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Annex I.
UNOPS operational results, 2010-2012
A.
The UNOPS portfolio, by contribution goal

1.
By assisting United Nations organizations, international financial institutions, governments and non-governmental organizations, UNOPS makes significant, tangible contributions to results on the ground.

2.
In the period 2010-2012 UNOPS supported about 1,000 active projects every year, operating in more than 80 countries. Over the period, UNOPS implemented around $3.3 billion worth of projects on behalf of its partners.

3.
UNOPS reports its results under four contribution goals that reflect the areas in which the organization contributes to partners’ results in fulfilment of its mission. From 2010 to 2012, goal one, rebuilding peace and stability after conflict, accounted for around 36 per cent of UNOPS work; goal two, early recovery of communities affected by natural disasters, 5 per cent; goal three, the ability of people to develop local economies and obtain social services, 49 per cent; and goal four, environmental sustainability and adaptation to climate change, 9 per cent.

4.
During the period, delivery in low-income countries and countries affected by conflict continued to increase as a percentage of total delivery, from 39 per cent of total delivery in 2010 to 48 per cent in 2011, and 51 per cent in 2012. This trend is a testament to the confidence of partners in the ability of UNOPS to operate in the most challenging environments. 
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B.
Highlights of contributions 
5.
In 2007 the UNOPS Annual Report moved away from solely focusing on financial reporting to include a results-based assessment of the contributions made to the programme outcomes of its partners. This was in line with the UNOPS Business Strategy 2007-2009 and has continued in accordance with the Strategic Plan 2010-2013. 

6.
A key methodological decision at the time was to focus reporting of UNOPS contributions at the output level. The unique role of UNOPS inherently affects any results-based assessment of its performance. UNOPS contributes to programme outcomes in partnership with other entities, and since project ownership rests with UNOPS partners, their annual reports may include elaboration of broader outcomes and/or impacts than those described here. While this is most obvious when services are provided to other United Nations entities, the same can be applied to work performed in the spirit of the Paris Declaration, where UNOPS provides services directly to governments. 

7.
UNOPS encourages and supports partners in conducting evaluations. To better measure outcomes, UNOPS is conducting baseline surveys for an increasing number of projects: for example in 2012 it has collected baseline data for more than 20 projects in Africa and plans to conduct similar exercises in other regions.

8.
Among the outputs completed in the period 2010-2012 UNOPS managed the construction or rehabilitation of 222 schools or training centres, 62,661 emergency shelters and sanitation facilities, 104 hospitals or health centres, 96 police stations, 32 courthouses and 298 other government administration buildings, as well as 25 harbours, 73 bridges and 6,800 kilometres of roads. UNOPS also supported the construction or upgrading of 38 United Nations buildings.

9.
In projects where labour days could be measured, at least 18 million days of paid work were generated for local people. 

10.
More than 3.5 million pieces of machinery or equipment were procured for partners, and 190 million in non-pharmaceutical medical supplies and nearly one billion doses of medicine were procured or distributed. 

11.
At any given point in the three year period UNOPS was administering or monitoring between 500 and 800 grants, in addition to about 4,000 UNDP-Global Environment Facility small grants in more than 125 countries.

12.
UNOPS helped its partners develop local capacity by supporting the training of more than 635,000 people in areas including health, elections and the environment, as well as organizing almost 1,400 training courses and workshops. 

13.
It organized 915 high-level conferences and events, and provided support to hundreds of government entities and thousands of local organizations.

14.
During the period, UNOPS supported the mine-clearance work of the United Nations Mine Action Service and partners in 14 countries. It provided recruitment, procurement, contracting, grants management, technical and operational support, and financial and legal services.

15.
UNOPS procured more than $2.7 billion worth of goods and services (41 per cent and 59 per cent respectively), some as part of an implementation project, some as direct transactional support.

16.
UNOPS provided a range of common services for the United Nations. For example, UNOPS constructed or renovated 38 United Nations buildings or compounds. It also offered common procurement services for United Nations organizations and other partners, procuring around $198 million worth of goods through UN WebBuy and hosting the United Nations Global Marketplace online procurement facility. 
C.
Cross-cutting concerns 

17.
Throughout 2010-2012, UNOPS helped partners pursue cross-cutting concerns across all four contribution goals. In some cases those concerns were the main focus of the project, but in most they were integrated into a project with a different primary goal. 

18.
Thirty-one per cent of all the projects supported by UNOPS in 2010-2012 worked to improve gender equality and the empowerment of women. Many projects created jobs for women, often in traditionally male-dominated areas. For example, a Swedish-funded project building roads in Afghanistan for the Government helped change local attitudes towards female employment. Other projects increased equality by offering direct training to women. For example, women in Haiti made up 51 per cent of the beneficiaries of a cholera awareness programme. 

19.
Thirty-three per cent of the projects supported by UNOPS in 2010-2012 contributed to environmental sustainability in some way, mainly by ensuring the sustainable use of natural resources, incorporating sustainable building techniques or promoting renewable energy. Many projects also used environmental criteria during procurement processes, such as an insistence on fuel-efficient engines in a purchase of ambulances for the Government of Peru. Sustainable building techniques were included in construction projects where possible, such as minimizing the use of concrete when building shelters in Pakistan on behalf of the Government of the United States.

20.
Fifty-three per cent of the projects supported by UNOPS in 2010-2012 contributed to developing national capacity, mainly by enhancing institutions or developing skills. For example, a World Bank-funded project assessing structural damage in post-earthquake Haiti included training local engineers in infrastructure damage assessments and helping the Ministry of Public Works create a stronger building code. In another project, while implementing a wide range of projects for different partners in Iraq, UNOPS organized trainings to develop the capacity of state water authorities, journalists, entrepreneurs, NGOs and members of parliament, among others.
[image: image22.png]Other
Project management Infrastructure Procurement management services

9
3
2
3
£
s
=
2
=
S
=
<
]
°
E
5
g
T
]
&

40% 50% 60%
Delivery practice share of delivery




21.
For more details on UNOPS operational results, see the Annual Reports 2010, 2011 and 2012 at:

http://www.unops.org/english/whoweare/ExecutiveBoard/Pages/UNOPSAnnualreportstotheExecutiveBoard.aspx
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Annex II.
UNOPS management results, 2010-2012
1.
In preparing its strategic plan, 2014-2017, UNOPS assessed its performance during 2010-2012 in relation to its four management goals:

(a) Recognized value (partner perspective);
(b) Process excellence (business process perspective);
(c) People excellence (people perspective); and
(d) Financial stewardship (financial perspective)
2.
The assessment builds on the comprehensive review conducted in 2012, in the context of the midterm review of the UNOPS strategic plan. 2010-2013 (DP/OPS/2012/7). Through its midterm review, UNOPS conducted an assessment of the evolution of performance indicators over time, resulting in the establishment of 25 consolidated key performance indicators. The indicators were used as a basis for reporting on management results from the biennium 2010-2011. For the purpose of the UNOPS strategic plan 2014-2017, those results have been complemented with results for 2012 to cover management results achieved during the triennium 2010-2012. Highlights of management results for the past triennium are provided below.

Recognized value: partner perspective
3.
Overall partner satisfaction is high, at 78 per cent, an increase of 5 percentage points compared to 2010. While partner satisfaction is below the ambitious target of 88 per cent, it should be noted that satisfaction was ascertained using a more sophisticated larger-scale approach than in prior years. The 2012 partner survey was based on 361 interviews with partners, as opposed to the online survey technique used in prior years.

4.
Despite the one-time delay in recognizing delivery associated with the transition to International Public Sector Accounting Standards (IPSAS), UNOPS maintained a stable delivery level in the triennium, with delivery increasing in low-income countries and countries affected by conflict. The value of new and extended partner agreements reached a record high in 2010, at $1.8 billion. The corresponding value for 2011 and 2012 was approximately $1.4and $1.3 billion, respectively – levels which are deemed sufficient to sustain the organization  

5.
Based on its drive for accountability for results and transparency, UNOPS strengthened its reporting systems and became a signatory active member of the International Aid Transparency Initiative (IATI). In addition, strategic change initiatives were launched to enhance the UNOPS level of service and outreach to partners, especially with regard to mainstreaming the national capacity agenda in the competency areas of its mandate and recognized comparative advantage.

Process excellence: business process perspective
6.
To drive business excellence, UNOPS continues to pursue best practices through the adoption of recognized world-class standards of excellence at both the organizational and individual levels. In line with this ambition, during the triennium 2010-2012, the UNOPS global quality management system was awarded ‘ISO-9001’ certification; UNOPS attained the organizational certification of the Chartered Institute of Purchasing and Supply (CIPS), becoming the first organization to undergo assessment in the field of sustainable procurement; project management procedures were further refined using ‘Prince2’ methodology; the European Foundation for Quality Management business excellence model was used for assessment of organizational maturity; and the UNOPS internal audit and investigation group (IAIG) received the highest rating offered by the Institute of Internal Auditors in an external quality assessment of its activities.

7.
The UNOPS policy framework has reached a significant level of maturity and the implementation rate of internal audit recommendations is high, exceeding 90 per cent in 2012. Furthermore, the ISO-9001 certification provides assurance that UNOPS business processes are designed to meet its partners’ needs, are being implemented consistently, and are continuously reviewed and improved. Against this backdrop, the development of corporate tools within the areas of  project management, human resources and finance will permit UNOPS to focus on becoming better and faster. 

People excellence: people results
8.
Overall personnel satisfaction is high and was above the 79 per cent target in 2011. To maintain momentum, the implementation and strengthening of new policies, tools and systems supporting both recruitment and performance management will continue.

9.
UNOPS offers and encourages learning activities and talent development, as reflected in the increased and above-target number of personnel attending training. To supplement organizational certification, UNOPS pursues individual certifications of its personnel based on external standards through both external and internal mechanisms. Those certification mechanisms cover external procurement certification with CIPS; accounting certification with the Association of Chartered Certified Accountants (ACCA); external project management certification with Prince2; and the internally developed project management certification programme, as well as human resources certification with Cornell University.

Financial stewardship: financial perspective
10.
UNOPS shows strong financial results for the triennium, exceeding the targets set by the Executive Board for both net revenue and operational reserves. The reduction in provisions for write-offs and the increased implementation rate of the recommendations of the United Nations Board of Auditors are seen as results of the financial clean-up, organizational maturity and improved process control.

11.
A ‘growth and innovation fund’ was established by the Executive Director in 2010. During the biennium, the fund was used to strengthen the capability of UNOPS to support partners in building infrastructure and procurement capacity; to further UNOPS leadership in terms of transparency; and to strengthen UNOPS capacity in the area of sustainable infrastructure, among others.

12.
The following pages provide a comprehensive assessment of performance against key performance indicators and relevant performance measures. It should be noted that for some performance measures, final numbers for 2012, including audited financial statements, were not available at the time the assessment was conducted.

A.
Partner perspective – recognized value
Deliver world-class products and services adding sustained value
	Key performance indicator
	Results, 2010-2012

	A.1. Partner satisfaction
	In the period February-April 2012, 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 – 73.1per 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 – considerably 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.

	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, civil works, and physical infrastructure development, including related capacity development activities.

In June 2012, the Executive Board encouraged UNOPS to further mainstream the national capacity agenda in the competency areas where UNOPS has a mandate and a recognized comparative advantage, namely, project management, infrastructure and procurement, including through the use of local resources. 

At $1.015 billion, UNOPS procurement represented 6.9 per cent of total United Nations procurement in 2010. In 2011, at $778 million UNOPS procurement represented 5.45 per cent of total United Nations procurement, representing an absolute as well as relative decrease in the share of United Nations procurement.

With regard to procurement within distinct categories, the names of procurement categories changed somewhat between 2010 and 2011, while the actual products and services procured within each category remained the same.

Consequently, UNOPS procurement represented 23.3 per cent of total United Nations procurement in the category of construction, engineering and architectural services in 2010, and 22.9 per cent in the category of construction, engineering, and other technical services in 2011. 

In 2010, UNOPS procurement represented 35.5 per cent of total United Nations procurement in the category of motor vehicles and parts, including other transportation equipment, and 31.1 per cent in the category of motor vehicles, parts and other transportation equipment in 2011. 

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 by enhancing institutions or developing skills. By 2011 that number had increased to over 56 per cent.


	Key performance indicator
	Results, 2010-2012

	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 due mainly to the phasing-out of large-scale procurement projects in India, and changes in the legislative environment in Peru. Despite that drop, UNOPS delivery in low-income countries and countries affected by conflict rose to $512 million, or 48 per cent.

The one-time delay in recognizing delivery and related revenue associated with the transition to IPSAS affected UNOPS delivery and revenue figures negatively in 2012. At the time of writing, delivery for 2012 was close to $960 million
 under the new accounting standards, while had the former accounting standards been applicable, delivery would be comparable to that of 2011.

To improve on-time delivery, UNOPS 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. In 2012, it was assessed that 80 per cent of the UNOPS global portfolio was on track for cost and schedule.


Build sustainable partnerships
	Key performance indicator
	Results, 2010-2012

	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. New and extended agreements signed in 2012 totalled $1.35 billion. 

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, as well as to the mine action cluster. There was particularly strong demand for UNOPS support to mine action and services in Afghanistan and Myanmar.
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 prepared eleven proposals at the institutional level. While a number of the proposals are still pending, three have been concluded, resulting in the selection of UNOPS services in two cases.

In 2012, based on input from partners, as captured in the global partner survey, senior managers, as captured in a best practice organizational maturity assessment, and an analysis of overall organizational performance, strategic change initiatives were launched to enhance the level of UNOPS service and outreach to partners. These included initiatives to support greater collaboration and coordination around key partners, as well as leveraged presence on the ground. 

Throughout the period UNOPS continued to develop its knowledge partnership with the Certified Institute for Purchasing and Supply (CIPS) established in April 2010. The partnership aims to develop the procurement and supply chain management capacity of national governments. 

To further strengthen the UNOPS infrastructure practice, particularly as UNOPS moves towards securing the ISO-14001 environmental management certification, UNOPS intensified its knowledge partnerships with Arup (established in 2010), as well as with DLA Piper (established in 2011). 

	A.5. UNOPS contributions and collaboration within the United Nations system
	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. In 2012, the number increased to around 65 per cent. 

UNOPS is a participating and contributing member of the United Nations and collaborates and contributes to United Nations country teams and United Nations Development Assistance Frameworks (UNDAFs).

In the midterm review partner survey carried out February-April 2012, 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 (slightly below the 2011 target articulated in the 2010-2011 budget estimates).

In the 2012 internal target agreements, UNOPS regional directors committed to making substantial contributions to relevant UNDAFs in their respective regions and reporting back to UNOPS headquarters on those contributions. During the mid-year review in 2012, UNOPS assessed that substantive contributions had been made to 29 of the 38 relevant UNDAFs identified (83 per cent), somewhat below the internal target of 90 per cent.


Communicate effectively and transparently
	Key performance indicator
	Results, 2010-2012

	A.6. Website average views and maintenance
	With increased organizational maturity, a focus on the quantity of website updates shifted 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 per month to the UNOPS public website (www.unops.org) has increased steadily, from 70,000 in 2010 and 82,000 in 2011 to 86,000 in 2012 – above both 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 regional websites, parameters and targets were established to ensure compliance with institutional standards. The percentage of regional entity websites compliant with institutional standards was 95% in 2012, exceeding the 85 per cent target.


	Key performance indicator
	Results, 2010-2012

	A.7. IATI compliance
	To keep partners better informed about UNOPS activities, there was a focus on strengthening systems for reporting the results that UNOPS helped bring about. This led to the creation of the partner centre and a range of other initiatives to promote transparency at all levels. 

Since UNOPS became a signatory to IATI in September 2011, it has worked consistently on improving the quality and provision of data. A major step in this direction was taken in 2012 with the launch of the cutting-edge new platform data.unops.org. That website provides detailed information about 1,000 UNOPS projects which are geo-coded and tagged by development sector, allowing users to explore the projects in different ways. 
To support the success of IATI, UNOPS has become a member of its steering committee and is active in technical group meetings. 
According to a case study in the 2012 aid transparency index of Publish What You Fund, an assessment of UNOPS activity-level data quality (33 per cent of the methodology used) ranked UNOPS third among all donors in the index. UNOPS was praised for the quality and breadth of its reporting.


B.
Business process perspective – process excellence
Improve process efficiency and effectiveness
	Key performance indicator
	Results, 2010-2012

	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. The relevant business processes of all UNOPS management and enabling practices were thus externally validated. During 2012, follow-up surveillance audits confirmed the certification, which provides assurance that the business processes of UNOPS are designed to meet partners’ needs, are being implemented consistently, and are continuously being reviewed and improved.

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. Already at a significant level of maturity, UNOPS focused primarily on refining the existing policy framework for practical application in 2012, and ended the year with a policy framework comprising 33 organizational directives and 63 administrative instructions.
UNOPS replaced its guidance notes with instruction and guidance. By the end of 2011, there were 292 instructions and 88 pieces of guidance available in the UNOPS knowledge system, well above the target of 150 set in the 2010-2011 budget estimates. In 2012, while the number of instructions remained stable, the number of guidance articles increased by 34 per cent, to 119. 

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


	Key performance indicator
	Results, 2010-2012

	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. With the move to IPSAS, project expense is only recognized at the time of actual delivery and not when the purchase order is raised, as under the previous accounting standard. This affects the ratio between project budget, which is necessary for raising purchase orders, and project expense which is recorded at a later point compared to previous years. At close to $960 million, actual delivery constituted 64 per cent of project budget in 2012, which was below the 80 per cent target set in the strategic plan, 2010-2013. 

	B.3. Project management process effectiveness and efficiency
	The number of dormant projects (projects identified 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, 2011 and 2012.

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. In 2012, due to improved efficiency, UNOPS changed the target period for the operational closure of projects from 18 months to six. The number of projects exceeding 6 months in operational closure was reduced from 32 per cent, in 2011, to 24 per cent in 2012.  

	B.4. Finance process effectiveness and efficiency
	The average number of days for the regular quarterly financial closure in 2010-2011 was between seven and nine working days, which was reduced in 2012 to an average of six 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. In 2012, UNOPS worked on improving the project financial closure tool to achieve greater financial closure efficiency. 

	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 talent.

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

In 2012, UNOPS launched its global personnel recruitment system, an e-recruitment system that will facilitate the recruitment process and provide process-time information and high-quality tracking data, as well as an electronic global leave system and an online performance evaluation system for individual contractors.

	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 strategic plan, 2010-2013. In 2012, the average percentage of MOSS compliance in evaluated UNOPS offices fell slightly, to 84 per cent. Acknowledging the need for a continued focus on compliance with security standards UNOPS introduced new procedures to facilitate an increase in the MOSS compliance rate of UNOPS offices.


Comply with processes
	Key performance indicator
	Results, 2010-2012

	B.7. Internal audit recommendation implementation
	The implementation rate of accumulated internal audit recommendations at the end of 2010 and 2011 was 71 and 86 per cent, respectively – above the target of 50 per cent set in the strategic plan, 2010-2013. By the end of 2012, that rate had gone up to 93 per cent. The implementation rate of high- and medium-risk recommendations pertaining to management practices was 87 per cent in 2011 and 86 per cent in 2012. 

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. That number remained low, at 16, in 2012.

	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 2012, IAIG issued 34 audit reports, completing the 2012 workplan with no audits carried over to 2013.

In terms of implementing 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. By the end of 2012, IAIG had completed the remainder of the 2011 planned audits as well as carried out all planned audits for 2012. 

In 2012, the IAIG engaged the services of the Institute of Internal Auditors (IIA) to conduct an external quality assessment of IAIG activities in accordance with standard 1312 of the International Standards for the Professional Practice of Internal Auditing. UNOPS was assessed by the IIA as ‘generally conforming’ with the standards and being in compliance with the IIA code of ethics, the highest rating offered by the IIA. 

	B.9. Procurement and procurement oversight effectiveness and efficiency
	The average duration of the formal solicitation process in UNOPS was 88.2 days in 2010, 81.1 days in 2011, and 78.2 days in 2012, below the targets of 87 and 85 days set for 2012 and 2013, respectively, in the corresponding biennium estimates. 

The average processing time for procurement cases for the headquarters contracts and property committee was 7.7 days in 2010, 9.7 days in 2011 and 7.8 days in 2012, below the target of 8.0 days set in the 2012-2013 budget estimates.

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 addition, in 2012, UNOPS became member of the Sustainable Public Procurement Initiative, whose goal is to promote the worldwide implementation of sustainable public procurement through increased cooperation between key stakeholders. 


Innovate
	Key performance indicator
	Results, 2010-2012

	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 the tangible benefits of the improvement initiative. In 2012, based on the findings of the midterm review, work by UNOPS senior management before, during and after the 2012 global management meeting, an action plan was developed to focus the execution of the strategy for the remainder of the biennium. The plan reflects six strategic change projects – ‘must-wins’ – incorporating a series of specific initiatives, which will address key areas for improvement.

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


C.
People perspective – people excellence
Recruit and recognize talent
	Key performance indicator
	Results, 2010-2012

	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 was 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 the rating by personnel 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, that 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 the UNOPS intranet, up 4 per cent from 2010 and above the 80 per cent target set in the 2012-2013 budget estimates. 

Seventy-four 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, above the target set for 2013 in the 2010-2013 strategic plan. In 2011, that number had increased slightly to 17 per cent. Staff turnover was 15.8 per cent in 2012. 

	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 than in the previous year.
In 2012 UNOPS continued to strengthen personnel performance management with the second year of a pilot of the rewards, recognition and sanctions policy on behalf of the International Civil Service Commission. The initiative has had a positive effect on the completion of performance appraisals and allowed the organization to celebrate the achievements of more than 20 colleagues for exceptional contributions to the organization at a global awards ceremony.


Develop talent
	Key performance indicator
	Results, 2010-2012

	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 2012, UNOPS personnel participated in more than 1,865 learning activities or programmes. The increase is due largely to three new initiatives: the corporate induction programme (which 600 people completed online); the global language course (400 people enrolled); and the leadership course (55 people enrolled). 

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). In project management, 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.

In 2012, 128 personnel were enrolled in the CIPS certification, 52 with ACCA and 29 under the e-Cornell international human resources certification programme. 500 personnel were enrolled in the Prince2 certification; 380 of whom took the Prince2 foundation exam, with a 77 per cent pass rate (292), and 128 took the Prince2 practitioner exam, with a 34 per cent pass rate (43). 128 personnel participated in the internally developed project manager certification programme, building on the project management training course launched in the previous year. Of those opting for internal certification, 25 were successfully certified (89 per cent pass rate).


Embrace United Nations values
	Key performance indicator
	Results, 2010-2012

	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 for staff remained unchanged.

In 2012, the total UNOPS workforce amounted to 6,366, of whom 880 were staff and 5486 had individual contractor agreements. 38 per cent of the staff were women.


D.
Finance perspective – financial stewardship
Steward financial resources
	Key performance indicator
	Results, 2010-2012

	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. While financial closure for the year 2012 is still under way, it appears that UNOPS, in spite of the transition to IPSAS, will make a modest surplus. 

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


Ensure financial control
	Key performance indicator
	Results, 2010-2012

	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.

	D.3. Financial compliance
	The number of personnel required to file financial disclosure statements in 2010 was 755, of whom 721 did so within the required time. Eighteen of the 34 remaining financial disclosure statements 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 (100 per cent filing compliance). In 2012 804 personnel were asked to file, all of whom filed on time (100 per cent compliance). This exceeded 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, 2010-2012

	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.

During 2012, funding from the growth and innovation fund was used to strengthen the capability of UNOPS to support partners in building infrastructure and procurement capacity, to further UNOPS leadership in terms of transparency, and to strengthen UNOPS capacities in the area of sustainable infrastructure, among others.


Annex III.
UNOPS global portfolio, 2010-2012
1.
This annex reviews UNOPS global portfolio for the fiscal years 2010-2012.
 Special attention has been paid to UNOPS partners and delivery practices. The analysis focuses on products and services provided by UNOPS delivery practices in several areas of focus.

A.
UNOPS partners
UNOPS partners, overview
2.
Figure 1 represents the distribution of UNOPS delivery 2010-2012, by partner. The largest part of UNOPS delivery can be attributed to services provided for United Nations organizations (47 per cent) and governments (43 per cent). The remaining 10 per cent is attributable to international financial institutions (1 per cent), intergovernmental organizations (4 per cent), non-governmental organizations and foundations (1 per cent), multilateral institutions (2 per cent) and trust funds (2 per cent).

Figure 1. UNOPS partners, 2010-2012
[image: image2.png]L 11 1]

United Nations M istereovernmental organizations
Governments through management service agreements . [ Non-governmental organizations
Funding from host o
Mutiateral institutions

Governments governments
[ Trust funds

‘World Bank through host governments
International financial insttutions

Funding from Hternational
e




UNOPS partners, by delivery practice

3.
Figure 2 represents UNOPS delivery for fiscal years 2010-2012 by delivery practice (horizontal axis) and partner (vertical axis). UNOPS provides products and services in the core areas of its mandate according to partner demand. The majority of delivery demands by governments are in infrastructure (66 per cent) and procurement (67 per cent). The largest proportion of project delivery in project management (74 per cent) and other management services (78 per cent) is due to demand from United Nations organizations.
Figure 2. UNOPS partners, 2010-2012 by delivery practice
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B.
UNOPS global portfolio
UNOPS global portfolio, overview

4.
This section provides further details on UNOPS project delivery across the three UNOPS delivery practices
: project management, infrastructure and procurement. Figure 3 represents the overall distribution of UNOPS delivery for fiscal years 2010-2012, by delivery practice: 
(a)
project management, 35 per cent

(b)
infrastructure, 31 per cent 

(c)
procurement, 28 per cent

(d)
other management services upon request from partners, 6 per cent
 
Figure 3. UNOPS global portfolio, 2010-2012
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UNOPS delivery practices
5.
The UNOPS delivery practices are mutually reinforcing and interdependent. An example of this is an engagement to design and construct five schools. In other words an infrastructure project which is likely to entail a significant amount of procurement, which together with other required inputs would need to be project managed in order to achieve contribution of the expected benefits of the project.

6. 
By virtue of the above logic, UNOPS global portfolio can, in addition to the overall distribution in figure 3, be analysed and illustrated form the perspective of each of the three delivery practices. This analysis results in the following share of UNOPS portfolio being associated with each of the three delivery practices: 94 per cent with project management, of which 74 per cent was associated with procurement and 31 per cent with infrastructure.
7.
Figure 4 below illustrates the UNOPS global portfolio from the perspective of each delivery practice, and the following section provide further detail on the volume of different areas of focus types within each of the three. At the same time it should be noted that UNOPS, in addition to delivery of services through its three delivery practice, provides some other management services upon partner request. During fiscal years 2010-2012 these amounted to around 6 per cent, particularly in response to demand from the United Nations Development Group and provision of an efficient platform for hosting of partner operations.
Figure 4. UNOPS global portfolio, 2010-2012 – delivery practice perspectives
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8.
During the preparation process for the UNOPS strategic plan, 2014-2017, each delivery practice developed a product and service matrix. Within these, the delivery practices identified areas of focus in which core products and services were delivered. The following figures illustrate the distribution of UNOPS project delivery, 2010-2012, according to the focus areas of each delivery practice.

9.
As illustrated in figure 5, in infrastructure UNOPS distinguishes the following areas of focus: transport (10 per cent), public buildings (8 per cent), community infrastructure (6 per cent), and related services for risk reduction and recovery (2 per cent). About 5 per cent relate to infrastructure support services.

Figure 5. UNOPS infrastructure, areas of focus
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10.
The procurement focus areas aggregate procurement elements from each delivery practice. UNOPS assists partners with procurement activities according to their demands in three main areas of focus: procurement of common user products and services for the United Nations and other partners (40 per cent), construction procurement (28 per cent), and health procurement (6 per cent). 

Figure 6 UNOPS procurement, areas of focus
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11.
The project management focus areas aggregate project management elements within each delivery practice. From a project management perspective, 58 per cent of UNOPS project delivery is related to portfolio, programme and project support services, whereas 36 per cent is related to programme and project management services.

Figure 7 UNOPS project management, areas of focus
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C.
Methodology for analysis of the UNOPS global portfolio
12.
This section summarizes the methodology of analysis used in the UNOPS global portfolio review, 2010-2012. First, all outputs were classified as infrastructure, procurement, or project management. The following types of outputs were classified as infrastructure: (a) construction works, and (b) infrastructure advisory services. The following types of outputs were classified as procurement: (a) procurement of vehicles; (b) procurement of common user products and services (equipment, etc.); (c) health procurement (medicines, malaria nets, etc.), and (d)  procurement advisory services. The remaining outputs were classified as project management. 
13.
Second, the core mapping was augmented to capture infrastructure as well as procurement projects. Thus projects containing infrastructure outputs equal to or greater than 30 per cent of delivery were classified as infrastructure. Projects containing procurement outputs equal to or greater than 30 per cent of delivery were classified as procurement. Projects providing services, such as support for the United Nations Development Group and provision of an efficient platform for the hosting of partner operations were classified as other management services. 

14.
The above approach enabled UNOPS to gain deeper insight into the linkages of its mutually reinforcing delivery practices. In this analysis, the reinforcing nature of the UNOPS delivery practices is highlighted according to service mapping and project-level augmentation. 

15.
All figures in the above review of the UNOPS global portfolio, 2010-2012, are based on the of UNOPS project delivery grand total for those years of around $ 3.3 billion.

Annex IV.
UNOPS results methodology

A.
Introduction
1.
As a result of the UNOPS drive for transparency and its focus on results-based management and reporting, its methodology and approach to managing and accounting for the operational results it contributes to its partners’ development outcomes, as well as the management results it achieves, have been significantly enhanced. The enhancement of UNOPS results-based management systems takes into account evolving global priorities and builds upon lessons learned from its early adoption of IATI, the experiences of sister organizations, and best practices from the private and public sectors.

2.
At the same time, the increased focus on sustainability and national capacity development has raised the bar for what can be expected of a United Nations organization, including within the area of results-based management and reporting. In that regard, the General Assembly resolution on the Quadrennial Comprehensive Policy Review (A/RES/67/226) explicitly requested the United Nations development system to improve its results-based management frameworks and associated reporting:
“Requests the United Nations development system to promote the development of clear and robust results frameworks that demonstrate complete results chains that establish expected results at the output, outcome and impact levels and include measurable indicators with baselines, milestones and targets for monitoring, and in this regard requests the United Nations funds and programmes, and encourages the specialized agencies, to consult Member States during the production of results frameworks of their respective strategic plans, and report annually on implementation from 2014;” (§170); and
“[U]nderscores … the need to further strengthen the delivery of results and the results-based frameworks of the funds, programmes and specialized agencies of the United Nations development system and to improve their reporting on outputs and nationally owned outcomes;” (§34).
3.
In preparing its strategic plan, 2014-2017, UNOPS further enhanced its approach to results-based management. UNOPS reviewed the recommendations regarding key features of a robust results-based management system from an international working group under the Multilateral Organisation Performance Assessment Network
and key definitions in use by the United Nations Secretariat, UNDP and the Organisation for Economic Co-operation and Development (OECD), as well as those provided in the RBM Handbook (United Nations Development Group, 2011), quoted below:

Results based management. “Results-based management is a management strategy by which all actors, contributing directly or indirectly to achieving a set of results, ensure that their processes, products and services contribute to the desired results (outputs, outcomes and higher-level goals or impact), and use the information and evidence on actual results to inform decision making on the design, resourcing and delivery of programmes and activities, as well as for accountability and reporting.”

Results. “Results are changes in a state or condition that derive from a cause-and-effect relationship. There are three types of such changes – outputs, outcomes and impact – that can be set in motion by a development intervention. The changes can be intended or unintended, positive and/or negative.”

Results chain. “The causal sequence for a development intervention that stipulates the necessary sequence to achieve desired results – beginning with inputs, moving through activities and outputs, and culminating in individual outcomes and those that influence outcomes for the community, goal/impacts and feedback. It is based on a theory of change, including underlying assumptions.”

B.
UNOPS results frameworks aligned to development objectives

4.
UNOPS is committed to United Nations coherence and contributing to sustainable results that improve the lives of people in need. It is guided by the Millennium Development Goals (MDGs) and other internationally agreed goals and is closely following development to the post-2015 development goals. Further to this, UNOPS has established a results chain that reflects its alignment with these development objectives and encompasses its management and operational results frameworks.
UNOPS results chain
5.
The UNOPS results chain is aligned with the logic laid out in the 2011 UNDG RBM Handbook and consists of goals and impacts, outcomes, contributions to sustainable outcomes, outputs and inputs, and activities
. 

Goals and impacts

6.
Goals and impacts are development objectives towards which the contributions of UNOPS and the outcomes of our partners are aligned.
(a) Goals: The higher-order objective to which a development intervention is intended to contribute
(b) Impacts: Positive and negative long-term effects on identifiable population produced by a development intervention, directly or indirectly, intended or unintended.
7.
Examples of frameworks and documents that provide articulation of goals and impacts are the MDGs, other internationally agreed goals and, eventually, the post-2015 development goals, tentatively referred to as sustainable development goals (SDGs). 
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8.
UNOPS is continuously adapting according to changes in the development context and alignment to development objectives is made biennially through a formal process in the context of the strategic plan and related midterm review. Alignment with development objectives at the higher level is reflected in the strategic plan, 2014-2017, inter alia in the articulation of the three contribution goals and the UNOPS focus on national capacity and sustainability. 

Outcomes

9.
Outcomes are the country and partner owned results to which UNOPS contributes and is defined as the short- and medium-term effects of the outputs of an intervention.

10.
Examples of frameworks and documents that provide articulation of outcomes are the UNDAFs, United Nations programme documents and national development plans:
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11.
To enhance UNOPS contributions to its partners and their achievement of development outcomes, UNOPS understanding of partner needs is deepened by its being an active member of the United Nations country teams and making substantive contributions to relevant UNDAFs. In that context, and with growing maturity of its delivery practices, UNOPS sees an opportunity to become a knowledge resource within its focus areas.
Contributions to sustainable outcomes

12.
Contributions to sustainable outcomes are the sustainable approaches taken by UNOPS in delivering products and services and the sustainable contributions it leaves behind once delivery has been completed. They are defined as how and what UNOPS contributes to partners’ results and their achievement of development outcomes.

13.
The contributions to sustainable outcomes are reflected in UNOPS operational results framework which is based on UNOPS three contribution goals:
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14.
UNOPS aligns itself to partner- and country-owned outcomes and higher-level development objectives in the context of defining and scoping engagements (projects), through a consultative process of review and agreement with partners on contributions to national capacity, integrating and balancing social, environmental and economic considerations.

Outputs

15.
Outputs are the products and services of the three UNOPS delivery practices and are defined as the products and services delivered through transactional, implementation or advisory services.
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16.
UNOPS makes its contributions to partners’ outcomes through its products and services, which are delivered based on partner demand.

Inputs and activities

17.
Inputs and activities are what stakeholders invest in and how these investments are deployed, accurately reflecting organizational effectiveness, and are defined as:

(a) Activities: Action taken or work performed to transform inputs into outputs.
(b) Inputs: Personnel, finance, equipment, knowledge, information and other resources necessary for producing partner demanded outputs and contributions.
18.
The inputs and activities are reflected in the UNOPS management results framework, which is based on its four management goals: recognized value; financial stewardship; process excellence; and people excellence.
19.
The four management goals provide direction to how UNOPS ensures the viability of its self-financing business model and reflect the four perspectives (partners; business process; people; and finance) of UNOPS balanced scorecard, a core management tool used to drive performance and maturity at all levels of the organization by means of performance indicators and associated targets. 
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Position of UNOPS in the results chain

20.
The operational premise of UNOPS is fundamentally different from the programmatic nature of the United Nations funds and programmes. This is reflected in its position in the results chain, as well as in its results frameworks and approach to results-based management and reporting. While UNOPS results frameworks are aligned with global development objectives at the higher level, they are at the same time deployed with a view to ensuring sufficient flexibility to accommodate the specific needs and demands of the multiple UNOPS partners.
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C.
Management results enabling UNOPS contributions to operational results
21.
As a fully self-financing organization, UNOPS implements its mandate based on demand and without core funding. UNOPS has proven the viability of its business model, which is reflected in the interconnected operational and management results frameworks.

Contribute to operational results

22.
Three contribution goals guide and provide focus for how and what UNOPS contributes to partners’ results and their achievement of development outcomes.
Achieve management results

23.
To drive organizational excellence, UNOPS has articulated four management goals that provide direction to how UNOPS ensures the viability of its self-financing business model and builds an organization capable of realizing its vision. 
24.
Achievement of management results is how UNOPS ensures its ability to continue its contributions to partners’ outcomes, as articulated in the contribution goals. UNOPS makes its contributions to partners’ sustainable outcomes by delivering its products and services.
Focus on national capacity and sustainability

25.
The UNOPS results frameworks reflect the call of General Assembly resolution 67/226 to accentuate focus on national capacity and sustainable development. Its approach to building national capacity is framed by the three mutually reinforcing dimensions of sustainability. The approach permeates both what UNOPS contributes to its partners’ outcomes and how UNOPS works, and will be reflected in the account for both operational and management results.
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D.
Planning for results

26.
The operational and management results frameworks are defined in the strategic plan and are operationalized according to the context in which they are deployed.

Operational results

27.
As UNOPS work is demand driven and frequently consists of projects spanning multiple years, fluctuations in the number and type of outputs are expected. Therefore, UNOPS establishes targets for operational results based on agreement and in collaboration with its partners on an engagement basis.
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Management results

28.
The strategic plan provides the results framework, the approach to results-based management and results-reporting, and accountability for both.

29.
As part of the midterm review of the UNOPS strategic plan, 2010-2013 (DP/OPS/2012/7), UNOPS conducted an assessment of the evolution of performance indicators over time, resulting in the establishment of 25 consolidated key performance indicators that reflect the ambitions of UNOPS for the past planning period. For the strategic plan, 2014-2017, an illustrative management results framework was developed in which the number of consolidated key performance indicators was reduced to 20, reflecting the increased strategic focus and organizational maturity of UNOPS (see Annex V. Indicative key performance indicators for 2014-2017).

30.
To ensure that performance indicators and targets on management results are continuously improved and remain relevant for business operations, UNOPS will consult with the Executive Board on its future key performance indicators in the context of the biennial results-based budget estimates. Based on these, UNOPS will further operationalizes its management results framework in the context of its annual budget cycle by means of internal target agreements covering the four perspectives of the balanced scorecard, which are cascaded and monitored across the geographical and functional dimensions of UNOPS. 
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E.
Monitoring and reporting on results

31.
With a view to further enhancing oversight and accountability by providing real-time information internally and outside the organization, UNOPS operationalizes its systems for monitoring and reporting based on the data available in corporate systems.

32-.
In addition to continuous real-time information, UNOPS provides quarterly updates internally on management results and reports annually on management and operational results to the Executive Board in its annual report of the Executive Director.
Recent achievements

33.
Operational results. In relation to results-based reporting on contributions to partners’ results, UNOPS has in recent years significantly strengthened its procedures and tools. Among other things, UNOPS has leveraged OECD-DAC standards for the categorization of projects. Based on this and other initiatives focused on upgrading information management, UNOPS was able to join IATI and make geo-coded project information available on its website in compliance with IATI standards.
34.
Management results. The monitoring and oversight of organizational performance was greatly improved in 2012 with the launch of an upgraded business intelligence platform that leverages data captured in corporate systems and provides, on UNOPS intranet dashboards, a visualization of live indicators of UNOPS performance over the four dimensions of the balanced scorecard.
35.
Further development. In 2014-2017 UNOPS will build on the achievements of the prior planning period, and, with a particular focus on the areas of its mandate, will contribute to advancing the availability of standardized accounts of contributions to national capacity and sustainability, as well as to approaches and techniques driving focus and attention to management results and operational excellence.
Operational results

36.
During 2010-2013, UNOPS reported its contributions to country- and partner-owned outcomes primarily at the output level. During 2014-2017, UNOPS will further refine its results-based reporting, particularly with a view to providing a quantitative and qualitative account of its contributions to sustainable outcomes, and will gradually make this information available on the UNOPS website. UNOPS will continue to report on outputs, which will be defined by the products and services of the three UNOPS delivery practices
37.
To facilitate that process, UNOPS will develop performance indicators to measure the achievement of results and contributions to sustainable outcomes. To that end UNOPS will rely on international standards such as those developed through the Global Reporting Initiative, the gender markers established by the Inter-Agency Standing Committee, and other standards of relevance to the UNOPS focus. Articulation and deployment of performance indicators at the products and services level will enable UNOPS to establish targets, report on sustainable contributions at the project level, and aggregate these by country, region, partner, delivery practice and other relevant dimensions.

38.
Already, in 2013, UNOPS has initiated a process to develop a sustainability screening tool to facilitate project assessment, monitoring and reporting, capturing relevant aspects of the three dimensions of sustainability and contributions towards national capacity-building. The introduction is a priority for UNOPS, and will ensure that performance against the three dimensions of sustainability is incorporated as a key project success criterion. It is envisaged that, starting in 2014, associated results information categorized by country, partner and UNOPS focus area will gradually become available on the UNOPS website .

Management results

39.
In line with the continued drive for increased process maturity, UNOPS will significantly strengthen the concept of process ownership and process performance measurement. The organization will assign process ‘owners’ for each internal process, who will formulate indicators and benchmarks for their respective processes. Targets will be set against each process, and UNOPS will expand the use of its ICT systems to measure and publish process performance indicators on UNOPS intranet dashboards.

40.
It is envisioned that, with further availability of reliable business process performance indicators, the balanced scorecard will be improved by linking additional performance perspectives in the balanced scorecard to the UNOPS rewards and sanctions framework.

41.
The UNOPS excellence model. The UNOPS approach to results-based management will be sharpened through use of its excellence model, which is based on that of the European Foundation for Quality Management. It is a non-prescriptive business excellence framework providing a holistic view of the organization that can be used in conjunction with any other UNOPS other management tool, such as the balanced scorecard or results-based reporting (see Annex V. The UNOPS excellence model).
UNOPS as a resource for reporting expertise 

42.
UNOPS strongly encourages partners’ evaluation of the programmes to which it contributes. Given the focus of its mandate and the dynamic nature of its business model, an in-house evaluation function in the traditional sense would not be cost-effective. However, during 2014-2017 UNOPS will use information in a targeted manner to innovate and to increase the added value of its products and services in project management, infrastructure and procurement. UNOPS may be a resource for specialized technical expertise for partners to draw on when evaluating issues within the remit of its mandate. Finally, the UNOPS drive to make results information publicly available in standardized formats may prove a valuable resource to inform partners’ programmatic and thematic evaluations, as well as a source of inspiration for other organizations to follow, culminating in a paradigm shift in the monitoring and evaluation of development effectiveness and associated tools and techniques.
F.
Reporting on contributions to sustainable outcomes; an example

UNOPS results based reporting will cover how UNOPS delivers, in the form of sustainable approaches, what UNOPS delivers, in the form of the products and services at the output level, and the contributions which these make to sustainable outcomes. To further distinguish between how and what UNOPS delivers, an illustrative example is provided in which delivery of five schools is the output of an infrastructure project.
Sustainable approaches; how UNOPS delivers

‘Sustainable approaches’ refers to how UNOPS delivers, and measurements therefore  describe the course of the engagement process and are bound by the duration of the project. In the example provided, this would include measuring waste generated during the construction phase of the project; the inclusion of women in the project workforce; and ensuring decent working conditions for all personnel for the duration of the project. During the course of the project, UNOPS may also employ personnel locally, with the objective of building national capacity through on-the-job learning, and impart knowledge on how to conduct environmental impact assessments, to increase awareness of health and safety routines, and to employ best-practice construction techniques.
Contributions to sustainable outcomes; what UNOPS delivers

Contributions to sustainable outcomes refers to what UNOPS delivers, and measurements therefore describe what UNOPS leaves behind once the project has been handed over. For the example infrastructure project, this would include the output of five schools, as well sustainable design and training elements agreed upon with the partner prior to initiating the engagement that have since been implemented. In the example, these would include energy-efficient design contributing to reduced carbon dioxide emissions; design elements of the schools, including overall capacity for students and specific capacity for female students; and ensuring that there are funds in the national budget to employ teachers and maintenance staff. National capacity for sustainable design and maintenance may be built into the project in the form of formal trainings and purpose-generated manuals.
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Results management terminology 
	Results management term
	United Nations Secretariat (Office of Internal Oversight Service)s
	UNDP
	United Nations Development Group
	OECD
	UNOPS

	Impact
	The overall effect of accomplishing specific results. In some situations it comprises changes, whether planned or unplanned, positive or negative, direct or indirect, primary and secondary, that a programme or project helped to bring about. In others, it could also connote the maintenance of a current condition, assuming that that condition is favourable. Impact is the longer-term or ultimate effect attributable to a programme or project, in contrast with an expected accomplishment and output, which are geared to the biennial timeframe.
	Positive and negative long-term effects on identifiable population groups produced by a development intervention, directly or indirectly, intended or unintended. These effects can be economic, socio-cultural, institutional, environmental, technological or of other types. 
	Impact implies changes in people’s lives. This might include changes in knowledge, skill, behaviour, health or living conditions for children, adults, families or communities. Such changes are positive or negative long-term effects on identifiable population groups produced by a development intervention, directly or indirectly, intended or unintended. These effects can be economic, socio-cultural, institutional, environmental, technological or of other types. Positive impacts should have some relationship to the Millennium Development Goals, internationally- agreed development goals, national development goals (as well as human rights as enshrined in constitutions), and national commitments to international conventions and treaties.
	Positive and negative, primary and secondary long-term effects produced by a development intervention, directly or indirectly, intended or unintended.
	Positive and negative long-term effects on identifiable population produced by a development intervention, directly or indirectly, intended or unintended.

	Goal
	The higher-order aim to which a programme is intended to contribute: a statement of longer-term intent.
	
	A specific end result desired or expected to occur as a consequence, at least in part, of an intervention or activity. It is the higher-order objective that will assure national capacity-building to which a development intervention is intended to contribute.
	The higher-order objective to which a development intervention is intended to contribute.

Related term: development objective.
	The higher-order objective to which a development intervention is intended to contribute.

	Outcome
	In the United Nations Secretariat, ‘outcome’ is used as a synonym for an accomplishment or a result.
	The intended or achieved short- and medium-term effects of intervention outputs, usually requiring the collective effort of partners. Outcomes represent the changes in development conditions that occur between the completion of outputs and the achievement of impact.
	Outcomes represent the changes in the institutional and behavioural capacities for development conditions that occur between the completion of outputs and the achievement of goals.
	The likely or achieved short- and medium-term effects of intervention outputs.

Related terms: result, outputs, impacts, effect.
	The short- and medium-term effects of intervention outputs.


	Output
	A final product or service delivered by a programme or project to end users – such as reports, publications, the  servicing of meetings, and training, advisory, editorial, translation or security services – which a programme is expected to produce in order to achieve its expected accomplishments and objectives. Outputs may be grouped into broader categories.
	The products, services, skills and abilities that result from the completion of activities within a development intervention.
	Outputs are changes in the skills or abilities and capacities of individuals or institutions, or the availability of new products and services that result from the completion of activities within a development intervention under the control of the organization. They are achieved with the resources provided and within the time period specified.
	The products, capital goods and services which result from a development intervention; may also include changes resulting from the intervention that are relevant to the achievement of outcomes.
	The products and services delivered through transactional, implementation or advisory services.

	Activity
	Action taken or work performed to transform inputs into outputs.
	Actions taken or work performed through which inputs, such as funds, technical assistance and other types of resources, are mobilized to produce specific outputs.
	Actions taken or work performed through which inputs, such as funds, technical assistance and other types of resources, are mobilized to produce specific outputs.
	Actions taken or work performed through which inputs, such as funds, technical assistance and other types of resources, are mobilized to produce specific outputs.

Related term: development intervention.
	Action taken or work performed to transform inputs into outputs.

	Input
	Personnel, finance, equipment, knowledge, information and other resources necessary for producing the planned outputs and achieving expected accomplishments.
	
	The financial, human, material, technological and information resources used for development interventions.
	The financial, human, and material resources used for the development intervention.
	Personnel, finance, equipment, knowledge, information and other resources necessary for producing partner-demanded outputs and contributions.


Annex V.
UNOPS excellence model
A.
Introduction – excellence a core value

1.
The pursuit of excellence is a core value in the UNOPS strategic plan, 2014-2017. Already in the UNOPS business strategy, 2007-2009, and its strategic plan, 2010-2013, the pursuit of organizational maturity and excellence was an overarching objective.

2.
Adoption by UNOPS of the excellence model of the European Foundation for Quality Management as a holistic framework covering various aspects of ‘excellence’ represents a next step in the drive to embed and institutionalize excellence throughout the organization. It is in line with the strategic drive to use and adopt internationally recognised best-practice tools and benchmarks.

3.
Before adopting the excellence model, UNOPS tested its utility on several occasions. As early as 2010, UNOPS used the excellence model to make a self-assessment of its risk maturity. In 2011, it tested the model at the operations centre level as a tool for the management team to assess and plan a holistic approach to driving improvement in its operations.
4.
In 2012, UNOPS undertook a global self-assessment of its organizational maturity as part of the midterm review of its current strategic plan. Again, it used the excellence model as a framework, and the results provided key inputs into the midterm review, the improvement agenda, and the strategic plan, 2014-2017.
5.
Having tested the utility of the excellence model, UNOPS will continue to use the model as a practical, non-prescriptive framework to:

(a)
Assess where it is on the path to excellence; helping it to understand its key strengths and areas for improvement;

(b)
Provide a common vocabulary and way of thinking about the organization so as to facilitate the effective communication of ideas; and

(c)
Integrate existing and planned initiatives, removing duplicates and identifying gaps.
6.
The model provides a holistic view of the organization and can therefore be used in conjunction with any of the other UNOPS management tools, such as the balanced scorecard, results-based reporting, process framework, and quality management system.
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B.
The excellence model
6.
The UNOPS excellence model is based on nine criteria – five ‘enablers’ and four ‘results’. The enabler criteria cover what UNOPS does and how it does it. The results criteria cover what UNOPS achieves. Results are caused by enablers and enablers are improved using feedback from results.
7.
As illustrated below, the results criteria of the model are not additional sets of results, but rather:

(a)
a facilitative categorization which establish cause and effect in its improvement initiatives, and

(b)
a tool providing increased focus on the UNOPS sustainability results.
8.
Each of the five enablers has a definition supported by sub-criteria that describe examples of what can typically be seen in excellent organizations. Those definitions, along with examples that aid interpretation, are shown below.
9.
The UNOPS excellence model shares structural similarities with the common approach of the Multilateral Organisation Performance Assessment Network to assessing organizational effectiveness and results. Both approaches focus on results and the feedback of innovation and lessons learned into initiatives aimed at improving organizational excellence.
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C.
Linkage to the UNOPS results framework
10.
As illustrated below, the results framework of the excellence model is closely aligned with the UNOPS results framework, 2014-2017.
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D.
Enabling criteria
11.
The UNOPS Excellence Model comprises five enabling criteria which in turn are supplemented and further operationalized through by 24 sub-criteria. The tables below provide details on each of the five enablers.
	A. Leadership

	Excellent organizations have leaders who shape the future and ‘make it happen’, acting as role models for the organization's values and ethics, inspiring trust at all times. They are flexible, enabling the organization to anticipate and react in a timely manner to ensure the ongoing success of the organization.

	A1. Leaders develop the mission, vision, values and ethics of the organization and act as role models 

	· Setting clear direction

· Defining and communicating core purpose

· Acting as role models for our values

· Ensuring people act with integrity

· Developing a shared leadership culture

· Reviewing the effectiveness of personal leadership behaviours

	A2. Leaders define, monitor, review and drive the improvement of the management system and performance of the organization

	· Developing and improving the management system 

· Identifying improvements based on assessments of results 

· Basing decisions on facts 

· Being transparent and accountable to stakeholders 

· Identifying and managing risks 

· Understanding and developing the underlying capabilities of the organization

	A3. Leaders engage with external stakeholders

	· Understanding and responding to different stakeholder groups

· Using innovation to enhance our reputation

· Identifying partnerships based on needs

· Ensuring transparency of reporting to key stakeholders

	A4. Leaders reinforce a culture of excellence with their people

	· Creating a culture of ownership, empowerment, improvement and accountability at all levels

· Encouraging innovation and organizational development

· Ensuring that people realize their full potential

· Supporting people and recognizing efforts

· Encouraging equality and diversity

	A5. Leaders ensure that an organization is flexible and manages change effectively

	· Understanding the drivers of organizational change

· Making sound, timely decisions

· Reviewing, adapting and realigning the organization when necessary

· Seeking the commitment of stakeholders for any change needed to ensure success

· Learning quickly and responding rapidly

· Allocating resources for long-term needs


	B. Strategy

	Excellent organizations implement their mission and vision by developing a stakeholder-focused strategy. Policies, plans, objectives and processes are developed and deployed to deliver the strategy.

	B1. Strategy should be based on understanding the needs and expectations of both stakeholders and the external environment

	· Gathering stakeholders’ needs and expectations

· Identifying, understanding and anticipating developments in the external environment

· Identifying, analyzing and understanding external indicators

· Understanding and anticipating the impact of external changes

· Identifying, understanding and anticipating external opportunities and threats

	B2. Strategy should be based on understanding internal performance and capabilities

	· Analyzing operational performance trends, core competencies and outcomes

· Analyzing potential partner’s core competencies and capabilities
· Analyzing the impact of new technologies and business models on organizational performance 

· Comparing performance with relevant benchmarks to understand strengths and areas for improvement

	B3. Strategy and supporting policies should be developed, reviewed and updated

	· Creating and maintaining supporting policies to achieve the mission and vision of the organization
· Identifying key results required to achieve the mission and evaluating progress towards the vision and strategic goals
· Using core competencies to generate benefit for all stakeholders 

· Adopting mechanisms to manage strategic risks 

· Understanding key business drivers

· Ensuring economic, societal and ecological sustainability


	B4. Strategy and supporting policies should be communicated, implemented and monitored

	· Defining outcomes and related performance indicators and establishing targets

· Deploying strategy and supporting policy to achieve the desired set of results 

· Maintaining and aligning the organizational structure to deliver strategy while balancing short- and long-term objectives 

· Aligning individual and team objectives with the strategic goals of the organization
· Communicating strategy and supporting policies with stakeholders

· Setting clear goals and objectives for innovation


	C. Personnel

	Excellent organizations value their people and create a culture that allows the mutually beneficial achievement of organizational and personal goals. They develop the capabilities of their people and promote fairness and equality. They care for, communicate, reward and recognise, in a way that motivates people, builds commitment and enables them to use their skills and knowledge for the benefit of the organization.

	C1. People plans should support the strategy of the organization

	· Clearly defining people performance levels required to achieve the strategic goal

· Aligning people plans with strategy, organizational structure, new technologies and key processes

· Involving personnel in developing and reviewing people strategy, policy and plans

· Managing recruitment, career development, mobility and succession planning

Using personnel feedback to improve people strategies, policies and plans

	C2. People’s knowledge and capabilities should be developed

	· Understanding the skills and competencies required to achieve the mission, vision and strategic goals

· Ensuring that learning and development plans match people’s (future) skills and organizational needs

· Helping people improve their mobility and employability

· Ensuring that people have the tools, competencies, information and empowerment to maximize their contribution

	C3. People should be aligned, involved and empowered

	· Ensuring its people are fully aligned to the mission, vision and strategic goals of the organization
· Creating a culture where people’s dedication, skills, talents and creativity are developed and valued

· Encouraging people to be the creators and ambassadors of the success of the organization
· Ensuring that people have an open mindset and respond to challenges with creativity, innovation and speed

· Creating a culture of entrepreneurship and innovation

· Involving people in continuously improving their work processes 

	C4. People should communicate effectively throughout the organization

	· Understanding the communication needs of its people

· Developing needs-based communication strategy, policy, plans and channels 

· Communicating a clear direction and strategic focus

· Ensuring that people understand their contribution to the success of the organization
· Enabling and encouraging the sharing of information, knowledge and best practices

	C5. People should be rewarded, recognized and cared for

	· Aligning remuneration, benefits, redeployment, separation, etc., with strategy and policies

· Adopting approaches that ensure a responsible work/life balance for its people 

· Ensuring and embracing the diversity of the people in the organization
· Ensuring a safe and healthy work environment 

· Encouraging its people to participate in activities that contribute to wider society 

· Promoting a culture of mutual support, recognition and care


	D. Knowledge partnerships, suppliers and resources

	Excellent organizations plan and manage external knowledge partnerships, suppliers and internal resources in order to support their strategy, policies and the effective operation of processes. They ensure that they manage their environmental and societal impact effectively.

	D1. Knowledge partners and suppliers should be managed for sustainable benefit

	· Segmenting knowledge partners and suppliers according to the organizational strategy and managing them effectively
· Building a sustainable relationship with knowledge partners and suppliers based on trust, respect and openness 

· Establishing extensive networks to identify potential knowledge partnership opportunities 

· Understanding the core purpose of the organization and seeking knowledge partners to enhance its capabilities 

· Developing knowledge partnerships that systematically enable the delivery of maximum value to the respective stakeholders 

· Working together with knowledge partners to achieve mutual benefit

	D2. Finances should be managed to secure sustained success

	· Developing and implementing financial strategies, policies and processes to support the overall strategy

· Designing financial planning, control, reporting and review processes to ensure the efficient, effective use of resources 

· Implementing financial governance processes tailored to all appropriate levels of the organization 

· Evaluating, selecting and validating investment in, and divestment of, tangible and non-tangible assets 

· Delivering high levels of stakeholder confidence by ensuring that financial risks are identified and managed 

· Ensuring alignment between the delivery of long term goals and short-term financial planning cycles


	D3. Buildings, equipment, materials and natural resources should be managed in a sustainable way

	· Developing and implementing a strategy and supporting policies for managing buildings, equipment and materials

· Effectively managing the life cycle and physical security of tangible assets 

· Demonstrating that the organization actively manages the impact of its operation on public health, safety and the environment 

· Measuring and managing any adverse effects of its operations on its people and on the community 

· Implementing appropriate policies and approaches to minimize local and global environmental impact

	D4. Technology should be managed to support the delivery of strategy

	· Developing a strategy and supporting policies for managing the technology portfolio that supports the overall strategy of the organization
· Using technology to support and improve the effective operation of the organization 

· Involving its people and other relevant stakeholders in the development and deployment of new technologies 

· Identifying and evaluating alternative and emerging technologies 

· Using technology to support innovation and creativity

	D5. Information and knowledge should be managed to support effective decision making

	· Ensuring that the leaders of the organization are provided with accurate and sufficient information to permit effective, timely decision-making
· Transforming data into information and knowledge that can be shared and used effectively 

· Providing and monitoring secure access to relevant information and knowledge for its people and external users

· Establishing and managing networks to identify opportunities for innovation

· Using innovation in a way that goes beyond technical change and reveals new ways of offering value to partners 

· Using data and information on the current performance and capabilities of processes to identify opportunities for innovation


	E. Processes, products and services

	Excellent organizations design, manage and improve processes, products and services to generate increasing value for partners and other stakeholders.

	E1. Processes should be designed and managed to optimize stakeholder value

	· Analyzing and effectively managing and improving the end-to-end processes of the organization
· Clearly defining ownership, roles and responsibility for the framework of key processes 

· Developing meaningful process performance indicators and outcome measures linked to the strategic goals 

· Turning new ideas into reality through innovation-enabling processes 

· Assessing the impact and added value of innovation and improvements to processes

	E2. Products and services should be developed to create optimum value for partners 

	· Striving to innovate and create value for its partners 

· Using various forms of research and partner feedback to anticipate potential improvements in products and services 

· Understanding and anticipating the impact and potential of new technologies on products and services 

· Using creativity to design and develop new products and services, together with partners 

· Taking into account any impact that the product or service life cycle may have on economic, societal and ecological sustainability

	E3. Products and services should be promoted and marketed effectively

	· Clearly defining their value proposition 

· Defining the business model in terms of core capabilities, processes, partners and value proposition 

· Implementing the business model by defining its market positioning, target partner groups and distribution 

· Developing marketing strategies to effectively promote the products and services of the organization
· Effectively marketing its product and service portfolio to existing and potential partners 

· Ensuring it has the capability to fulfill its promises

	E4. Products and services should be produced, delivered and managed

	· Producing and delivering products and services to meet or exceed partner needs and expectations

· Ensuring its people have the necessary tools, competencies, information and empowerment to maximize the customer experience 

· Managing products and services throughout their entire life cycle 

· Comparing products and service delivery performance with relevant benchmarks and understands the strengths of the organization
· Involving all stakeholders in optimizing the effectiveness and efficiency of their supply and value chain

	E5. Partner relationships should be managed and developed

	· Knowing and responding to the different needs of its various partner groups

· Determining and meeting partner'  day-to-day and long-term contact requirements 

· Building and maintaining a dialogue with all the customers of the organization
· Continually monitoring and reviewing the experiences and perceptions of partners
· Responding quickly and effectively to any feedback 

· Advising partners  on the responsible use of products and services


Annex VI.
Indicative key performance indicators, 2014-2017

1.
As part of the midterm review of the UNOPS strategic plan, 2010-2013 (DP/OPS/2012/7), UNOPS conducted an assessment of the evolution of performance indicators over time, resulting in identification of 25 consolidated key performance indicators reflecting the ambitions of UNOPS during the past planning period. For the strategic plan 2014-2017, a management results framework comprising 20 indicative key performance indicators was developed, reflecting the sharpened strategic focus and organizational maturity
2.
The management results framework, below, provides: (a) indicative key performance indicators, (b) example performance measures, and (c) indicative targets that reflect the direction and ambition of the strategic plan, 2014-2017. To ensure that performance indicators and targets on management results are continuously improved and remain relevant for business operations, UNOPS will consult with the Executive Board on its future key performance indicators (KPIs) in the context of the biennial results-based budget estimates.
A.
Partner perspective

Management goal: recognized value

	Consolidated KPI
SP, 2010-2013
	Indicative KPI
SP 2014-2017
	Example performance measure
	Indicative target

	A.1. Partner satisfaction
	A.1. Partner satisfaction
	Overall partner satisfaction 
	80%


	A.2. UNOPS position in physical infrastructure, procurement, humanitarian and post-crisis response and enhancement of  national implementation capacity
	A.2 UNOPS position in the areas of sustainability and its delivery practices
	Increase in share of UNOPS projects agreed which national and local governments
	15%

	
	
	Increase in advisory services projects, directly or indirectly, to national and local governments
	300%

	
	
	Increase in the number of implementation services projects that include national capacity-building components, agreed on with partners, including employing personnel locally, in combination with defined on-the-job learning elements, and formal trainings and certifications
	25%

	
	
	Increase in the share of relevant UNDAFs to which UNOPS has made substantial contributions, which reflect an infrastructure priority
	50%

	
	
	Increase in the number of UNOPS infrastructure projects that include elements of resilience consideration
	50%

	
	
	Increase in UNOPS relative share of UN procurement of construction and common user items, while maintaining UNOPS relative share of UN procurement for health items 
	30%

	A.3. Partner delivery
	A.3. Partner delivery and new and extended partner agreements
	Share of UNOPS delivery within its areas of focus
	90%

	A.4. New and extended partner agreements
	
	Share of engagement additions within UNOPS areas of focus
	90%

	
	
	Increase in business acquisition from identified key partners
	30%


	A.5. UNOPS contribution and collaboration within the United Nations system
	A.4. UNOPS contribution and collaboration within the United Nations system
	Substantive UNOPS contribution to relevant UNDAFs
	90%

	
	
	
	

	
	
	
	

	
	
	
	

	A.6. Website, average views and maintenance
	A.5.Transparency and communication
	UNOPS compliance with IATI standards
	100%

	
	
	Increase in sustainability results information, categorized by country, partner and UNOPS delivery practice, available on UNOPS public website starting in 2014
	25%

	
	
	Average number of monthly visits to UNOPS public website
	95,000

	A.7. IATI compliance
	
	
	


B.
Business process perspective

Management goal: process excellence

	Consolidated KPI
SP 2010-2013
	Indicative KPI 

SP 2014-2017
	Example performance measure
	Indicative target

	B.1. UNOPS legislative framework and process documentation
	B.1. Process improvement and results management, including overall organizational sustainability approaches.
	Increase in the number of balanced scorecard performance perspectives linked to the UNOPS rewards and sanctions framework
	100%

	
	
	Carbon neutrality achieved
	100%

	
	
	Share of entities successfully assessed in order to maintain ISO-9001 quality management system across the organization
	100%

	
	
	Share of entities successfully assessed in order to maintain ISO-14001 environmental management system
	100%

	B.10. Results management and process improvement
	
	Increase in the number of internal processes for which assigned process owners have articulated and operationalized performance indicators 
	50%

	B.2. Project implementation planning
	B.2. Project management process, effectiveness and efficiency
	Share of projects screened and approved using minimum sustainability standards, including gender markers
	100%

	B.3. Project management process, effectiveness and efficiency
	
	
	

	
	
	Project assurance completed on time
	90%

	
	
	
	

	B.4. Finance process effectiveness and efficiency
	B.3. Finance process effectiveness and efficiency
	Timely financial closure of projects
	90%

	
	
	
	

	
	
	
	

	
	
	
	

	B.5. Human resources process effectiveness and efficiency
	B.4. Human resources process effectiveness and efficiency
	Average duration of staff recruitment (number of days)
	80

	
	
	
	

	
	
	
	

	B.6. Security and business continuity assurance
	B.5. Security and business continuity assurance
	Evaluated offices compliant with minimum operating security standards
	85%

	B.7. Internal audit recommendation implementation
	B.6. Internal audit recommendation implementation
	Implementation rate of accumulated internal audit recommendations
	90%

	B.8. Internal audit coverage
	B.7. Internal audit coverage
	Level of implementation of risk-based internal audit plan for Internal Audit and Investigations Group
	90%

	
	
	
	

	B.9. Procurement and procurement oversight effectiveness and efficiency
	B.8. Procurement and procurement oversight effectiveness and efficiency
	Increase in number of UNOPS vendors screened for adopted sustainability standards 
	50%

	
	
	Average duration of procurement through formal solicitation (number of days)
	80


C.
People perspective

Management goal: people excellence

	Consolidated KPI
SP 2010-2013
	Indicative KPI 

SP 2014-2017
	Example performance measure
	Indicative target

	C.1. Personnel satisfaction
	C.1. Personnel satisfaction
	Overall personnel satisfaction
	80%

	C.2. Personnel performance management
	C.2. Personnel training and development
	Performance appraisal completion rate for personnel on staff contracts
	95%

	
	
	Performance appraisal completion rate for personnel on individual contractor agreements
	90%

	C.3. Personnel training and development
	
	Increase in business-focused training, including the use of process documentation for learning
	50%

	
	
	Share of relevant practitioners externally certified
	90%

	
	
	Increase in timely completion of mandatory UN learning, in areas such as ethics and security
	50%

	C.4. Personnel diversity
	C.3. Gender equality
	Increase in share of females in the UNOPS overall workforce
	10%

	
	
	Increase in share of females in the international professional categories of the UNOPS workforce, including level P5 and above
	10%


D.
Finance perspective

Management goal: financial stewardship
	Consolidated KPI 

SP 2010-2013
	Indicative KPI 

SP 2014-2017
	Example performance measure
	Indicative target

	D.1. Gross and net revenue
	D.1. Net revenue
	Achievement of net revenue target approved by the Executive Board
	100%

	D.2. Provisions and write-offs
	D.2. Cost recovery
	Share of projects that cover their estimated indirect costs (new pricing)
	90%

	
	
	
	

	D.3. Financial compliance
	D.3. Financial compliance
	Share of required personnel filing of financial disclosure
	99%

	
	
	Rate of implementation of prior biennia United Nations Board of Auditors recommendations
	90%

	D.4. Investment in growth and innovation
	D.4. Investment in growth and innovation
	Reinvestment of recovery surplus into sustainability initiatives
	50%


Multilateral Organization Performance Assessment Network 





The UNOPS results framework (as detailed in annexes IV and V)
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� The figure of close to $960 million in delivery was extracted from UNOPS systems in January 2013 for the purpose of the comprehensive analysis.  At the time of the UNOPS Annual Report, in late March 2013, delivery was estimated at around $977 million.


� It should be noted that this analysis was conducted before the UNOPS audited financial statement, 2012, was available. Final delivery figures might therefore deviate. The analysis is based on UNOPS results-based reporting for the fiscal years 2010-2012, through which outputs delivered by UNOPS projects in a given fiscal year are reported. The reporting covers 364 different outputs organized into 84 output-groups. In this analysis, outputs are used to approximate UNOPS products and services. During the 2014-2017 strategic plan period it is envisaged that UNOPS will further develop its products and services focus, in response to which the reporting approach will be refined.


� For details on the methodology applied in this analysis please refer to chapter I, section C, ‘Methodology of UNOPS global portfolio analysis, 2010-2012’ p. 7.


� UNOPS delivers additional management services upon partner’ request. During fiscal years 2010-2012 the main proportion has been in response to demand from the United Nations Development Group and provision of an efficient platform for the hosting of partner operations.


� Ref. Informal working group on the results of the ’non-paper 1 of the United Nations, June 29, 2012


� To ensure that UNOPS results-based management nomenclature is aligned with the terminology of its major partners UNOPS has reviewed the definitions in use by the United Nations Secretariat (Glossary of Monitoring and Evaluation terms, available on the OIOS homepage); UNDP (UNDP Handbook and presentation on results-based management, 2011); the UNDG (RBM Handbook, 2011) and the OECD (Glossary of Key Terms in Evaluation and Results Based Management, 2002). For the full review, see end of annex.


�  UNOPS 80% target for overall partner satisfaction is higher than the 76.3 overall customer satisfaction score, compiled by the American Customer Satisfaction Index. It should be noted that the methodologies for data collection differ, and UNOPS may during 2014-2017 explore ways to further refine measurement and benchmarking of partner satisfaction, including through the Net Promoter Score.
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