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I.
The UNOPS strategic framework: identity and goals 
The strategic framework of UNOPS comprises its strategic identity and strategic goals. [image: image1.png]Strategicidentity - why and who we are

To expand the capacity ofths United Nations system and s
pastaers to implement peacsbuilding humanitasan and.
development opsrations

‘Accountability forcesults and eficientuse of csources

Raspactfornstonsl ovmership and capacity
Harmonizaton withinthe United Nations snd bayond
Servicato othars

Tosbs ‘Datners with management sarvice tat mest

orld-class standards of quality, spsedand costefsctivenass





The strategic identity of UNOPS is articulated in its mission, vision and values.

Strategic goals enable UNOPS to manage for results; they comprise contribution goals, management goals and cross-cutting concerns.

Contribution goals reflect the areas in which UNOPS contributes to partners’ results in fulfilment of its mission.

Management goals provide direction for UNOPS to ensure its continued operational capacity, and realization of its vision.
Cross-cutting concerns reflect UNOPS values as integral to its contributions to partners. They provide a point of reference for the conscious consideration of our values when we contribute to partners.[image: image2.png]Strategic Goals— the results we manage for
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II.
UNOPS partner survey, 2012
A.
Quantitative aspects

Figure 1. Distribution of responses by current, past and potential partners
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Figure 2. Categorization of partners surveyed 
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Figure 3. Overall level of satisfaction with UNOPS
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Seventy-eight per cent of respondents with previous experience of UNOPS are satisfied or very satisfied.

Figure 4. Overall satisfaction levels, by category of organization
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The vast majority of partners with experience of UNOPS are satisfied or very satisfied with UNOPS services (figure 3). Very few are unsatisfied or very unsatisfied. When the overall satisfaction rate is broken down by partner group, the trends are roughly the same. 

Figure 5. Levels of satisfaction, by category
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Seventy-eight per cent of survey respondents with experience of UNOPS are satisfied or very satisfied. Partners are largely happy with ‘delivery as per agreement’, ‘timeliness and customer response’ and ‘knowledge and expertise’ (about an 80 per cent satisfaction rate). Partners are slightly less satisfied with reporting of results (about a 60 per cent satisfaction rate). Partners are least satisfied with UNOPS cost-effectiveness, where less than 50 per cent of respondents are satisfied (about 45 per cent are neutral and 10 per cent are either unsatisfied or very unsatisfied). See figure 5.

Figure 6. Likelihood of recommending UNOPS (current partners only)
[image: image8.png]100%

90%

80%

70%

60%

50%

40%

30%

20%

10%

0%

1

1

1

1

UN orgs.

Governments

IGOs

Missions to
the UN

IFls

NGOs

H Not at all likely

M Unlikely
M Neutral

M Likely

H Very likely

IGOs =
intergovernmental
organizations

IFls =

international financial
institutions

NGOs =

non-governmental
organizations




Figure 7. Services currently received by partners
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Ninety-nine respondents are receiving procurement services, followed by 73 respondents receiving human resources management services, 55 financial management services, and 17 common services. The majority of respondents receive unspecified project management support. Most partners receive more than one service; see figure 7).
Figure 8. Services requested by partners for the future
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For future needs, procurement is the service in greatest demand: 62 respondents would like to receive such services. This is followed by 46 respondents requesting human resources management services and 41 project management. There is some interest in common services and financial management (27 and 26 respondents respectively; see figure 8).

B.
Partner survey questionnaire
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Question 1
Based on your experience of UNOPS please rate your satisfaction on the points below, using this scale:

a. Your overall satisfaction with UNOPS

b. UNOPS ability to deliver as per agreement

c. UNOPS ability to provide timely responses and customer service

d. UNOPS level of knowledge and expertise

e. UNOPS ability to report the results of its projects, both technical and financial

f. The cost-effectiveness of UNOPS projects

g. [image: image33.png](© Aduerenceto U Poticy Controlled documentation of policy.
Exbished by e A ECOSOC, 5 1 e Secty Gesrl process,instructions and guidance

Promuigtey e Exectve Diecor, Excuine Chct
‘Member State Resolutions Procusement Officer o seevant Headquarters director
and Decisions Buliet N Do

[ 152554
Reiened by e Pryre | Comtmonsy mored b o
e Come, ol o o ek

(© comornepertormancemansgemen 4

oring. e 20 o of asegoc s cperinl i

@) rormataccsatonoawaics
st | [ | [mmmiome Formal depation by e Excutive Diector, Excute Chif
e | |t | R frimor it opty

Internalprocesscontrals
/ Keycos e UNOPS i (@) Personnel performance management

Superison of il prforme

[E——




Please rate the likelihood that you will recommend UNOPS to others, using this scale:

Question 2
UNOPS strengths and weaknesses: 

a. What do you think are UNOPS three main strengths as a partner? 

b. What do you think are UNOPS three main areas for improvement as a partner? 

c. Based on your experiences with UNOPS where do you think UNOPS can add value? 

Question 3
What kind of implementation services do you currently receive from UNOPS and which additional services would you like UNOPS to offer? 

Question 4 
Which other partners do you use to implement programmes? How do you find UNOPS costs and quality in comparison to these other partners? What should UNOPS learn from them? 

Question 5 
a. Are you aware of UNOPS focus areas? 

b. Have you received support in these areas? 

c. Did you feel it was satisfactory? 

d. What else do you expect from an organization that has implementation expertise in specific areas? 

Question 6 
Outside of implementation services, UNOPS also offers transactional services such as stand-alone payroll administration, human resource management and procurement. 
a. Which of these services are/might be of interest to you and why? 

b. Which other partners do you currently use for transactional services? What should UNOPS learn from them?

Question 7

Within its area of mandate, UNOPS is increasingly being asked by member states to provide advisory services to build national capacity.

a. Which of these services are/might be of interest to you and why?

b. Which other partners do you use to build national capacity within these areas? What should UNOPS

learn from them?

Question 8
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Where do you see UNOPS in terms of its collaboration with the UN system and the wider development community?

b. How can UNOPS improve in this regard?

Question 9

Are there any other points you would like to raise or questions you would like to ask?

III.
Review of UNOPS management results

A. 
Management results framework


The UNOPS management results framework is designed around the four perspectives of the balanced scorecard: partner, business process, people, and finance. One overarching management goal has been established for each of the four perspectives.  In turn, each management goal is operationalized through three management ‘drivers’. 
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Performance against management ‘drivers’ is ascertained through performance indicators – which are continuously reviewed and refined – with a view to minimizing manual reporting and allowing real-time reflection of performance (see below).

B. 
Account of UNOPS performance against 25 key performance indicators
1. 
Partner perspective


Deliver world-class products and services adding sustained value

	Key performance indicator
	Results, 2010-2011

	A.1. Partner satisfaction
	In the context of its midterm review, UNOPS conducted a global partner survey that included both present and potential partners, including representatives at the organizational and country levels. The list of 361 respondents included governmental and intergovernmental organizations, non-governmental organizations, private organizations and United Nations partners.

Results on overall partner satisfaction, as well as on partner satisfaction with more specific UNOPS processes and qualities, were derived from answers to the quantitative questions in the midterm review partner survey, where partners indicated their current or previous experience of working with UNOPS. 

In terms of promoting UNOPS, 81.4 per cent were likely or very likely to recommend UNOPS to others based on their experience.

With respect to overall satisfaction, 77.5 per cent of respondents were positive (satisfied or extremely satisfied) and somewhat fewer – 73.1 per cent – were satisfied with the ability of UNOPS to deliver as per agreement. The percentages of neutral respondents to those two questions were 16.7 and 22.1 per cent respectively, leaving less than 6 per cent and 5 per cent, respectively, expressing dissatisfaction. With regard to specific UNOPS processes and qualities, 77.6 per cent were positive concerning the knowledge and expertise of UNOPS, and 70.8 per cent were positive about the ability of UNOPS to provide timely responses and customer service. Those results can be compared to relevant targets from the strategic plan, 2010-2013, and from the 2010-2011 budget estimates, which range between 85 and 90 per cent. The percentages of neutral respondents to the two questions were 18.1 and 22 per cent respectively – leaving less than 5 per cent expressing dissatisfaction with UNOPS knowledge and expertise – while slightly more respondents (7.2 per cent) expressed some dissatisfaction with the ability of UNOPS to provide timely responses and customer service.

The satisfaction rate was lower with respect to perceptions of UNOPS cost-effectiveness, at 47.9 per cent – significantly below the 75 per cent target set in the strategic plan, 2010-2013. The percentage of neutral respondents to this category was significantly higher compared to the other quantitative questions in the partner survey (40.9 per cent). Partner satisfaction with the ability of UNOPS to report the results of its projects, both technical and financial, was also comparatively lower, at 62.5 per cent – below the 80 per cent target set in the strategic plan, 2010-2013. The percentage of neutral respondents to the question was 26.1 per cent, leaving 11.4 per cent expressing dissatisfaction.


	Key performance indicator
	Results, 2010-2011

	A.2. The position of UNOPS in physical infrastructure, procurement, humanitarian and post-crisis response, and enhancement of national implementation capacity
	On 20 December 2010, the General Assembly adopted a resolution reaffirming the UNOPS mandate and the range of partners with whom the organization can work. It highlighted the role of UNOPS as a central resource for the United Nations system in procurement and contracts management as well as in civil works and physical infrastructure development, including related capacity development activities.

At $1.015 billion, UNOPS procurement represented 6.9 per cent of total United Nations procurement in 2010. Within the category of construction, engineering and architectural services, UNOPS procurement represented 23.3 per cent of total United Nations procurement. Within the category of motor vehicles and parts, including other transportation equipment, UNOPS procurement represented 35.5 per cent of total United Nations procurement.

By the end of 2011, the UNOPS results-based reporting tool indicated that UNOPS managed post-conflict and peacebuilding as well as post-disaster related projects in 30 countries. That was significantly higher than the target of 15 countries set in the 2010-2011 budget estimates.

In 2010, half of the projects supported by UNOPS worked on developing national capacity, mainly by enhancing institutions or developing skills. By 2011 that number had increased to over 56 per cent.


	Key performance indicator
	Results, 2010-2011

	A.3. Partner delivery
	In 2010 the overall delivery of UNOPS amounted to $1.27 billion, while in 2011 it amounted to $1.08 billion. The decline was mainly due to the phasing out of large-scale procurement projects in India, and changes in the legislative environment in Peru. Despite the overall drop, UNOPS delivery in low-income countries and in countries affected by conflict rose to $512 million, or 48 per cent of total delivery.

To improve on-time delivery, UNOPS has introduced a new performance indicator. As part of the project assurance process, project managers are asked to assess the performance of their respective projects in terms of delivering at the agreed cost and within the agreed time. In 2010, it was assessed that 71 per cent of the UNOPS global portfolio was on track for cost and schedule. By 2011, that number had increased to 73 per cent. During the biennium, the share of projects deemed not on track for cost and schedule was reduced by 2 per cent.



Build sustainable partnership

	Key performance indicator
	Results, 2010-2011

	A.4. New and extended partner agreements
	As a self-financing organization, signing new agreements with partners is vital in order for UNOPS to ensure its financial sustainability.

New agreements signed between UNOPS and its partners totalled $1.81 billion in 2010 and $1.45 billion in 2011.

In 2011, there was strong demand for UNOPS support in South Sudan and the Democratic Republic of the Congo; however, new agreements fell sharply in Peru. There was also strong demand for UNOPS support to the UNDP-implemented Small Grants Programme of the Global Environment Facility (GEF-SGP) as well as to the Mine Action Cluster.

In 2010, UNOPS established the Outreach and Partnerships Group (OPG) to better serve its partners. OPG brought together the communications unit, the Brussels liaison office and the UNOPS implementation support practices, which provide support in areas where UNOPS has a recognized ability to enhance the operational capacities of its partners. In addition to providing support to proposals made by UNOPS regional offices and operation centres, OPG has prepared eleven proposals at the institutional level. While a majority of the proposals are still pending, three have been concluded, resulting in the selection of UNOPS services in two cases.


	Key performance indicator
	Results, 2010-2011

	A.5. UNOPS contributions and collaboration within the United Nations system
	The mission of UNOPS is “to expand the capacity of the United Nations system and its partners to implement peacebuilding, humanitarian and development operations that matter for people in need”. In 2010 and 2011, 62.3 per cent and 60.9 per cent, respectively, of UNOPS project delivery was on behalf of the United Nations system. UNOPS is a participating and contributing member of the United Nations and to collaborates and contributes to United Nations country teams and United Nations Development Assistance Frameworks (UNDAFs).

In the midterm review partner survey, 64.2 per cent of respondents, including representatives of other United Nations organizations, replied positively (selecting 4 or 5 on a 5-point scale ranging from “1. Never contributes/collaborates” to “5. Regularly contributes/collaborates”) in describing the UNOPS collaboration with the United Nations system and the wider development community (below the 2011 target articulated in the 2010-2011 budget estimates).

In the 2012 internal target agreements, UNOPS regional directors have committed to making substantial contributions to relevant UNDAFs in their respective regions and report back to UNOPS headquarters on these contributions.



Communicate effectively and transparently

	Key performance indicator
	Results, 2010-2011

	A.6. Website average views and maintenance
	With increased organizational maturity, a focus on the quantity of website updates has been refined to the quality of website contents. To increase accountability and transparency, UNOPS expanded its website and broadened coverage of its operations in 2010, introducing an information disclosure policy that makes public a wide range of UNOPS documents, agreements, project descriptions and procurement actions. UNOPS lists all project expenditures on its public website. In 2011, the information published on the UNOPS website increased. UNOPS also joined the International Aid Transparency Initiative (IATI).

The average number of visits to the UNOPS public website (www.unops.org) per month has steadily increased, from 70,000 in 2010 to 82,000 in 2011 – above 2012 and 2013 targets.

Internally, UNOPS launched an upgraded version of its intranet in 2011, based on ‘SharePoint 2010’, which allows for enhanced communication and decentralized sharing of tools and information. To ensure the quality of the regional websites, parameters and targets have been established to ensure compliance with institutional standards.


	Key performance indicator
	Results, 2010-2011

	A.7. IATI compliance
	In order to keep partners better informed about UNOPS activities, there was a focus on strengthening systems for reporting the results UNOPS helped create. This led to the creation of the Partner Centre and a range of other initiatives to promote transparency at all levels. UNOPS became a signatory to IATI in September 2011 and has become a member of its steering committee, active in technical group meetings. UNOPS published a comprehensive open data set in October 2011, the eighth organization to do so. In May 2012 UNOPS became the first signatory to add geocoding to published data, allowing users to find the locations of project sites.


2. 
Business process perspective


Improve process efficiency and effectiveness

	Key performance indicator
	Results, 2010-2011

	B.1. UNOPS legislative framework and process documentation
	In 2011, the UNOPS global quality management system was awarded ‘ISO 9001’ certification from the International Organization for Standardization. In the course of certification, UNOPS documented its core business processes and showed that they were consistently followed and refined. Consequently, the relevant business processes of all UNOPS management and enabling practices had been externally validated.

In 2010, the UNOPS policy framework comprised 32 organizational directives and 53 administrative instructions. By the end of 2011, the number of organizational directives had increased to 33 and the numbers of administrative instructions to 59.

In place of guidance notes, UNOPS now uses instruction and guidance. By the end of 2011, there were 292 instructions and 88 pieces of guidance available in the UNOPS knowledge system, significantly above the target of 150 set in the 2010-2011 budget estimates.

There were no processes documented in the practice and quality management system for UNOPS implementation support practices.


	Key performance indicator
	Results, 2010-2011

	B.2. Project implementation planning
	At $1.27 billion, actual delivery in 2010 constituted 79 per cent of planned delivery, expressed by available project budget. In 2011, at $1.08 billion, actual delivery constituted 72 per cent of project budget for the year. That was lower than the 80 per cent target set in the strategic plan, 2010-2013.  


	Key performance indicator
	Results, 2010-2011

	B.3. Project management process effectiveness and efficiency
	The number of dormant projects (projects indicated as active but which have not received any expense postings for a period of six months or longer) has been kept at a steady level, below 5 per cent in 2010 and 2011.

The number of projects exceeding 18 months in operational closure was reduced from 11.5 per cent in 2010 to 8.9 per cent in 2011.


	Key performance indicator
	Results, 2010-2011

	B.4. Finance process effectiveness and efficiency
	The average number of days for the regular quarterly financial closure in 2010 to 2011 was between seven and nine working days, well below the UNOPS internal target of 30 days (which was the basis for the target set in the 2012-2013 budget estimates).

The average time used for the financial closure of projects was reduced sharply, from approximately 15 months in 2010 to nine months in 2011. 


	Key performance indicator
	Results, 2010-2011

	B.5. Human resources process effectiveness and efficiency
	In 2011, three new policies on recognitions, rewards and sanctions, personnel performance management and a talent management framework were put in place to attract, retain and develop additional talent. 

Ninety-seven per cent of staff completed the 2010 performance and results assessment process on time. The same percentage completed the 2011 process by the end of February 2012, one month earlier than the previous year. 

In 2012, UNOPS launched the global personnel recruitment system, an e-recruitment system that will enhance and facilitate the recruitment process as well as provide process time information and high-quality tracking data.


	Key performance indicator
	Results, 2010-2011

	B.6. Security and business continuity assurance
	The United Nations Department of Safety and Security compliance missions conducted in 2010 and 2011 show that in 2010, the average percentage of minimum operating security standards (MOSS) compliance in evaluated UNOPS offices was 66 per cent. In 2011, the average percentage of MOSS compliance in evaluated UNOPS offices was 94 per cent, above the 85 per cent target set in the 2010-2013 strategic plan.



Comply with processes
	Key performance indicator
	Results, 2010-2011

	B.7. Internal audit recommendation implementation
	The implementation rate of accumulated internal audit recommendations at the end of 2010 was 71 per cent, above the target of 50 per cent set in the 2010-2013 strategic plan. At the end of 2011, the organizational implementation for rate for UNOPS overall had increased to 86 per cent, while that of high- and  medium-risk recommendations pertaining to management practices was 87 per cent. 

In addition, the number of internal audit recommendations remaining unresolved for more than 18 months was reduced by 91 per cent, from 82 in 2010 to seven in 2011. 


	Key performance indicator
	Results, 2010-2011

	B.8. Internal audit coverage
	The UNOPS internal audit and investigation group (IAIG) issued 52 reports in 2010 and 48 in 2011, making a total of 100 reports for the biennium – slightly below the target of 110 reports set in the 2010-2011 budget estimates. 

In terms of the implementation of its risk-based internal audit plan, IAIG completed 34 per cent of planned audits in 2010. By the end of 2011, it had completed the 2010 planned audits and accomplished 85 per cent of its work plan for the year, above the 75 per cent and 80 per cent targets set in the 2012-2013 budget estimates. 


	Key performance indicator
	Results, 2010-2011

	B.9. Procurement and procurement oversight effectiveness and efficiency
	In 2010, the average duration of the formal solicitation process in UNOPS was 88.2 days, slightly above the targets of 87 and 85 days set for 2012 and 2013, respectively, in the corresponding biennium estimates. The 2011 procurement statistics from UNOPS headquarters contracts and property committee are yet to be issued. 

In 2011, UNOPS attained organizational certification from the Chartered Institute of Purchasing and Supply (CIPS), becoming the first organization to undergo assessment in the field of sustainable procurement. 

In 2010, the average processing time for procurement cases for the headquarters contracts and property committee was 7.7 days, below the target of eight days set in the 2012-2013 budget estimates.



Innovate

	Key performance indicator
	Results, 2010-2011

	B.10. Results management and process improvement
	In the context of the quality management review process, the practice coordinator group, established in 2011, identified 31 cross-practice improvement initiatives. By the end of 2011, 100 per cent of the initiatives were on track for timely implementation. Once the initiatives have been fully implemented, suitable performance indicators may be identified to record tangible benefits of the improvement initiative.

In 2012, balanced internal target agreements, with defined targets and performance indicators for all four perspectives of the UNOPS balanced scorecard, were signed by UNOPS regions.

Practice quality scorecards were developed, based on the balanced scorecard structure, for the four management practices. The scorecards include performance indicators for representative business processes for each management practice.


3. 
People perspective


Recruit and recognize talent

	Key performance indicator
	Results, 2010-2011

	C.1. Personnel satisfaction


	The percentage of personnel saying they were satisfied with their jobs rose to 82 per cent in 2011 from 80 per cent in 2010.

The UNOPS ‘personnel attitude index’ increased from 78 per cent in 2010 to 81 per cent in 2011. This is higher than the targets set in the 2010-2011 and 2012-2013 budget estimates. The personnel attitude index measures the share of UNOPS supervised personnel expressing a positive attitude on the personnel attitude index. The index is established as a composite measure of personnel’s rating of three questions in UNOPS global personnel survey: “a. I am motivated to make UNOPS successful”; “b. Overall, I am satisfied with my job”; and “c. I would recommend UNOPS as a good place to work”.

In the 2010 survey, 40 per cent responded positively to a statement on the ability of UNOPS to offer adequate career development opportunities. In 2011, that number had increased to 46 –  above the 45 per cent target in the 2010-2013 strategic plan.

In the 2010 survey, 68 per cent of respondents were satisfied with the quality and amount of information they received about activities in their office. In 2011, the percentage had increased to 69 per cent (below the 75 per cent target set in the 2010-2011 budget estimates). 

In the 2011 survey, 82 per cent of respondents indicated that they use the intranet actively to seek information and 84 per cent expressed satisfaction with UNOPS intranet, up 4 per cent from 2010 and above the 80 per cent target set in the 2012-2013 budget estimates. 

74 per cent of respondents expressed satisfaction with the overall access to United Nations and UNOPS safety and security information, down from 77 per cent in 2010, and below the 78 and 80 per cent targets set in the 2012-2013 budget estimates.

In 2010, staff turnover was 15.5 per cent, just above the target set for 2013 in the 2010-2013 strategic plan. In 2011, the number had increased slightly to 17 per cent.


	Key performance indicator
	Results, 2010-2011

	C.2. Personnel performance management
	In 2010, 97 per cent of staff who initiated the performance and results assessment process had identified individual development plans which had been approved by their supervisors. In 2011, the percentage remained at 97; however, the assessment completion rates were attained one month earlier compared to the previous year.



Develop talent

	Key performance indicator
	Results, 2010-2011

	C.3. Personnel training and development
	In 2010, 736 personnel attended training activities organized by the human resources practice group. In 2011, that number had increased to 896 for a total of 1.632, above the target set for 2013 in the strategic plan, 2010-2013.

In terms of professional certification, in 2010, 83 personnel participated in external certification with CIPS and 37 with the Association of Chartered Certified Accountants (ACCA) and in project management, while 252 passed ‘Prince2’ exams – 200 at the foundation level and 52 at the practitioner level. In 2011, 82 personnel participated in external procurement certification with CIPS and 42 in external accounting certification with ACCA. A human resources certification was introduced in partnership with Cornell University, with 43 personnel enrolled. In project management, between January 2011 and April 2012, 40 personnel became fully ‘Prince2’ certified, after passing exams at the foundation and practitioner levels. Seventy-five project managers also participated in the internally developed UNOPS project management training. The participants are eligible to pursue internal certification in 2012, which includes passing an exam with 70 per cent pass requirement. 


Embrace United Nations values

	Key performance indicator
	Results, 2010-2011

	C.4. Personnel diversity
	The total UNOPS workforce, consisting of personnel who were either supervised by or had contracts managed by UNOPS, amounted to 5,179 at the end of 2010. Of those, 876 were staff and 4,303 had individual contractor agreements. Forty per cent of the staff were women. At the end of 2011, the UNOPS workforce totalled 6,202, of whom 910 were staff and 5,292 had individual contractor agreements. The gender balance remained unchanged (40 per cent women).


4. Finance perspective

Steward financial resources
	Key performance indicator
	Results, 2010-2011

	D.1. Gross and net revenues
	Income to UNOPS from support costs and fees and advisory and reimbursable services income amounted to $149.4 million for the biennium, $9.2 million higher than the target set in the 2010-2011 budget estimates.

Net revenue for the biennium was $13.6 million, before prior year adjustments of $7.2 million, achieving the $5 million net revenue target set in the 2010-2011 budget estimates.

UNOPS closed 2011 with operational reserves of $63.5 million, reaching the operational reserve target required by the Executive Board.


Ensure financial control

	Key performance indicator
	Results, 2010-2011

	D.2. Provisions and write-offs
	In 2011, UNOPS did not need to set aside further funds for provisions and write-offs and recouped $5.3 million as the provisions balance at the end of the year decreased. This resulted in a net increase in provisions of $6.9 million for the biennium.


	Key performance indicator
	Results, 2010-2011

	D.3. Financial compliance
	The number of personnel required to file financial disclosure in 2010 was 755, of whom 721 did so within the required time. 18 of the 34 remaining financial disclosures were filed belatedly, making a total of 739, a 98 per cent filing compliance. Of the 720 active personnel required to file a financial disclosure statement in 2011, all did so. Thus there was 100 per cent filing compliance. This exceeds the targets set for 2012 and 2013 of 98 per cent and 99 per cent, respectively, in the 2012-2013 budget estimates.

With regard to prior biennia recommendations from the United Nations Board of Auditors, the implementation rate is 86 per cent, already above the targets for 2012 and 2013 set in the 2012-2013 budget estimates.


Invest for sustainability
	Key performance indicator
	Results, 2010-2011

	D.4. Invest in growth and innovation
	A growth and innovation fund was established by the Executive Director in 2010. During the biennium, such funding was used to invest in capacity in Haiti, to start up post-flood operations in Pakistan and in support of innovation driven by the Outreach and Partnerships Group, among others. Those strategic investments contributed to an increase in management expenditure in 2011.


C.
Evolution of UNOPS performance indicators and targets


The tables below provide an overview of all UNOPS performance indicators referenced in its strategic plan, 2010-2013 (DP/2009/36, annex 2), UNOPS budget estimates for the 2010-2011 biennium (DP/2010/9), UNOPS budget estimates for the 2012-2013 biennium (DP/OPS/2011/5) and UNOPS internal target agreements for 2012. The performance indicators are mapped to key performance indicators and listed by UNOPS balanced scorecard perspectives according to the current organizational interpretation and deployment of those perspectives.
1.
Partner perspective

Management goal: recognized value

	Key performance indicator
	Document
	Indicator
	Target

	Management driver: Deliver world-class products and services adding sustainable value

	A.1. Partner satisfaction
	DP/2009/36, annex 2
	Overall partner satisfaction with services received from UNOPS
	2013: 88%

	
	DP/2009/36, annex 2
	Partner satisfaction with cost-effectiveness of services received from UNOPS
	2013: 75%

	
	DP/2009/36, annex 2
	Partner satisfaction with UNOPS ability to provide timely and quality reports
	2013: 80%

	
	DP/2009/36, annex 2
	Partner satisfaction with UNOPS ability to communicate clearly and effectively
	2013: 85%

	
	DP/2010/9
	Partner satisfaction with UNOPS contribution to their peacebuilding, humanitarian and development results
	2011: TBD

	
	DP/2010/9
	Partner satisfaction with services provided by UNOPS
	2011: 88%

	
	DP/2010/9
	Partner satisfaction with UNOPS procurement services
	2011: 90%

	
	Internal 2012 target agreement
	Share of ‘high overall partner satisfaction’ rate
	2012: 90%

	A.2. UNOPS position in physical infrastructure, procurement, humanitarian and post-crisis response and enhancement of  national implementation capacity
	DP/2009/36, annex 2
	Share of projects contributing to enhanced national capacity of governments
	2013: TBD

	
	DP/2009/36, annex 2
	Percentage of PCNA and PDNA assessments where UNOPS is selected as lead agency in physical infrastructure
	2013: TBD

	
	DP/2009/36, annex 2
	Share of total United Nations procurement volume within UNOPS focus area
	2013: TBD

	
	DP/2010/9
	Number of countries where UNOPS is active in humanitarian and post-crisis response
	2011: 15

	A.3. Partner delivery
	DP/OPS/2011/5
	Share of global portfolio of projects delivering on track (on schedule, within budget)
	2012: TBD

2012: TBD

	Management driver: Build sustainable partnership

	A.4. New and extended partner agreements
	DP/2009/36, annex 2
	Business acquisition
	2013: TBD

	
	DP/2009/36, annex 2
	Revenue from business acquisition
	2013: TBD

	
	DP/OPS/2011/5
	Total business acquisition
	2012: $1.53 billion

2013: $1.58 billion

	
	Internal 2012 target agreement
	Engagement addition (business acquisition), engagement value
	2012: NA

	
	Internal 2012 target agreement
	Engagement addition (business acquisition), revenue
	2012: NA

	
	Internal 2012 target agreement
	Share of successful bids for the Outreach and Partnerships Group
	2012: 30%

	
	Internal 2012 target agreement
	Share of engagement addition  (business acquisition) related to UNOPS ISP areas
	2012: 85%

	A.5. UNOPS contribution and collaboration within the United Nations system
	DP/2009/36, annex 2
	Satisfaction with UNOPS contributions to United Nations country teams
	2013: 80%

	
	DP/2010/9
	Partner satisfaction with UNOPS contribution to United Nations country teams
	2011: 74%

	
	DP/OPS/2011/5
	UNOPS contributions to United Nations Development Assistance Frameworks
	2012: 75%

2013: 75%

	
	Internal 2012 target agreement
	UNOPS contribution to relevant United Nations Development Assistance Frameworks
	2012: 90%

	Management driver: Communicate effectively and transparently

	A.6. Website, average views and maintenance
	DP/2009/36, annex 2
	Average website non-vacancy page views per month
	2013: TBD

	
	DP/2009/36, annex 2
	Number of new/updated pages published on website
	2013: TBD

	
	DP/2010/9
	Number of new pages and page updates on website
	2011: TBD

	
	DP/OPS/2011/5
	Average number of monthly visits to UNOPS public website
	2012: 71,500

2013: 73,000

	
	DP/OPS/2011/5
	Regional entities’ websites compliant with corporate standards
	2012: 85%

2013: 90%

	A.7. IATI compliance
	N/A
	Detailed indicators TBD; IATI is still defining its compliance ratings. Once available, UNOPS may use applicable (non-donor) indicators. More information  at: http://support.iatistandard.org/entries/20128557-compliance-guidelines
	TBD


2. Business process perspective

Management goal: process excellence

	Key performance indicator
	Document
	Indicator
	Target

	Management Driver: Improve process efficiency and effectiveness

	B.1. UNOPS legislative framework and process documentation
	DP/2009/36, annex 2.
	Number of practices with externally validated processes
	2013: 5

	
	DP/2009/36, annex 2.
	Share of implementation support practices with documented policy positions and service delivery modalities in the practice and quality management system
	2013: 100%

	
	DP/2010/9
	Number of organizational directives, administrative instructions and guidance documents related to financial management
	2011: 20

	
	DP/2010/9
	Number of corporate administrative management procedures and guidance documents developed and modified
	2011: 10

	
	DP/2010/9
	Number of guidance notes available in UNOPS knowledge system
	150

	B.2. Project implementation planning
	DP/2009/36, annex 2.
	Annual implementation rate of project budgets
	2013: 80%

	B.3. Project management process effectiveness and efficiency
	Internal 2012 target agreement
	Project assurance completed on time
	2012: 90%

	
	Internal 2012 target agreement
	Projects exceeding 18 months in operational closure
	2012: 5%

	
	Internal 2012 target agreement
	Dormant projects
	2012: 5%

	B.4. Finance process effectiveness and efficiency
	DP/OPS/2011/5
	Timely recurrent corporate financial closure
	2012: 75%

2013: 100%

	
	DP/OPS/2011/5
	Entities meeting financial data quality standards
	2012: 96%

2013: 97%

	
	Internal 2012 target agreement
	Quarterly financial closure time
	2012: 30 days

	
	Internal 2012 target agreement
	Average time for financial closure of projects
	2012: TBD

	B.5. Human resources process effectiveness and efficiency
	DP/2010/9
	Recruitment time from the close of the vacancy to provisional offer
	2011: 100 days

	
	DP/OPS/2011/5
	Average duration of staff recruitment (number of days)
	2012: 100

2013: 80

	
	Internal 2012 target agreement
	Average duration of staff recruitments
	2012: 100 days

	B.6. Security and business continuity assurance
	DP/2010/9
	Evaluated offices compliant with minimum operating security standards
	2011: 85%

	
	DP/OPS/2011/5
	Regional entities meeting minimum security assurance measures
	2012: 71%

2013:82%

	
	DP/OPS/2011/5
	Regional entities meeting business continuity and disaster recovery planning requirements
	2012: 91%

2013: 97%

	
	Internal 2012 target agreement
	Regional entities meeting minimum security assurance measures
	2012: 71%

	Management driver: Comply with processes

	B.7. Internal audit recommendation implementation
	DP/2009/36, annex 2.
	Percentage of cleared high- and medium-risk internal audit recommendations pertaining to UNOPS management practices
	2013: TBD

	
	DP/2009/36, annex 2.
	Implementation rate of internal audit recommendations
	2013: 50%

	
	DP/OPS/2011/5
	Implementation rate of accumulated internal audit recommendation
	2012: 76%

2013: 80%

	
	Internal 2012 target agreement
	Internal audit recommendation implementation rate
	2012: 70%

	B.8. Internal audit coverage
	DP/2010/9
	Number of internal audits and investigations conducted by UNOPS
	2010-2011: 110 reports issued

	
	DP/OPS/2011/5
	Level of implementation of risk-based internal audit plan for Internal Audit and Investigations Group internal audits
	2012: 75%

2013: 80%

	B.9. Procurement and procurement oversight effectiveness and efficiency
	DP/OPS/2011/5
	Average duration of procurement through formal solicitation (number of days)
	2012: 87

2013: 85

	
	DP/OPS/2011/5
	Headquarters Contracts and Property Committee average processing time for procurement cases (number of days)
	2012: 8

2013: 8

	
	Internal 2012 target agreement
	Average duration of procurement through formal solicitation (number of days)
	2012: 87

	Management driver: Innovate

	B.10. Results management and process improvement
	DP/2009/36, annex 2.
	Share of validated management processes that have agreed performance indicators and targets
	2013: 100%

	
	DP/2009/36, annex 2.
	Share of process improvement efforts documenting tangible benefits
	2013: 80%

	
	DP/OPS/2011/5
	Timely implementation of improvement initiatives agreed through UNOPS quality management review process
	2012: 90%

2013: 90%

	
	Internal 2012 target agreement
	Timely implementation of improvement initiatives agreed through UNOPS quality management review process
	2012: 90%

	
	DP/2010/9
	Completion rate of balanced scorecard targets 
	2011: 75%


3. People perspective

Management goal: people excellence

	Key performance indicator
	Document
	Indicator
	Target

	Management driver: Recruit and recognize talent

	C.1. Personnel satisfaction
	DP/2009/36, annex 2.
	Average positive response to three job satisfaction questions in the annual staff survey
	2013: 85%

	
	DP/2009/36, annex 2.
	Positive response to the question on career advancement opportunities in the annual staff survey
	2013: 45%

	
	DP/2009/36, annex 2.
	Percentage of staff leaving the organization
	2013: 15%

	
	DP/2010/9
	Average positive response on job satisfaction questions in the annual staff survey
	2011: 84%

	
	DP/2010/9
	Average positive response to questions in the annual staff survey pertaining to information and communication
	2011: 75%

	
	DP/2010/9
	Positive response to the question in the annual staff survey pertaining to satisfaction with information and communication technology platforms and existing tools and systems
	2011: TBD

	
	DP/OPS/2011/5
	Performance on UNOPS personnel attitude index
	2012: 79%

2013: 80%

	
	DP/OPS/2011/5
	UNOPS personnel satisfied with UNOPS intranet
	2012: 80%

2013: 80%

	
	DP/OPS/2011/5
	UNOPS personnel satisfied with overall access to United Nations/UNOPS safety and security information
	2012: 78%

2013: 80%

	
	Internal 2012 target agreement
	Staff attitude
	2012: 79%

	C.2. Personnel performance management
	DP/OPS/2011/5
	Performance appraisal completion rate
	2012: 85%

2013: 90%

	Management driver: Develop talent

	C.3. Personnel training and development
	DP/2009/36,, annex 2
	Number of staff professionally certified by a recognized external certification body
	2013: TBD

	
	DP/2009/36, annex 2
	Number of personnel who attended non-mandatory training sessions
	2013: 1300

	
	Internal 2012 target agreement
	Percentage practitioners on track toward relevant practice certification
	2012: 80%

	
	Internal 2012 target agreement
	Personnel training mandatory training completion rate
	2012: 100%

	
	Internal 2012 target agreement
	Staff training needs identified
	2012: 90%

	Management driver: Embrace United Nations values

	C.4. Personnel diversity
	DP/2009/36, annex 2
	Gender balance in the workforce
	2013: F 45%-55%

	
	DP/2009/36, annex 2 
	Gender balance in the professional categories
	2013: F 45%-55%

	
	DP/2009/36, annex 2
	North-South balance in the work force
	2013: S 45%-55%

	
	DP/2009/36, annex 2
	North-South balance in the professional categories
	2013: S 45%-55%

	
	DP/OPS/2011/5
	Gender distribution of incumbents of posts funded through the management budget (percentage of female incumbents)
	2012: 44%

2013: 45%

	
	Internal 2012 target agreement
	Annual regional improvement towards personnel gender balance
	2012: 1%


4. Finance perspective

Management Goal: Financial Sustainability

	Key performance indicator
	Document
	Indicator
	Target

	Management driver: Steward financial resources

	D.1. Gross and net revenue
	DP/2009/36, annex 2
	Net revenue
	2013: TBD

	
	DP/2009/36, annex 2
	Gross revenue-to-administrative expenditures ratio
	2013: TBD

	
	DP/2010/9
	Achievement of net revenue target approved by the Executive Board
	2010-2011: $5 million

	
	DP/2010/9
	Gross revenue (revenue from project implementation plus revenue from services)
	2010-2011: $140.2 million

	
	DP/OPS/2011/5
	Achievement of net revenue target approved by the Executive Board
	2012-2013: $0 million

	
	DP/OPS/2011/5
	Achievement of minimum operational reserves requirement
	2012-2013: 100%

	
	Internal 2012 target agreement
	Net revenue
	2012: TBD

	Management driver: Ensure financial control

	D.2. Provisions and write-offs
	DP/2009/36, annex 2
	Amount of bad-debt provisions and write-offs
	2013: TBD

	
	Internal 2012 target agreement
	Potential provision for project expenses exceeding contract value
	2012: $0 million

	D.3. Financial compliance
	DP/OPS/2011/5
	Rate of implementation of prior biennia United Nations Board of Auditors recommendations
	2012: 82%

2013: 90%

	
	DP/OPS/2011/5
	Share of required personnel filing of financial disclosure
	2012: 98%

2013: 99%

	Management Driver: Invest for sustainability

	D.4. Invest in growth and innovation
	Annual budget
	Growth and innovation fund as a percentage of management budget
	TBD


IV. 
UNOPS organizational maturity, 2012 self-assessment

A. 
Overall assessment of organizational maturity

1. 
Strength in the five ‘enablers’

The maturity self-assessment provides an opportunity to establish a ‘helicopter view’ of the organization’s perception of how well the five central ‘enablers of excellence’ are geared to sustain its performance.
 The results of the quantitative self-assessment indicate room for further improvement in all the enablers. The self-assessment indicates that strategy and leadership are considered the strongest UNOPS enablers. It indicates good progress in relation to processes and room for further improvement in relation to products and services. The assessment indicates that management of partnerships, resources, and people may warrant specific attention. 
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2.
Trajectory of the five enablers


While perceptions of the relative strength in the five enablers vary, there are strong indications that they are all on a path of improvement.
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3.
Comparing with external benchmarks


The self-assessment conducted by the UNOPS global management team indicates that the level of organizational maturity compares well with external benchmarks (EFQM, formerly the European Foundation for Quality Management).
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B.
Areas for action

Analysis of the ratings and feedback volunteered indicate seven areas for action. They are summarized below, together with specific examples of the types of activities UNOPS may initiate to further propel organizational maturity.

1.
Focus on partner needs


Focus on partner needs concerns the importance that the overall UNOPS value proposition is articulated based on a deep understanding of the needs of current and potential partners. In view of the dynamic and increasingly complex nature of the operational environment, this includes systematic analysis of market trends and sharing of actionable knowledge on developments in partners’ needs for contributions.
· Ensure clear and focused brand, strategic marketing and external communication, and maintain our ‘subdued’ business to business posture

· Institutionalize sharing of individual information on client needs, and strengthen market research and analysis

· Build stronger internal networks for management of customer relations and business development

· Use a systematic approach and investment to strengthen our marketing and business development practices

· Clarify global and regional responsibilities for the coordinated management of strategic client partnerships (memoranda of understanding – MOUs))

2.
Build strength in our delivery practices


Build strength in our delivery practices: procurement, project management and infrastructure concerns the importance of focusing investments for the future on core capabilities. UNOPS has a wealth of experience, expertise and knowledge in these areas. Through focused innovation efforts; dynamic approaches to connecting and retaining talented personnel; sustained quality management; and attention to communicating the relationship between costs and added value; products and services in these areas may become even more attractive and accessible for partners.
· Greater focus on a few core capabilities and targeted innovation of services

· Focus on innovation of services at the country level where the opportunities are, and enhance modalities for investments in growth and innovation

· Improve understanding of costs for better pricing, focused on added value for partners

· Explore institutional product and service quality management approaches in core areas

· Enhance visibility of internal skills and competences

· Systematically assess supplier profiles and performance

3. 
Manage our social responsibility


Manage social our responsibility concerns the imperative to further develop policies, management systems and partner agreements to ensure and ascertain that UNOPS values and cross-cutting concerns transpire in sustainable delivery.
· Engage and set the standard in developing countries for ethical, sustainable and environmentally responsible physical infrastructure, project implementation and procurement

· Focus on sustainability in our products and services, including technical design, assessment and reporting

4.
Engage our leaders

8.
Engage our leaders concerns the importance of ensuring that leaders at all levels of the organization contribute to, and are accountable for their responsibility to shape the future of UNOPS and sustain its ability to contribute to partners.
· Recognize good people management skills

· Ensure uniform and clear performance expectation of leaders included in individual performance appraisal

· Ensure focus and direction at regional and country levels
· Demonstrate that there are consequences for poor performance by managers

5.
Drive organizational performance


Drive organizational performance concerns the imperative of ensuring that geographical deployment is agile and that business intelligence and systems enable and incentivize informed decision-making at the right levels of the organization; it ensures accountability for the achievement of short- and long-term aspirations for contribution of value to partners.
· Maintain proactive and intentional country and sub-regional strategies

· Utilize metrics while balancing reporting requirements of revenue centers

· Further clarify organizational arrangements and authority of leaders at the regional level

· Provide institutional support for change management at the country level, including set-up, realignment and close-down of revenue centres

· Clarify the role and added value of the regional offices

· Increase the sophistication of our self-financing platform

6. 
Empower our personnel


Empower our personnel concerns the imperative to instill purpose, resolve and commitment into the UNOPS work force. It involves balancing the inherent need for flexibility stemming from UNOPS self-financing business model with the need to ensure that the organization can attract, retain and develop the talented individuals, who are the bedrock of the organization’s knowledge and added value to partners.
· Ensure leadership can better communicate the UNOPS brand, identity, focus and goals

· Link individuals to specific results, thereby increasing job satisfaction

· Manage individual contractor agreement (ICA) talent in a focused manner
· Leverage of training resources in a focused manner
7.
Calibrate processes and tools for speed and quality

Calibrate processes and tools for speed and quality concerns the imperative to continually improve the operational infrastructure of UNOPS, and the policies and tools facilitating delivery of distinct types of UNOPS services, so as to increase efficiencies and produce high-quality results.
· Ensure that focus on compliance does not crowd out focus on content and results on the ground

· Increase the cross-functional integration of processes and continue optimizing tools and systems

· Focus on eliminating redundant controls and delegating decisions to the appropriate levels

· Focus on the risks associated with the long-term sustainability of internally developed and customized information and communication technology (ICT) systems

C.
Strengths and areas for improvement
1.
Leadership
The leadership enabler – “the ability of leaders to shape the future and make it happen, act as role models for values and ethics, and inspire trust at all times. Leaders are flexible, enabling the organization to anticipate and react in a timely manner to ensure the ongoing success of the organization.” 
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Engagement with external stakeholders and development of the UNOPS mission, vision and values are indicated as primary strengths of UNOPS leadership. Progress, but room for improvement is indicated for systems and approaches for management of organizational performance, and reinforcement of a culture of excellence. Organizational flexibility and change management is indicated for areas warranting continued attention
	Strengths
	Areas for improvement

	· The mission and vision are clear and supported by values to which management have committed

· The mandate is clear and there is growing recognition of UNOPS value by partners

· Communication is good among leaders and is aided by a flat organizational structure

· Leaders have a strong aspiration towards excellence and recognize and respond to the need for constant change and innovation

· Leaders are supported by good corporate performance management systems

· Training, learning and knowledge-sharing are helping leaders to develop the talent of their personnel
	· Strengthen UNOPS leadership through better recruitment, more stringent performance management, and leadership learning and development

· Coordinate UNOPS leadership’s stakeholder engagement activities at all levels of management

· Be better and faster at changing organizational structure, with institutional support for change management; make decisions based on metrics and evidence while ensuring that authorizations are issued at appropriate levels in the organization

· Ensure that leaders are committed to a common strategy through involvement in its calibration and implementation
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2.
Strategy


The strategy enabler – “the implementation of mission and vision by developing a stakeholder-focused strategy; development and deployment of policies, plans, objectives and processes to deliver the strategy.”
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Development and review of strategy and supporting policy, together with communication and monitoring of implementation are considered the primary strengths in relation to strategy. With regard to approaches to ensure a clear understanding of the needs of stakeholders and the external environment, the assessment indicates progress but room for improvement. Enhanced understanding of internal performance and capabilities warrants specific attention.
	Strengths
	Areas for improvement

	· The strategy has helped UNOPS focus on strengths and opportunities and is supported by a mature policy framework

· The strategy is relevant, easy to communicate, shows understanding of partner needs and reinforces our reputation as an organization that strives for excellence

· Targets and benchmarks for implementing the strategy have been set and real-time performance is continuously monitored
	· Ensure focus throughout products and services, communication and marketing, development of policies. Continually calibrate the focus in annual work planning and managers’ performance appraisals

· Institutionalize the gathering and sharing of client intelligence (budgets, plans, needs etc.). Ensure this intelligence is leveraged through a strengthened business development function

· Enhance modalities for investing in growth and innovation to ensure impact at point of delivery

· Strengthen reporting systems without increasing administrative burden
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3.
People


The people enabler – “the ability to value people and create a culture that allows the mutually beneficial achievement of organizational and personal goals; to develop the capabilities of people and promote fairness and equality; to care for, communicate, reward and recognize in a way that motivates people, builds commitment and enables people to use their skills and knowledge for the benefit of the organization.”
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Room for improvement is indicated for all aspects of the UNOPS people enabler. Rewards, recognition, care for personnel and internal communication are indicated as the strongest aspects of the people enabler. Alignment of personnel performance plans with strategic goals and development of people’s knowledge and capabilities are indicated as warranting specific attention. Ability to enable alignment, involvement and empowerment of personnel is indicated as warranting particular focus.
	Strengths
	Areas for improvement

	· Training, development and mobility have increased people’s knowledge and capabilities

· People feel more empowered and secure

· Recognition and rewards, flexibility and improved people management have demonstrated an increased commitment to people

· UNOPS can better attract talented people

· Communications have improved
	· Develop, recognize and reward good people management among UNOPS leaders especially with regard to communication, strategy implementation and performance management

· Strengthen rewards and recognition through more balanced criteria and by linking individuals to specific results

· Address the challenges of retention and career management regarding our individual contractor agreement (ICA) workforce

· Establish objective criteria for obtaining financial resources for training and development, with an emphasis on the needs of our partners and the services that we deliver

· Strengthen the internal business partnering potential of the human resources function in order to improve, inter alia, the speed and quality of recruitment and the management of internal talent
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4.
Partnerships and resources


The partnerships and resources enabler – “the ability to plan and manage external partnerships, suppliers and internal resources, in support of strategy and policies and the effective operation of processes, and ensure effective management of environmental and societal impact”.
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Management of information and knowledge for decision-making, along with ability to leverage technology in support of strategy are indicated as primary strengths of the partnerships and resources enabler. Room for further improvement is indicated in relation to management of financial investment for sustained success. Particular room for improvement is indicated in relation to sustainable resource management; and management of supplier relationships for sustainable benefit.
	Strengths
	Areas for improvement

	· There has been a diversification of client partnerships whilst a better engagement acceptance process has led to better quality partnerships

· Corporate partnerships (MOUs) have potential for expanding scale of collaboration

· New knowledge partnerships facilitate access to more complex projects

· Financial management has been strengthened and more transparent whilst the growth and innovation fund has provided some surge capacity

· Increasing awareness of the need to address sustainability, including environmental issues

· Technology is leveraged to provide good online systems, enhance knowledge-sharing and support better decision-making
	· Clarify all responsibilities for the coordinated management of strategic client partnerships

· Ensure that the potential value of knowledge partnerships is being used

· Establish partnerships with strategic suppliers and continuously monitor and improve performance

· Increase sophistication in decision-making with respect to management budgets and investments, with special focus on a better understanding of costs and prices

· Focus on social and environmental sustainability in how we work and in the impact of our products

· Ensure custom ICT developments are integrated into overall ICT strategy and that their use is leveraged in terms of training and quality of content

· Support business development with knowledge-sharing systems
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5.
Processes, products and services

Processes, products and services – “the design, management and improvement of processes, products and services to generate increasing value for customers and other stakeholders’
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Design and management of processes to optimize stakeholder value is considered a primary UNOPS strength under this enabler. Room for improvement is indicated in relation to development of products and services with a view to optimizing value for partners and management of specific partner relations. Enhanced approaches to production, delivery and management of products and services, and their effective promotion, is indicated to warrant specific attention.
	Strengths
	Areas for improvement

	· The quality management system and the intranet have defined processes and responsibilities, especially in project management, while transparency in procurement has been a strength

· UNOPS offers a range of services both in implementation and transactional, and there is huge potential in advisory services

· The partner interview survey has been valuable and the partner centre has great potential

· There has been improvement in the monitoring, management and control of our projects, while at the same time remaining flexible

· The management of client relationships is improving
	· Clarify all responsibilities for the coordinated management of strategic client partnerships

· Focus on lessons learned and continual improvement of results, cross-functional linkages and appropriate decision-making levels, while ensuring consistent standards of project management are utilized

· Strengthen business development activities

· Increase agility in start-up/shut-down in order to deliver at point of need

· Clarify role and maximize value of strategic support entities – ISPs, regional offices, etc.
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V. 
Management advice and oversight
A.
Independent advice and management coordination
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B. Policy framework and risk management systems


C. 
External and internal oversight and assurance



VI. 
Review of UNOPS products and services

A. 
Global portfolio of projects and management services


Analysis shows that the UNOPS global portfolio can be described by three main areas of delivery where UNOPS possesses special expertise. In 2011, 79 per cent of UNOPS revenue was from services related to infrastructure, project management and procurement. Specifically, infrastructure accounted for 33 per cent, non-infrastructure project management for 26 per cent, and stand-alone non-infrastructure procurement services for 20 per cent. The remaining 21 per cent can be labeled as other management services, where UNOPS responds flexibly to partner needs. 

· Infrastructure contains all services (related to the infrastructure implementation support practice) where UNOPS provides services related to physical infrastructure and civil works (33 per cent)
· Project management contains services such as those provided by the Mine Action Cluster, for example (12 per cent); the Small Grants Programme (3 per cent); the International Waters Cluster (3per cent); and the Enhanced Integrated Framework (0.5 per cent); as well as other contracts and grants management.

· Procurement combines transactional procurement (6 per cent) as well as more complex procurement services (14 per cent).
· Other management services are mainly transactional in nature. In 2011, human resource-related services in the form of the stand-alone fielding of experts (3 per cent) and administrative support to the United Nations Development Group (5 per cent) comprised the largest components of this delivery. Further outputs (13 per cent) pertained to smaller ad hoc engagements for the provision of various administrative services, including support for training events and conferences.
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B.
Managers’ feedback on product and service focus


The following is a summary of feedback on the UNOPS product and service focus obtained through the midterm review of the strategic plan. Overall, the feedback corroborated the feedback received from partners and illustrated a clear set of priorities for a calibrated focus of the UNOPS strategic plan.

1.
Priorities for future improvement in the UNOPS management practices 


Managers offered the following prioritization of the need to improve the UNOPS management practices as articulated in the strategic plan.
Question:
The strategic plan states that UNOPS management practices are fixtures of the organization. 
Considering the improvements that the practices have made in the past two years, when you look forward what, in your view, is the priority for additional improvements in each of the management practices? 
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When further analysing the data through application of the ‘net promoter score’ methodology
 it becomes clear that UNOPS managers attach the highest priority to further improvements in the area of procurement. Furthermore, UNOPS managers volunteered comments highlighting the importance of preserving the strength achieved in project management and strengthening the UNOPS approach to partnering and business development.
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2.
Future strategic importance of UNOPS implementation support practices


Managers offered the following rating of the future importance of the UNOPS implementation support practices as articulated in the strategic plan.
Question:
In the strategic plan, implementation support practices (ISPs) are defined as thematic focus areas that are demand driven and that will be periodically reviewed. 
In your experience, how do you see the priority for each of the current ISPs in terms of their future importance for UNOPS? 
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When further analysing the data through application of the ‘net promoter score’ methodology, it becomes clear that UNOPS managers attach the greatest future strategic importance to ‘physical infrastructure’. At the same time a high score on ‘environment’ indicates the future importance attached to this aspect of sustainability. In relation to ‘environment’ and other implementation support practices, the comments volunteered indicate that a clearer articulation of the specialized added value of UNOPS would be useful.
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VII.
Examples of products and services, by delivery practice

The tables below provide examples of how the products and services laid out in the strategic plan may be associated with the three UNOPS delivery practices.


The strategic plan defined the UNOPS service areas as a matrix of four management practices and five implementation support practices. Management practices were defined as fixtures of the organization, comprising: project management; procurement; human resources; and financial management. Implementation support practices were defined as thematic, sectoral or programmatic in nature, demand driven and subject to change over time, comprising: physical infrastructure, public order and security, census and elections, environment, and health. The tables below are not exhaustive but summarize how products and services listed in the strategic plan may be arranged going forward. The tables indicate new possible areas based on the UNOPS core mandate and the ‘Rio+20’ outcome document. They will be used as a basis for further assessing partners needs for specialized contributions, and as a starting point for a deeper articulation of specific service lines within each of the three delivery practices.
A. Sustainable procurement
	Strategic plan, 2010-2013
	2012 midterm review of the strategic plan, 2010-2013

	Service
	Area
	Sustainable procurement

	Management service
	Procurement services
	Procurement supports all UNOPS projects with critical inputs and offers direct procurement services to partners.
· procurement of common-user items such as vehicles, and security, communication and office equipment, typically through e-procurement on the United Nations WebBuy platform
· procurement of election, health, medical, water supply and sanitation goods
· procurement of infrastructure-related services; 

· hosting of the United Nations procurement portal, the ‘Global Marketplace’
· public procurement for governments with capacity constraints (given the ability of UNOPS to work within the procurement rules and procedures of partners, and to assist with distinct elements of procurement processes)
· leadership in sustainable (‘green’) procurement

· support to the development of national implementation capacity

	Implementation support service
	Public order and security
	· procuring goods such as vehicles and communication equipment

· related development of national implementation capacity

	
	Census and elections
	· procuring goods such as voting booths and ballot boxes
· handling logistics

· related development of national implementation capacity

	
	Health
	· procuring pharmaceuticals, medical equipment and ambulances
· partnering with global supply-chain management providers and designing service packages readily available to governments

· related development of national implementation capacity


B. Sustainable project management 
	Strategic plan 2010-2013
	2012 midterm review of the strategic plan, 2010-2013

	Service
	Area
	Sustainable project management

	Management service
	Project management
	UNOPS can manage small- or large-scale, complex operations in peacebuilding, humanitarian and development environments.
· time-sensitive ‘peace dividend’ projects in post conflict environments
· early recovery of communities affected by natural disasters
· gaps in national implementation capacity in low- and middle-income countries

· support to the development of national implementation capacity

	Implementation support service
	Public order and security
	· security sector reform

· humanitarian mine action and removal of unexploded ordnance
· disarmament, demobilization, and reintegration of ex-combatants
· return, reintegration, and recovery of internally displaced people

· related development of national implementation capacity

	
	Census and elections
	· recruiting and administering support personnel
· supporting electoral observer missions

· related development of national implementation capacity

	
	Environment
	· managing or providing critical inputs to country, regional and global projects to mitigate climate change
· rehabilitating environments in post-crisis settings
· implementing international waters, biodiversity, protected areas and land management initiatives
· managing small grants

· related development of national implementation capacity

	
	Health
	· providing fund management support

· related development of national implementation capacity

	Management service
	Financial management services
	· administering multi-donor trust funds when not in competition with UNDP or specialized United Nations agencies
· supervising and/or supporting the administration of donor grants or loans implemented by national authorities or international organizations
· carrying out capacity assessments of implementing partners
· ensuring timely, transparent fund disbursements

· supporting the development of national implementation capacity

	
	Human resources services
	· rapid deployment in conflict and emergency response, typically with the help of pre-approved rosters and standby agreements
· recruitment and administration of office and project staff

· engagement and administration of other personnel, such as individual contractors


C. Sustainable infrastructure
	Strategic plan 2010-2013
	2012 midterm review of the strategic plan, 2010-2013

	Service
	Area
	Sustainable infrastructure

	Implementation support services
	Physical infrastructure
	Sustainable infrastructure is the largest part of the UNOPS portfolio and where UNOPS has ‘lead agency’ status in the United Nations system.

· participating effectively, as the United Nations physical infrastructure expert, in post-conflict and post-disaster damage- and needs-assessment missions and clusters
· designing and constructing buildings; rural roads and bridges; irrigation and water/sanitation systems, and energy plants, including related local capacity development,
· managing or supporting infrastructure and engineering works for United Nations missions and compounds
· establishing sustainable maintenance mechanisms for infrastructure investments

· leading in sustainable (‘green’) infrastructure

	
	Public order and security
	· public order and justice facilities, such as police stations, prisons, courthouses and border crossings

· related development of national implementation capacity

	
	Census and elections
	· supporting infrastructure, such as polling stations

· related development of national implementation capacity

	
	Health
	· constructing hospitals, clinics, laboratories and warehousing facilities

· related development of national implementation capacity

	Potential services inspired by the ‘Rio +20’ outcome document

	
	· Agricultural production and rural infrastructure
· Flood, drought, and water scarcity mitigation work and water and sanitation services initiatives, including waste-water treatment
· Urban development and human settlements work, with the aim of providing affordable housing and infrastructure, prioritizing slum upgrading and urban regeneration
· Strengthening education infrastructure and improving access to education
· Construction, maintenance and improvement of transportation, storage and other transit-related facilities, including alternative routes, completion of missing links, and improved communications and energy infrastructure

· Disaster risk reduction, reducing risk exposure to protect people, infrastructure and other national assets from the impact of disasters


________________
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1 Graph: The ‘promoter ‘score subtracts the share of negative respondents from the share of positive respondents, so that a score above zero indicates that the majority of respondents are positive.  The red/yellow/green background of the graph illustrates the overall perception:, red = below zero; yellow = up to 10% more positive; green = more than 10% positive. The ‘traffic lights’ are replicated in the legend, with the numbers in the circle indicate the relative ranking of the enabler. To arrive at a clearer illustration of the perceived level of excellence, the ‘promoter score’ dismisses respondents’ indication “3. There are good examples”. 


� ED: Executive Director, PAC: Policy Advisory Committee; SAAC: Strategy and Audit Advisory Committee; AAS: Audit Advisory Subcommittee; COG: Corporate Operations Group; MPG: Management Practice Goup; and PCG: Practice Coordinator Group


� As opposed to the ‘promoter’ analysis applied in the previous section, the ‘net promoter’ dismisses the share of respondents indicating “4. High priority”, and subtracts the share of respondents indicating “1”, “2” and “3” from the share of respondents indicating “5. Very high priority”. The difference of analytical approach is justified by the different anchoring of the two five-point scales. 
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