance and assurance will continue to
develop, particularly in light of the global environmental
agenda, while taking into account the need to remain
relevant and affordable to our customers.
Changes in the European Union’s interpretation of VAT
applicability has necessitated additional engagement
with our customers and suppliers, while innovative
tools like the Agency Purchase Card will increase our
responsiveness and provide even more accountability
for the customer.
I am convinced that these milestones will have a
positive impact for our customer Nations from 2021
onwards.
With the increasing complexity of our portfolio and
greater governance and compliance requirements, the
need for a skilled workforce, trained effectively to meet
customer requirements, is more pressing than ever.
I am grateful to NSPO and the ASB for their continued
guidance and direction, ensuring we maintain high
standards and provide value to our customers. I see as
a privilege to lead this excellent team of professionals
at this difficult time.
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GOVERNANCE

Figure 01 - NSPO Governance Structure

T

he NATO Support and Procurement Organisation
(NSPO) Agency Supervisory Board (ASB) is
composed of a representative of each NATO
Nation and it is the sole entity to report to Council on
NSPO activities. Its principal functions are outlined in
the NSPO Charter and include, in particular:
► Providing strategic and operation guidance
through agreements, regulations and directives
that enable NSPA to carry out its mission;
► Monitoring NSPA’s performance against annually
established objectives;
► Approving NSPA’s annual administrative budgets
and personnel establishment; and
► Ensuring compliance with NATO-wide policies.
Decisions of the ASB are reached by consensus. In
order to facilitate the decision-making process, the
Board is assisted by three subordinate advisory bodies:
the Finance, Administration and Audit Committee
(FAA); the Logistics Committee (LOG); and the ASB
Strategic Advisory Group (SAG).

8 ⎮ GOVERNANCE

With the exception of a certain number of organic
capabilities or special projects, programmatic
governance and oversight are typically delegated
to NSPO subordinate governance bodies. These
subordinate bodies are:
► NSPO Support Partnership Committees,
established by the ASB on the initiative of two or
more NSPO member Nations wishing to organise
in common the support and services of specific
activities; or,
► NSPO Programme Boards, established by the
Council to oversee and govern the execution of
the respective multinational Programmes.
At the end of 2020, NSPO included 32 NSPO Partnership
Committees and two NSPO Programme Boards.

NSPO Support Partnership Committees
Constituting an integral part of the NSPO and sharing
in the juridical personality of NATO, Partnership
Committees serve as the backbone within the NSPO
governance structure by overseeing and guiding
the execution of individual projects along a diverse
spectrum of defence logistics, service and procurement
activities and representing 54% of the Agency’s
turnover.
The Partnerships work to enhance service levels,
manage resources, and achieve economies of scale,
providing a valuable tool for those NATO Allies
and Partner Nations choosing to participate. The
Partnership Committee members fund all Agency
activity under their control and self-determine how to
share the costs amongst themselves. With thirteen
new participants acceding within the 32 currently
established Partnerships in 2020, the number of

representatives from NATO and Partner Nations or
from other NATO bodies across these Partnerships
rose to 348.
The importance of these Partnerships is reflected in the
authority they are granted within the NSPO structure.

GOVERNANCE
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The Central Europe Pipeline System (CEPS) Programme
CEPS was established to manage the operation,
financing and maintenance of the CEPS network. As
an integrated cross-border, multi-product petroleum
distribution and storage system, CEPS is NATO’s
largest pipeline system covering 5,279 kilometers
and 36 storage depots. The CEPS Programme has
six member nations: Belgium, France, Germany,
Luxembourg, the Netherlands and the United States is
a user member Nation of the CEPS Programme.
CEPS activities are governed, guided and controlled by
a Programme Board (PB) within the NSPO framework,
where the six Nations are represented.
In 2020, the Board ensured business continuity despite
the pandemic and made several key decisions:
► Approval of revised procedures for the use of
CEPS by non-CEPS NATO Nations entities, which
provided further clarity, ease of use, and a means
to increase the system’s responsiveness.
► Approval of contract authority for the CEPS
Integrated Planning System (CIPS), which aims
at providing better integration of operational
planning and management throughout the CEPS
Programme in the future.
► In the context of increased physical security
threats in France, the Board also agreed to source
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the CEPS Programme Office’s physical security
function exclusively with NATO International
Civilian staff members, thereby overturning a
former decision to outsource completely the
guarding system.
► Finally, the Board called for regular updates on
the CEPS Programme Office’s engagement as an
active member of the NATO Working Group that
is assessing the fuel supply chain to NATO’s east
flank
► As part of its regular responsibilities, the CEPS PB
approved the CEPS budget for 2021, including the
funding for all infrastructure projects that guarantee
the physical integrity of the system.
The Board noted that 2021 will be the start of renewed
negotiations for the 2023-2027 Cost Share Key and
that a clear way ahead for network resilience, including
Information Technology, Operational Technology and
cyber aspects would be submitted for further
decision-making.
In sum, the six CEPS member Nations continued to
oversee CEPS Programme activities effectively within
a solid governance framework and demonstrated
solidarity in commonly contributing to maintaining and
enhancing the Programme capabilities in 2020.

NATO Airlift Management (NAM) Programme
Twelve Nations, including two NATO Partners,
are working together to meet their national airlift
requirements in operating three C-17 Globemaster III
aircraft through the Strategic Airlift Capability (SAC).
The SAC Participants rely on the NAM Programme for
the acquisition, management, and sustainment of
the fleet.
The twelve Nations are represented in two governing
bodies, which are responsible for the guidance and
oversight of the SAC / NAM Programme activities,
namely the SAC Steering Board, which sets the
operational requirements, and the NAM Programme
Board funding and fulfilling these requirements.
Following more than a decade of successful
operations, the Nations in the NAM Programme govern
effectively and efficiently within a mature governance
framework, which proved critical in tackling the effects
of COVID-19 pandemic.
In the spirit of achieving greater flexibility, the
Programme Board approved a revision to the NAM
Programme Specific Financial Rules & Procedures to
include provisions pertaining to crew catering under
COVID-19 restrictions.

The Boards continued to support efforts to enhance
the Programme’s capabilities, notably by approving
the requirement and funding of a Combined Aerial Port
Facility including a Combat Training Area at Pápa
Air Base.
While the Boards decided not to pursue the shooting
range initiative, they focused their attention on the
delayed simulator programme and agreed to consider
the need for additional staff for project management
integration and the day-to-day management of the
simulator, once operational.
Furthermore, the Boards made a number of
key decisions, which will shape the future of
the Programme, such as considering the USAF
Airworthiness Framework as fit for purpose thereby
rescinding a decision taken in 2018 to implement
European Military Airworthiness Requirements
(EMARs).
In terms of maintenance oversight, the Boards
approved the requirement for an on-site Ground
Government Flight Representative (GGFR) at
Pápa Air Base, but will decide on funding options
in 2021, based on the expected Defense Contract
Management Agency Staff Assistance Visit and related
recommendations.

GOVERNANCE
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CORE BUSINESS AND
CAPABILITY DELIVERY

T

he Agency is a no-gain-no-loss organisation,
providing operational and military system logistics
support to NATO Allies and Partner Nations.
It is organised in four business units, Support to
Operations (O), Life Cycle Management (LCM),

the Central Europe Pipeline System (CEPS)
Programme and the NATO Airlift Management
(NAM) Programme. These units are supported
by Procurement, Finance, Human Resource and
Information Technology sections.

Support to Operations
In the Support to Operations area, the Agency has
focused on delivering five of the General Manager
(GM) 2020 Objectives in support of seven of the
Agency Lines of Development (LODs). These
objectives broadly covered routine business in support
of customer requirements, development of NATO
Security and Investment Programme (NSIP) projects,
support to NATO current operations and deterrence
and defence, implementation of Optimisation

Phase 2 and finally continued delivery of NATO
Command Structure (NCS) Adaptation.
Two unforeseen events had an impact during 2020: the
announcement in late February by the United States
of their intent to withdraw from Afghanistan by May
2021, and the COVID-19 pandemic. The overall effect
of these events was a slight increase in Operational
Commitments.

CORE BUSINESS CAPABILITY DELIVERY ACHIEVEMENTS
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Performance highlights
► 103 NSIP projects and 92 national construction
projects delivered.
► 520 Precision Guided Missiles delivered.
► Over 3.000 port calls supported.
► 46 Trust Fund projects completed.
► 698 MEUR of fuel business sales in support of
air, land and maritime operations.
► Business volume increased to 1.83 BEUR.
Figure 2 - Operational Commitments 2016 – 2020

COVID-19 response
Despite the disruption in daily activities, the pandemic led to a surge in medical activity, the use of Random
Brokerage (see Figure 3 below), the use of strategic transportation managed by the Agency, and the use of the
Southern Operations Centre (SOC) to provide NATO deployable infrastructure and stockpiling.
COVID-19 also highlighted the requirement for
resilience and responsiveness, much of which the
Agency was delivering through NATO Command
Structure (NCS) Adaptation. One area impacted by the
pandemic was General Procurement Shared Services
(GPSS), which saw a drop in service throughput.

Figure 3 - Medical and Random Brokerage Commitments 2016 – 2020

Activities in support of current operations and collective
defence were also affected. In particular, the impact on
the provision of fuel in Afghanistan was notable.
The decrease in fuel (by 258 MEUR to 317.8 MEUR)
was also due to falling fuel prices throughout the year.
The combination of fuel requirements in Afghanistan
and lower fuel prices resulted in much of the reduction
in the operational commitments reflected in Figure 2.

Figure 4 - Fuel Commitments 2016 - 2020
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However, there were some notable exercise events:
the Agency supported the United States for Exercise
DEFENDER 20 and successfully executed two Rapidly

Usable Enabling Contracts (transportation and camp
services) on Exercise TROJAN PHOENIX in Denmark.

Engineering and Infrastructure
The delivery of permanent and deployable
infrastructure for NATO Allies and Partner Nations
in support of NATO Deterrence and Defence and
stabilisation operations was also disrupted due to
COVID-19.
However, the overall trend is positive as reflected in
Figure 5 as NATO Allies and Partner Nations continued
to seek support for the delivery of NSIP projects, as
well as for national projects in both construction and
deployable infrastructure areas.

Figure 5 - Construction Engineering and Deployable Infrastructure
Growth 2016 – 2020

Optimisation and Adaptation
Against the background of uncertainty and disruption,
the Support to Operations Directorate completed the
organisational changes associated with the second
stage of Optimisation and will continue to assess the
benefits that optimisation will deliver.

The pandemic also had a major impact on the
continued cooperation with ACO in the delivery of
their requirements for Adaptation, although input was
provided into the revision of the NATO Crisis Response
System Manual, which will be reflected in its 2021
version.

CORE BUSINESS CAPABILITY DELIVERY ACHIEVEMENTS
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Opportunities
As part of Deterrence and Defence, the intent to
improve cooperation with Germany to sustain the Joint
Support and Enabling Command (JSEC) was achieved.
A legal framework is under development and there are
discussions with the aim of progressing a programme
of work. The Operational Logistic Support Partnership
(OLSP) has continued to expand the portfolio of
standing commercial capabilities – global food is in
use by NATO Allies and Partner Nations, a global fuel
contract will be ready in early 2021, the rail feasibility

study is coming to fruition, and a new task for camp
services has emerged.
Concurrently, the OLSP completed the planning for
support to a Non-NATO operation in Mali, in support of
France as the framework nation as part of a coalition
operation. Exercise support is set to expand in Europe
and the signalled drawdown in Afghanistan has raised
the potential for further consolidation of supplies and
services in the Kabul area.

Potential Future Developments
There are risks associated with potential developments
in 2021: if the NATO mission in Afghanistan draws to a
close, then a lack of funding raises the risk to a number
of capabilities that may no longer be sustainable within
the Agency.

for example. The Agency will continue to seek
opportunities associated with the expansion of support
for Non-NATO operations in Africa, including the use
of the Naval Logistics Support Partnership (NLSP) and
other capabilities.

These include airfield services, force protection,
medical and trust funds. Any loss of capability is being
mitigated by embedding various technical expertise into
the Agency’s permanent organisational structure, such
as the development of a Medical Support Partnership

A solution to the COVID-19 pandemic will return
business to normal operations, with the lessons
incorporated into resilience and responsiveness of
the Agency.
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Life Cycle Management (LCM)
Performance highlights
► Over 90 weapon systems supported.
► Over 170 projects managed throughout their lifecycle despite COVID-19 challenges.
► Flagship NATO and national programmes managed.
► Important progress on Alliance Future Surveillance and Control, Multirole Tanker Transport and Alliance
Ground Surveillance.
► Armoured vehicles, ground based air defence, radars, fixed and rotary-wing aircraft, and other key
capabilities delivered and sustained.
► Recognition gained as the potential executing agent for new NATO and national acquisition initiatives in
the Air, Land and Maritime domains.

In the LCM domain, the Agency has focused on the
support of national and NATO capabilities across all
stages of the Life Cycle, from capability development
through in-service support to disposal. The outputs
particularly support the General Manager’s Strategic
Objectives and Agency Lines of Development (LODs).

Recurring themes this year include emphasis on
teamwork, using automation to support efficiency, and
innovative approaches to meet customers’ Life Cycle
Management needs despite COVID-19 restrictions and
challenges.

The emphasis on acquisition and management of
complex and flagship projects has continued and the
Agency is increasingly being recognised, particularly
within the Conference of National Armaments Directors
(CNAD) community, for its expertise in these areas.
This has led to closer Agency involvement in several
important capability development initiatives to address
NATO Defence Planning Priorities and other gaps.
In 2020, the overall operational commitments level
reached 1.87 BEUR (excluding Tiger and A400M).

Figure 6 - LCM Commitments (KEUR)

Capability Development and Acquisition
NSPA programmes have continued to acquire and
manage important capabilities for NATO Allies and
Nations within their own areas of expertise. Additionally,
the Acquisition Planning and Development Office
(APDO) has supported 12 CNAD multinational
initiatives, where the Agency is likely to have a delivery
role as well as provide advice and expertise to NATO
Allies and Agency programmes.
This has enhanced the Agency’s established
acquisition stakeholder network with the CNAD and
with NATO staff, as well as with other agencies and
national staffs.

APDO has also supported the NATO common funded
capability delivery community through available
resources. One major strand of work successfully
completed has been to select a preferred solution for
the Accelerated Interim Multinational Maritime Patrol
Aircraft Solution (AIM2S).
Another major effort has been early engagement and
planning support to the Next Generation Rotorcraft
Capability initiative, which replaces helicopters going
out of service from 2035 onwards.
Other key areas of engagement included Chemical,
Biological, Radiological and Nuclear, Ground Based Air
Defence, and Maritime Unmanned Systems.

CORE BUSINESS CAPABILITY DELIVERY ACHIEVEMENTS
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Flagship Programmes
The Multinational Multi-role Tanker Transport (MRTT)
Fleet (MMF) Programme had a successful year with the
delivery of the first three MRTT aircraft. Commitments
from Luxembourg and the Czech Republic enabled
execution of the option for a ninth aircraft.
The MMF System Management Office’s efficient work
continues with the definition of the Follow-on Support
concept and the contracts required once the Initial InService Support contract ends in June 2022.

Figure 7 - Current and Potential MMF growth

Alliance Future Surveillance and Control (AFSC)
NSPA continues to manage
the concept stage of the
flagship NATO programme
to deliver NATO surveillance
and control capabilities once
the NATO Airborne Early
Warning and Control System
(AWACS) fleet goes out of
service in 2035. High-level
technical concepts (HLTCs) were delivered through the
first industry contracts, with a NATO-wide

team from NSPA, Bi-Strategic Commands, the NATO
Communications and Information Agency (NCIA), and
NATO Science and Technology Organization (NSTO),
supported by national Subject Matter Experts, all of
whom rigorously reviewed and assessed the concepts.
The CNAD has agreed that three high-level
approaches will be developed further and analysed
through Risk Reduction and Feasibility Studies (RRFS),
which will lead to a final technical concept to inform
future capability development and potential acquisition
programmes.

Alliance Ground Surveillance (AGS)
The last of the five Global Hawk aircraft arrived in
Sigonella, Italy, in November 2020. The complete AGS
system will provide a key NATO-owned and operated
Joint Intelligence, Surveillance and Reconnaissance
(JISR) contribution. The Agency is working with the
NATO Alliance Ground Surveillance Management
Agency (NAGSMA), as the AGS acquisition Agency,
and the NATO AGS Force (NAGSF) on asset-by-asset
handover of the AGS Core System to the NSPO AGS
Support Partnership (SP).
NSPA has also been instrumental in establishing
the full range of In-Service Support (ISS) contracts
for activation in September 2021, once NAGSMA’s
Initial In-Service Support Contract ends. Additionally,
NSPA contracted a variety of other services, training,
acquisition, and sustainment contracts in support
of the capability.
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Capability Sustainment and In-Service Support
Air Surveillance and Ground Based Air and Missile Defence Systems
NSPA delivered support to over 60 long-range air
surveillance and early warning radars, completed key
radar upgrade projects for Norway and Iceland, and
awarded new Performance Based contracts for support
to fixed radars in Lithuania and the NATO Deployable
Air Defence Radars (DADRs).
The Agency’s support also made significant progress
in the development of its Air Defence Radar testing
capabilities through successfully demonstrating
the Tactical Ballistic Missile Defence (TBMD) Test
System, enhancing electronic protection measures,
and establishing IFF Mode 5 testing and certification
capability. The latter is key to assisting Nations in
fulfilling NATO Allies and Partner Nations certification
requirements. NSPA renewed its agreement with
OCCAR for the logistics support of the
Counter-Battery Radar (COBRA) for 2021-25, and

the overhaul of HAWK equipment for Romania was
completed successfully, prompting Bahrain to task
the Agency with the overhaul of its HAWK ground
equipment.
COVID-19 triggered innovation with the development
of remote methods for Norwegian Advanced Surface
to Air Missile System (NASAMS) troubleshooting and
repair, as well as for Radar System Performance
Checks.
NSPA also prepared the delivery of the PATRIOT
Missile System support for new Support Partnership
(SP) Nations while increasing stock levels for current
members and contracting for some significant
upgrades. A particular achievement was the award of
the contract for upgrade and recertification of German
missiles.

Cryptographic, Communications and Electronic (CCE) Equipment Support Partnership (SP)
CCE Equipment SP grew with the participation of the
NATO Special Operations Headquarters (NSHQ) and
Romania joining the Partnership. Of particular note
was the delivery and installation of Electronic Counter
Measures systems into 977 Afghan National Defence

and Security Force vehicles, and the delivery of 2,633
Handheld Metal-Mine Detectors; protecting Afghan and
Allied forces against Improvised Explosive Device (IED)
threats.
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Air Domain
The Agency continued to sustain NATO’s Airborne
Early Warning and Control (NAEW&C) aircraft. This
included applying US Foreign Military Sales (FMS) to
arrange aircraft and system repair and maintenance as
well as increased provision of spares.
A considerable achievement was finalising the Request
for Proposal for the new MG2022 contract to ensure
AWACS support for ten years from 1 January 2022.
Close teamwork with NAEW&C Force HQ and IAMCO
(the AWACS prime contractor) by the Agency was key
to this success, and the establishment of an Integrated
Material Management Cell at Geilenkirchen staffed by
both NAEW&C and NSPA personnel has reinforced the
whole-team approach.
In addition to these activities, the Agency continued to
provide Base Support for the Force. Essential support
and services continued to be provided to a wide range
of other fixed wing aircraft and engine types including
full aircraft repair and overhaul, engine repair and
overhaul, aircraft and systems upgrades/modifications,
Ground Support Equipment (GSE) procurement, and
training support.

NSPA also provided Depot Level Maintenance and
structural repair for various C-130 aircraft types, and a
major project to recover a long-term grounded A-319
aircraft was concluded successfully.
In the Rotary Wing domain, NSPA supported a
wide range of helicopter types, and the portfolio of
maintenance services and the range of engine types
supported were increased.
A particularly important achievement was the delivery
of overhauled Mi-17 helicopters to Afghanistan where,
to overcome the challenges of sourcing material
and services from approved Original Equipment
Manufacturers, the Agency established a new contract
with Ukrainian industry for scheduled maintenance
services. Another achievement was the contracting of
helicopters for Southern Europe’s firefighting activities.
NSPA also contracted underwater escape training
and flight simulator training, and made progress in the
NH90 Full Mission Simulator procurement. Sonobuoy
supply via Outline Agreements continued to provide
value for NATO Allies and Partner Nations, with
expansion expected in 2021.
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Land Domain
A new Industry Support Service contract was also
brokered for Germany and the Netherlands to enhance
the operational availability of their vehicles.
Considerable upgrade work was conducted for
PzH2000M, with more planned. This included the
successful completion of the Italian modification
programme for crew safety and operation under
severe climate conditions. New electronic architecture
upgrades, as well as a new ballistic computer and
modern displays, are also in planning.
NSPA support to more than 1,200 BOXER armoured
vehicles is expected to grow after the United Kingdom
joined the Support Partnership (SP) in 2020.
A System Management Group (SMG) was established
to provide integrated and efficient through-life support,
and an innovative outline agreement was created to
increase efficiency through automation of the Boxer
Supply Chain.

Additionally, the Agency completed the modernization
of BPz2 Recovery Vehicles for Lithuania, which will
expand their capabilities to support PzH2000. Progress
was also made on important Land Combat Vehicles
acquisitions, such as the planned procurement of
two types of Tactical Logistic 4x4 shelter / container
transports and the future delivery of Ultra-Light Tactical
Vehicles for the United Kingdom’s newly established
Royal Marine strike company.

Rockets and Missiles
update programme of their STINGER missile inventory
to extend the life of the system beyond 2035.
A new Industry Support Service Outline Agreement was
also established to support fleet availability for MultiLaunch Rocket System-Evolution (MLRS-E) Nations,
and the Agency successfully designed, produced,
installed and tested a major Automotive Safety
modification for the United Kingdom’s MLRS launchers.

An important innovation to support the AIM-120B
Advanced Medium Range Air-to-Air Missile (AMRAAM)
was the establishment of a “depot-in-box” contract
for the ten SP Nations. This concept provides user
nations with support from global spares kits to replace
failed missile sections/parts thereby improving spares
availability, reducing obsolescence and decreasing
repair turnaround times.
With NSPA enabling, Germany, Italy and the United
Kingdom have agreed to cooperate in a common

The Unmanned Aerial Systems (UAS) SP continues to
grow successfully, with an increasing range of systems
supported and the United Kingdom joining the SP, and
transition of the SP to the LQ (AGS) Programme will
consolidate key competences to support national and
NATO requirements.
In other innovative work, the Agency awarded the
Demilitarization, Dismantling and Disposal (D3)
contract for 500 M113 Armoured Personnel Carriers
(APC), and completed the 483 Leopard 1 Main Battle
Tanks D3 contract, both of which generated revenue for
NATO Allies and Partner Nations.
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Life Cycle Management Services
NSPA continued to support the NATO Depot &
Support System (NDSS), providing reliable NATO
asset management and control in dispersed locations,
including Afghanistan. The community grew with the
addition of three new locations. AC/135 Codification
continued with work starting to modernize the NATO
Codification System that supports the Codification
Bureau of 63 Nations and 770 industrial partners.

Additionally, the Agency’s NATO Reference Laboratory
achieved the last ISO/IEC 17025:2017 accreditation
to enhance further the Capellen and Geilenkirchen
calibration laboratories essential, continuous support to
customers. An efficient joint approach was established
to meet the calibration requirements of both the
NAEW&C and MRTT Fleets.

Automation
NSPA continued to provide fully automated and
integrated standardized materiel management and
supply chain management services connecting
customers and contractors for NH90 and Tiger
helicopters, A400M aircraft and AGS.

This capability was extended to BOXER. This was
the first time this concept was applied to land-based
systems, demonstrating clear potential to successfully
consolidate support to other NSPA-supported systems.
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Central Europe Pipeline System (CEPS)
Performance highlights
► 9.5 Mm3 of fuel transported (74% of pre-COVID-19 estimates).
► Operational revenues of 92.864 MEUR (79% of forecasted budget).
► 98.5% net system storage use (around 886 573 m3 per month).
► 46 CEPS infrastructure projects completed and formally accepted.
► 84 modernisation projects (32 MEUR) funded by the Programme.
► 32 modernisation projects (8.5 MEUR) funded by NSIP.
► 335 ongoing projects oversight (253 MEUR).
The CEPS Programme effectively achieved the 2020
NSPA Strategic Objectives.
The COVID-19 pandemic emerged, with its potential
to disrupt pipeline operations, and customers shifted
focus to medical supplies and the critical elements of the
strategic supply chains.

increase its throughput capacity. Increased stakeholder,
and particularly customer, communication and integrated
forecasting, facilitated unanticipated demand volume
adjustments and commercial policy implementation
predictability for 2020 and assurance for 2021.
The Programme is also an active partner in the NATO
HQ led assessment of the fuel supply chain to NATO’s
east flank, exchanging views with various stakeholders
in an initial analysis phase. The Enterprise Resource
Planning (ERP) SAP platform was also enhanced to
facilitate further integration and compliance across the
Programme, and the risk management system was
improved by increasing the breadth and depth of its
CEPS-wide risk matrix, while including Programme
Office specific risks.
Key Performance Indicators were complemented by
the customer satisfaction survey fielded in November,
and after a year of significant and resource-intensive
improvements. The CEPS Programme Office received
ISO 45001 (Occupational Health and Safety (OH&S))
certification at the end of 2020.

Figure 8 – CEPS Revenue Overview 2016-2020

To maintain 24/7 operations and successfully deliver
on short-notice changes in customer demand, the
enterprise rapidly adopted safety protocols, work
methods, operating procedures, and communications
networks at all levels.
The Programme continued its leading effort of financing
and implementing key infrastructure projects to sustain
the resilience of its physical and cyber networks, and

Looking forward, through its five main lines of effort
(non-military use, infrastructure modernisation,
Enterprise Resource Planning (ERP) integration,
physical and cyber security, and retention and training
of the workforce), the CEPS Programme will continue
with its successful support to NATO’s operational military
requirements and readiness.
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NATO Airlift Management (NAM)
Performance highlights
► The operations of three C-17 Globemaster III aircraft on behalf of the 12 participating SAC Nations
supported with more than 2.000 flying hours achieved.
► Mission Capability average of over 83%, exceeding the worldwide C-17 fleet standard of 75%.
► Dutch Search & Rescue unit and 14 tons of lifesaving equipment transported to Lebanon as a life-saving
emergency response.
► Six COVID-19 Emergency Response Missions (ERM) executed transporting tons of personal protective
equipment and essential medical supplies.
► Completion of the $53.8M Infrastructure Development Plan, delivering on time with $12.5M in savings and
securing $34.7M of NSIP reimbursements to the SAC Nations.
The NAM Programme continued to deliver reliable and
responsive support to the Heavy Airlift Wing (HAW), the
military operator for the Strategic Airlift Capability (SAC),
maintaining high levels of customer satisfaction.
The SAC fleet of three C-17s successfully completed
its 11th year of operations with high aircraft availability
rates and a fleet leading Mission Capability rate, which
added weight to participating Nation discussions on the
extension of the SAC Program beyond the 30-year initial
agreement.
Furthermore, the Agency is investigating the feasibility
of increasing activities at Pápa Air Base as a NATO
logistics hub in the South Eastern region.

SAC member Nations turned to the HAW to execute
ERMs for pandemic relief operations and to the Lebanon
emergency search and rescue support.
The SAC-NAM team operated under restrictive
pandemic protocols to complete the six COVID-19
missions to transport equipment and medical supplies.
NAM also continued to make improvements to the Pápa
Air Base infrastructure and SAC facilities, delivering the
projects on time and under budget. This work included
a Combined Aerial Port Facility, a Foreign Military Sales
(FMS) contract to construct a C-17 Weapon System
Training Center, renovations to the base running track
and significant improvements to the air base’s roads.

Figure 9 - SAC Mission Capable (MC) % Rate
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BUSINESS SUPPORT PERFORMANCE
Procurement

T

he 2020 NSPA Procurement objectives were
focused on the optimisation of the function and
its processes, and a significant update of the
working instructions.
The organisational optimisation established two
dedicated procurement Divisions, one providing
support to the LCM Business Unit and the NAM
Programme and another to the Support to
Operations Business Unit.
The Agency Purchase Card Project pilot phase was
completed with deployment across the Agency.
The results of the pilot were very positive, and the
Agency expects the wider rollout to deliver improved
responsiveness in the management of low value, low
criticality transactions below 10,000 EUR.
The award of an Outline Agreement in July for the
supply of spare parts leveraging the S2000M Electronic
Data Interchange standard to a major Original
Equipment Manufacturer (OEM) for a land system is
another major step toward the dematerialization of
Supply Chain Management processes. This innovative
use of a system designed for aeronautics equipment in
the land domain has the potential for much greater use
in the future across all domains.
The adoption of new methodologies, such as the
competitive dialogue or increased frequency of use of
the best value procedure, paved the way for a major
update of the NSPA Procurement Instruction.

The competitive dialogue with industry in the
Accelerated Interim Multinational Maritime Patrol
Aircraft Solution (AIM2S) project enabled the Agency
to assist NATO Allies in identifying a preferred Aircraft
type to support the new capability.
In addition, the Allied Future Surveillance and Control
(AFSC) project team was awarded the Contracted
Engineering Support after a competition conducted
under the Investment Programme procedure. The
Agency also prepared the Risk Reduction and
Feasibility Studies for the AFSC, which will contribute
to the International Competitive Bidding in June 2021.
Finally, the acquisition of a ninth MRTT Aircraft further
demonstrated the success of the project.
The COVID-19 crisis has had a direct impact on the
organisation of National and Capability Based Industry
Days, as most events were cancelled before being
held virtually. Nevertheless, the productivity of the
vast majority of the procurement staff embedded in
programme offices was maintained with the level of
commitments similar to 2019.
The global response to the pandemic also saw a surge
in requirements for personal protective equipment
and medical equipment, all of which was sourced
under challenging conditions. Stretched supply chains
tested the flexibility and ingenuity of Agency staff
and encouraged new levels of collaboration with the
Luxembourg transport network.
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Competition Advocate
The Competition Advocate ensures the integrity and
ethics, and propriety of acquisition actions of the
Agency, and that the Agency adheres to Procurement
regulations and recognised Best Practices. The focus
for 2020 has been to increase awareness of ethics
and standards of behaviour, and arbitration when
stakeholders and providers raise disagreements.
An increase in communication and inclusion with
stakeholders has improved dialogue and awareness of
potential processes and procurement improvements,
and of pathways to encourage greater competition to
improve choice and value for customers.

A rise in claims from industry created the conditions
to further improve procurement and contracting,
providing customers with assurance that lessons are
being integrated into the Agency’s business through
communication and training.
As a result of the feedback received from discussions
with industry, procurement cross-functional awareness
must be deliberately raised to ensure the customer
receives the best solution for the best value through the
right procurement ethics and processes. Training and
understanding in the Agency increased, strengthening
foundations that will be improved upon over time.

Finance
In 2020, the Agency’s total financial operations
business turnover reached 4.162 BEUR, representing
a consistent performance relative to the previous year
of 4 BEUR. Operational business turnover represents
direct purchases by customers, facilitated by NSPA
operations, services and processes.
Over the last five years, the Agency’s operational
commitments have increased constantly and were
21% higher in 2020 compared to 2015. This growth
demonstrates the attractiveness of the Agency and
the continuing trust customers have in its services.

The Agency’s internal administrative costs for delivering
goods and services to customers were 202 MEUR in
2020 (183 MEUR in 2019).
The Agency’s internal administrative costs have risen
by 49% since 2015, compared to the aforementioned
increase in total operational turnover of 21%. Almost
70% of the Agency’s administrative costs represent
direct support to operational activities while the
remaining costs provide indirect support for operational
activities.

Figure 10 - NSPA total operations business turnover 2015 to 2020
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Audit opinions on the NSPO 2019 Financial Statements
For the second year in succession, the International
Board of Auditors for NATO (IBAN) issued an
“unqualified audit opinion”, confirming that in all
material respects, the financial transactions and
information contained within the NSPO Financial
Statements for 2019 were in compliance with the NATO
Financial Regulations.
This shows that the Agency is successfully embedding
changes made to the Agency’s financial governance
following the revision of the NSPO Financial Rules and
Procedure in 2017.

In addition to the unqualified opinion on compliance, for
the second year in succession, the Agency received an
“unqualified audit opinion” on the numbers presented in
the NSPO Financial Statements for 2019.
The IBAN made two new recommendations in its 2019
audit report. The IBAN considered that the Agency has
cleared three of the eleven recommendations that it
was tracking from its 2018 and previous years’ Audit
Reports.

Cost Analysis Mechanism
The Agency provided a comprehensive overview of
the Cost Analysis mechanism and revisited
the principles of the indirect administrative cost metric.
This resulted in an improvement on the costing
process, providing better visibility on the evolution of
the indirect administrative costs, and will benefit

Allies with ongoing awareness of NSPA process
transparency. NATO Allies reinforced and re-validated
the costing process, which promoted further oversight
and control over the Agency’s costs and ensured it
continues to offer customers and Nations good value
for money and relevance.

European Union VAT Directive
Following the recent amendment of the European
Union VAT Directive, the ASB tasked the Agency to
examine the implications of the amendments on the
Agency’s activities, particularly in relation to how
Nations interpret and apply the Directive.

A VAT number was communicated to certain vendors
so that outstanding cases could be effectively resolved.
The resulting declarations allowed the European
Union to have an end-to-end visibility of all taxable and
exempt transactions.

In order to assist the Agency’s vendors and customers
to comply with the EU VAT Directive and individual
Nations’ regulations, the use of a VAT number was the
only viable solution.

The Agency launched a working group to manage the
VAT-implementation project. This included adaptation
of its SAP system so that invoices can be generated
automatically with the correct VAT information and
adapting accounting procedures.

Further Implementation of Internal Financial Control
The Agency’s Finance function pursued the
development and implementation of a structured
system of internal control based on the principles laid
out in the NSPA Internal Control Framework.
Notable improvements have been made in the
documentation, risk analysis and control identification
across all key processes as well as risk-based testing
of controls.

The enhanced programme of testing revealed no
material control weaknesses and as a beneficial
corollary, the overall level of Internal Control awareness
of Finance and Agency staff has been significantly
enhanced.
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Human Resources
The Human Resources function’s primary focus was
resourcing the Agency and aligning Human Resources
and procedures to enhance recruitment.

new hires, 36 internal promotions and 32 internal lateral
transfers. At the same time, 73 staff members left the
Agency, which reduced the net increase to 35 staff.

The Organisation and Personnel Establishment (O&PE)
target was developed in accordance with the forecasted
business growth: a total of 82.5 additional positions
(59.5 directly funded and 23 indirectly funded to support
the Divisions’ increased business demands) with an
establishment increase to 1,559.5 posts by the end of
the year.

Recruitment activity was notably impacted by the
COVID-19 pandemic. The rapid adoption of virtual
interviewing, via Skype and Webex, reduced
interviewing challenges, enabling the continued selection
of high quality candidates.

An initial vacancy rate (excluding blocked positions) of
11.94% was reduced to 10.28% by the end of 2020,
which continues to close the capability gaps that peaked
in 2018. The Agency aimed to recruit for 162 vacancies,
and achieved 108 NATO International Civilian (NICs)

The internal mobility measures instigated in 2020
resulted in a higher ratio of external recruits versus
internal transfers (61% compared to 57% the previous
year). An e-Recruitment application was implemented
along with a new Recruitment website and Employer
Branding strategy, which lead to a proportional increase
of 28% in received applications.

Figure 11 - O&PE vs Employment evolution between 2015 and 2020

A separate Luxembourg salary scale applied to A and
L grades in January 2020 increased the attractiveness
of the Agency as an employer, and this was further
enhanced by the announcement of the implementation
of the Single Salary Spine on 1 April 2021, which will
improve the salary situation for B and C grades.
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Flexible working and teleworking further enhances the
Agency’s proposition as a modern and competitive
employer. A key issue is the challenge of obtaining
timely security clearances for successful interviewees.
Sometimes this can take more than 12 months.

An expected increase in the number of retirements in
the next few years will further influence recruitment.
The Agency has implemented measures to mitigate the
increase in forecast open positions, while still aiming for
a target 5% vacancy gap by the end of 2022.
A cost-neutral reorganisation of the HR Division took
place in favour of the recruitment team, the selection
process was enhanced by streamlining the pre-selection
criteria, and the outsourcing of part of the pre-selection
process has been approved.

The Agency’s yearly sick leave ratio has shown a
slight decrease with an overall rate of 4%. In light of
the COVID-19 pandemic, which has seen restrictions
on visits to doctors and an increase in teleworking, the
Agency refrains from drawing conclusions on the above
result and sees this figure as an exception.
Overall, training activity decreased but essential online
training was prioritised towards the maintenance and
development of core outputs and capability.

Information Technology
At the beginning of 2020, NSPA’s Information
Communication Technology (ICT) organisation
transformed into the new planned structure. This
enabled greater responsiveness. To ensure business
continuity during the COVID-19 pandemic, a dramatic
shift in ICT services enabled teleworking.

This was achieved using approved funding for laptop
and PC replacements and the realignment of other
funding resources to address this urgent requirement.
Key for this process was the introduction of a new NATO
UNCLASSIFIED VTC solution, security accredited and
used from the NSPA network.

Figure 12 - VTC Service Units During 2020

Compliance was also improved for the long term
with the rollout of an Agency secure digital signature
solution. This provided legally recognised standards and
guaranteed that a document created and / or processed
remains unaltered.
The key Service Level Agreement for Availability, of
98.00%, for customers’ and partners’ Business Process
Applications in 24/7 operation, was exceeded at 99.33%.

Keeping NSPA networks secure remains a top priority,
as per the enterprise-level Agency risk ‘Information or
System Loss through Cyber Attack’.
Penetration testing and greater measures against
increasingly sophisticated threats demonstrated the
effectiveness of the NSPA Cyber Protection Adaptation
Plan, which also gives customers and providers
assurance for e-Business availability and protection
against crime and espionage.
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Figure 13 - Cyber Defence Trends

Initial steps were also taken on development of the Agency’s future ICT architecture. The replacement of the SAP
Enterprise Resource Planning (ERP) system will ultimately create better value and support to customers and
stakeholders (2020 Business Plan Objective A2.14).
Notable achievements in 2020 included:
► The Allied Ground Surveillance Logistics
Information System (ALIS) for AGS provides
accounting for all the AGS Core assets.
► The NATO Logistics Stock Exchange (NLSE)
enabled strategic acquisitions in response to the
COVID-19 crisis, and a 5th Generation NLSE
platform is also being developed.

► One of the two Luxembourg Data Centres was
upgraded to increase resilience of the ICT
infrastructure and contributes to preparedness
under NATO Command Structure Adaptation.
► Successful collaboration with Citibank as
part of the Purchase Card Pilot Project. This
innovative capability will increase efficiency in the
procurement and payment processes in line with
the Agency’s overall drive to optimise efficiency.

► Multi Role Tanker Transport (MRTT) end-user
IT capabilities were developed further to allow
integration with Airbus DS (ADS) SAP system.
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SERVICES AND MANAGEMENT SUPPORT
ACTIVITIES
Business Development and Customer Satisfaction

D

uring the planning for execution of Business
Development funding, ambitious operations
projects had been envisaged to further develop
the fuel and warehousing business areas.
The remainder was to be used to fund ad-hoc business
development activities. However, the pandemic
disrupted these plans and as a consequence the
overall expenditure was reduced, with the fuel and the
warehousing projects deferred until 2021. COVID-19
restrictions meant that only 10% of the LCM planned
budget was used.
The areas addressed included Battle Decisive
Munitions, Naval support, Ground Based Air Defence,
D3 and Life Cycle Costing. Business development
activities continued virtually through the Acquisition

Planning and Development Office (APDO) and Life
Cycle Management (LCM) staff.
Following the successful trial in 2019, the Agency
launched a full-scale customer satisfaction survey
in 2020. The overall result showed a good level of
satisfaction with customers expressing appreciation
for staff skills, attitude and spirit, and the Programmes’
performance.
Four main areas for improvement were responsiveness
and speed of support; efficiency and costs; stove
piping; and customer perception of slow decisionmaking. The Agency is addressing these areas through
an internal programme of works included in the 2021
Business Plan and the Strategic Direction 2021-2025.

Corporate Communications and Stakeholder Engagement
This modernization and alignment included the
publication of over 100 news articles. The new
website obtained over one million views and over 210
thousand new users in just a few months. The CCO
also launched two new NSPA official channels (Twitter
and YouTube), and the Agency’s LinkedIn footprint saw
further growth.

The Corporate Communications Office (CCO) joined
the ONE NATO Brand initiative and performed a
full rebranding in record time, becoming the most
advanced NATO entity in implementing the ONE NATO
Brand Strategy.
This involved changing the logo, producing a brand
guidance and review all printed and digital publications.
Concurrently, the new NSPA website was launched.
This resulted in a dramatic improvement of brand
awareness of the Agency.

Stakeholder communication featured too, exploiting
avenues despite the COVID-19 restrictions. Twentyeight official visits took place, mostly virtually after the
beginning of the year. Five official contract signature
ceremonies and three key communication campaigns
were delivered effectively, including (COVID-19)
#StrongerTogether, Multinational MRRT FLEET (MMF)
and NATO Alliance Ground Surveillance (AGS).
Internally, over 360 news articles were published on
the NSPA’s intranet system (Goldmine), the COVID-19
repository and information area were accessed
extensively, and over 10 management videos were
produced. In addition, the CCO provided key support
to ISO 45001 certification and other Governance and
Compliance activities.
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CORPORATE COMMUNICATIONS OFFICE
How we added value to NSPA in 2020
ENHANCING NSPA BRAND & REPUTATION
ONE NATO BRAND - NSPA REBRANDING
CCO joined the ONE NATO Brand initiative and performed a full
rebranding in record time, becoming the most advanced NATO entity in
implementing the One NATO Brand Strategy.
NEW NSPA WEBSITE
NSPA external image has dramatically improved with the launch of a new website, with a complete new design, new
features and functionalities and updated content.

,
,
views
210,000 users (200,000 new)
100+ Articles published

REACHING KEY AUDIENCES & NSPA STAKEHOLDERS
ESTABLISHING PRESENCE ON SOCIAL MEDIA

ATTRACTING POTENTIAL EMPLOYEES

We launched two new NSPA official channels:
Twitter & YouTube
We continued growing on LinkedIn.
ENGAGING WITH KEY DECISION MAKERS

,
new followers (200% increase)
300% more engagement (comments, likes)
125 posts in 2020
VISITS & PROTOCOL

,
,
impacts/month
Followed by Nations, NATO key accounts
and other key stakeholders
200 posts published in 2020

28 official visits. In person and virtual
5 Official contract signature ceremonies

Did you know? Xavier Bettel explained that he saw an NSPA tweet showing the support provided to Ex
Defender 2020 with CP156 and had the idea to ask NSPA for support during COVID-19

SUPPORTING BUSINESS GROWTH
NSPA was mentioned

10,700+ in the media

SUPPORTING MANAGEMENT

Key 2020 Communications Campaigns:
COVID-19 Support #Strongertogether
Multinational MRRT FLEET (MMF)
NATO Alliance Ground Surveillance (AGS)

ENHANCING INTERNAL COMMUNICATIONS
GOLDMINE
360+ News published
Creation of COVID-19 Repository & information
Production of over 10 management videos
Key support to ISO 450001 certification
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Presentations & briefings
Operating Instructions & Point Papers
COVID Brief analysis & presentations
Ad-hoc communications campaigns
News awareness & analysis

Optimisation
Following the ASB’s approval of the Agency
Optimisation Phase 2 (OptP2) concept in December
2019, the Agency continued to make progress in
optimisation with the goal to achieve more with existing
resources. To support this aim, the Agency developed
25 optimisation initiatives focused on enhancing
effectiveness; managing growth and complexity;
improving efficiency and creating synergies through the
refinement of the organisational construct.
The initiatives are designed to ensure the Agency is
optimally configured to enable NATO priorities, including
NATO Command Structure (NCS) Adaptation and
Capability Delivery, whilst being cognisant of operating
in a resource-constrained environment. The proposals
have been developed to be budget neutral for
the Agency.
Through the course of the year, all proposed
optimisation initiatives were progressed through a
structured implementation plan.

This activity was led by the General Manager,
and was reflected in the 2020 Business Plan, with
delivery monitored through the Business Planning
Implementation Review (BPIR) tool.
In many cases, these initiatives have involved
changes to the O&PE, and OptP2 related proposals
were incorporated in both the 2020 and 2021 O&PE
proposals. As agreed in the OptP2 concept, the 25
initiatives will be implemented by the end of 2021, with
status updates provided to the ASB in the spring cycle
as required.
Each initiative will conclude with the completion of a
standardized evaluation report focused on benefits
realization, which will be completed by initiative owners,
with an overall OptP2 evaluation report provided to the
ASB at the end of the process (planned in Q2 2022).

Performance monitoring
The Agency has been monitoring performance through two main tools: BPIR and the GM Dashboard.

BPIR
The progress towards accomplishing the business
development initiatives has been constantly monitored
through the BPIR process. The Business Plan 2020
and the 15 LODs from the Strategic Direction defined
activities for the year. Their performance status was
reviewed by the Agency Executive Management Board
(EMB) on a quarterly basis, which assisted the EMB

GM Dashboard

in tracking the status of each objective and taking
the appropriate actions as needed. As a result of this
process, 82% of BPIR 2020 activities were completed.
An overview of the BPIR process is shown below. This
status report of the 2020 GM Objectives also facilitates
preparation of reporting for the NSPO Strategic
Advisory Group (SAG) in the spring 2021 cycle.

Figure 14 - BPIR Process in 2020

The new General Manager Dashboard tool that tracks
43 Key Performance Indicators (KPIs), 25 of which
are automated KPIs, was rolled out and is in use.
The dashboard is updated on a monthly basis with an
analysis report issued to the EMB every month.

This enables the close monitoring of business
performance and supports the decision to take
preventive and corrective action where the KPIs have
not met their targets.
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COMPLIANCE

T

he Agency has continued to focus on increasing
the level of maturity of its system of internal
control, further ensuring alignment with the
principles of the NSPA Internal Control Framework.
In order to foster consistent implementation and to
increase awareness further of the importance of an
effective Internal Control program, the Agency updated
both its Operating Instruction and its Operating
Procedure to provide guidance to all staff. Additionally,
the Risk and Control Matrix, which supports the
establishment and monitoring of the system of Internal

Control in each Functional Area, has been refined and
enhanced in Finance, improving the link of internal
controls to risks and objectives.
Integration of Assurance functions of the Agency,
notably Internal Control; Risk Management; Quality
Assurance; and Process Management, began, creating
synergies and reinforcing the importance of integrated
compliance. It will provide greater effectiveness of
NSPA’s system of internal control in responding to
existing and emerging risks.

Internal Control
The Agency’s Finance function pursued the
development and implementation of a structured
system of internal control based on the principles
described in the NSPA Internal Control Framework.
To keep raising the level of control and risk maturity
in the Finance area, notable improvements were
made in the documentation, risk analysis and control
identification across all key processes.
As a result, a comprehensive Risk and Control Matrix
was developed for all Finance areas and the directorate
implemented a risk-based testing of controls. This
enhanced programme of testing was comprehensive
as it includes tests on specific.

Finance processes but also tests on selected
transactions, which are reviewed throughout the
process.
Areas of responsibility outside the finance area such as
logistics and procurement were also included. While no
material weaknesses were identified, testing activities
identified areas of improvement in the design and
effectiveness of internal controls, and opportunities for
increased efficiency.
Additionally, the overall level of Internal Control
awareness of Finance and Agency staff was
significantly enhanced because of the increased focus
on internal control.

Quality Management
COVID-19 had a significant impact on the Quality
Management System (QMS) in 2020. Travel
restrictions, limited physical access to companies and
reduced capacity to meet with stakeholders, including
NATO Quality Assurance Authorities, required the
application of an alternative implementation of the
2019-2020 NSPA Quality Plan. This included remote
audits and virtual training.

The correct QMS audit methods were adapted even
further, leading to the full completion of the Quality
Evaluation plan.

However, NSPA successfully passed the 2020 ISO
9001:2015 surveillance audit, demonstrating the
positive adaptation and the continuous sustainment of
the QMS. As a result, NSPA celebrates 25 years of ISO
9001 certification at Capellen, providing customers the
knowledge that the Agency’s quality is assured.

This context strengthens the need for sufficient and
qualified Quality Focal Point (QFP) resources at
Programme level to ensure proper risk mitigation during
the preparation of Statements of Work and the contract
execution.
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Specific attention was paid to assessing the risks
related to products and services acceptance
processes, and to the reduced physical presence of
Government Quality Assurance Representatives.

The minimum resources are identified in the O&PE
2021 proposal. Concurrently, the Quality community
has been heavily involved in the implementation of
ISO 45001 Occupational Health and Safety System
(OH&S).

They provided Management System expertise to
the OH&S Community, reviewing OH&S prescriptive
documents (to ensure alignment with the QMS),
implemented POD OH&S system activities across the
Capellen site, and provided ad-hoc advice to the whole
of NSPA.

Risk Management
Risk Management process maturity and risk registers
in support of the GM Objective C1-1 were one of the
key issues the Agency focused on in 2020. This was
also a key element of the ISO 9001:2015 annual
review process that occurred in the first quarter of
the year and supported the Occupational Health and
Safety preparations for ISO 45001 accreditation. Once
again, a ‘very good’ assessment was received for risk
management within the Agency.

The Agency manages an average of 650 risks at any
time, distributed across all business and support units
and at levels from GM, through Director, Programme
Manager and Project/Process levels.
These risks inform the Enterprise Risk Register, which
is jointly managed by the ASB and NSPA. An annual
report of Enterprise Risk Management is provided
to the ASB showing status of risks, risk maturity and
effectiveness.

Internal Audit
The Auditor General Office has consolidated the
significant changes introduced since the arrival of the
new Auditor General in September 2017.
In October 2020, following an external assessment, it
was confirmed that the Auditor General Office complies
with the International Standards for the Professional

Practice of Internal Auditing (Standards), promulgated
by the Institute of Internal Auditors.
Reports on compliance, performance (effectiveness,
efficiency and economy), internal control systems and
risk management were also released.

Legal
The Office of the Legal Advisor had a successful year.
In addition to its regular workload, it completed several
projects of strategic importance.
In coordination with the Financial Controller and the
Procurement Directorate, the Office developed a
strategy aimed at implementing a holistic VAT system.
Several outstanding VAT claims were resolved and, in
conjunction with the Support to Operations Directorate,
legal instruments required for the deployment of a team
to Mali were drafted.

Furthermore, in coordination with the Competition
Advocate, HRE, the Internal Control Officer and the
Security Office, the Office contributed to six chapters
of the new HR Manual including, most notably, integrity
and ethics and investigations; and assistance was
provided for the Agency’s Human Resources review.
Finally, the Office successful represented the Agency
in several NATO Administrative Tribunal sittings that
involved labour law disputes.
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Security
Security planning was dominated by the COVID-19
pandemic, with its impact on personnel and the
delivery of security-related projects. Agile planning
and communication created close cooperation with
the Luxembourg government’s Defense department
and Warehouses Service Agency, allowing the NSPA
guard force to operate at a reduced footprint.
Site security in Capellen was also significantly
enhanced through the replacement of its
Physical Security Control System with the latest
encrypted technology.
Systems deployed to manage security at the main
entrance were also improved and integrated further, to
assist security guards in managing access.

A new firearm was procured from Heckler & Koch and
a Vehicle Scanning Portal was successfully installed
to mitigate security risks associated with the Capellen
SIP, with plans in place to deliver full operational
capability at the start of the SIP Phase 1 construction.
The successful creation of a digital forensics
laboratory significantly enhanced the Agency’s ability
to conduct investigations into security breaches
and misuse of ICT, and a team of four was recruited
successfully to manage security for the Multinational
MRTT Fleet.
Complementary security education, provided by
Allied Command Transformation’s Joint Advanced
Distributed Learning portal, will also improve digital
and security awareness.

Infrastructure
The infrastructure at the Capellen site in Luxembourg
requires major upgrades or replacement to meet
Host Nation (HN) standards, particularly relating to
Occupation Health and Safety (OH&S) and overall
site security.
The COVID-19 pandemic required extraordinary
measures, which are still causing delays to
infrastructure projects. In 2020, teleworking was used
by the Agency as a business resilience measure,
which by itself has not reduced the pressure on office
space requirements.
The Strategic Infrastructure Programme (SIP)
urgency and objectives remain valid considering the
condition of the existing infrastructure, the forecasted
Agency growth
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and the need for a sustainable level of staff presence
on the Capellen site to ensure the Agency maintains its
full operational capability. The SIP continued with plans
for a new, modern, flexible and efficient office building
for 300 people (400 at surge), built to the Host Nation
standards and best practices. Construction is expected
to commence in Q2 2021.
Furthermore, based on the Agency developed
user requirements and blueprint, the HN continued
to develop the next Phase design study. The
Memorandum of Understanding (MOU) negotiations
between the Agency and the HN have been finalised
and the subordinate Administrative Arrangements
negotiations will be finalised in Q1 2021.

Occupation Health & Safety (OH&S)
The Agency developed its processes and culture
toward effective OH&S Management Systems, which
was demonstrated in the success of reducing the
number of work-related, time-losing injuries and their
severity. With further inspections on the three major
sites and considerable commitment by the task force
and the Staff, the Agency successfully passed the
ISO 45001 certification audits, with full certification
expected in 2021. Reporting cycles and existing tools
were improved to further increase the safety of the
workplace in a sustainable manner.

Although delayed by the COVID-19 outbreak,
the execution of the fire and safety infrastructure
remediation works started in two buildings. The
architectural part of the works is complete, and the
technical part of the works will be achieved in 2021.
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CONCLUSIONS

N

SPA has continued to show its versatility to
adapt to customer needs and its resilience in
a challenging year. The significant COVID-19
response, particularly in acquisition and transport of
equipment and medical supplies, demonstrated the
adaptability and growing scope of the Agency.
Furthermore, support to operations and exercises,
acquisition on behalf of NATO Allies, and Life Cycle
Management were continued at the highest standard.
Despite the challenging working conditions, business
throughput increased to slightly more than 4 BEUR.
Operations support to NATO and Allies continued
successfully in Afghanistan, Kosovo, Mali and Iraq.
Exercise DEFENDER 20 and Exercise TROJAN
PHOENIX were also both support successes,
particularly with the execution of the two Rapidly
Usable Enabling Contracts in Denmark.
Life Cycle Management saw the first three MRTT
aircraft and the last of the five Global Hawk aircraft
arrive, and the AGS Core System is undergoing assetby-asset handover to the NSPO AGS SP. Additionally,
over 90 weapon systems were supported and over 170
projects continue to be managed throughout their
Life Cycle.

The CEPS and NAM Programmes both adjusted to
requirements and improved strategic infrastructure,
achieving savings for the customer, ensuring relevance
and continued support for the future.
The Agency also continued to develop and integrate
value-creating initiatives, such as the Purchase Card,
further refinement to Business Planning Implementation
Reporting (BPIR), and supporting technology and cyber
protection to ensure no impact or loss of service.
Procurement’s Outline Agreement achievements,
financial VAT Directive communication and interaction,
and greater financial control contributed in maintaining
efficiency in customer support. Additionally, recruiting
suitable qualified and experienced people, the progress
made by the Competition Advocate in improving
compliance and transparency, and the Office of the
Legal Advisor, further enhanced the transparent
and competitive nature of the Agency. The resulting
customer and stakeholder satisfaction is a good
reflection of these efforts.
In 2020, several business and strategic strands
developed. These will gain traction and provide benefits
to customers in 2021 and beyond.
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