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Executive Summary 
The transformative power of Information and 
Communication Technologies (ICTs) have captured 
the world’s imagination. At the highest level, the 
United Nations digital agenda advocates for the 
leveraging of ICTs to achieve the Sustainable 
Development Goals (SDGs). In turn, the 2018–2021 
UNICEF Strategic Plan states what is needed on the 
ground: to have “everyone, everywhere connected.” 
Our mandate is clear! 
 
The ever-intensifying awareness and use of ICTs has 
turned UNICEF into a landscape of digital assets and 
processes requiring continuous landscaping and 
strategic slash-and-burn cultivation, without any 
signs of slowing down. The ICT journey is no longer 
our singular prerogative, but everyone’s story, 
mandating stronger, omnidirectional partnerships to 
enable results for children. 
 
In 2017, we took big strides towards applying new 
and innovative solutions for improving UNICEF itself 
and the wellbeing of children. As an organization, we 
showed leadership within the United Nations family 
in several ways. We assumed the position of Vice 
Chair of the Board of the United Nations International 
Computing Center (UNICC), hosted collaborative 
inter-agency meetings on Enterprise Resource 
Planning (ERP) and cyber security awareness, 
quadrupled interagency participation in our annual 
Emergency Telecommunications Training and 
strongly engaged interagency efforts to explore 
frontier technologies. 
 
With the SDGs in focus, we catalyzed a paradigm shift 
in the relationship between ICT and the business by 
pursuing a new culture of collaboration and 
partnership with programmes and innovation teams, 
in addition to supporting the digital transformation of 
the organization itself; a key enabler being a 
leadership transformation within our own ICT ranks, 
aimed at improving governance and scaling up proven 
innovative concepts. 
 
The need for a new culture became obvious when the 
organization decided to invest more in innovative, 
value-creating activities, which also led us to revise 
our IT cost accounting methods, in line with industry 
standards. As a result, we will be able to increase cost 
transparency and facilitate conversations between 
technology and business leaders about value of ICT 
for UNICEF business; improvements of great 
significance to aligning the ICT function with the 
UNICEF Strategic Plan results. 
 

Furthermore, UNICEF strategists approved some 
US$30 million for transformational, ICT-enabled 
change initiatives, primarily for real-time field results 
monitoring and the enhancement of core business 
systems. 
 
Cloud services continued to improve efficiencies for 
all facets of business. Most notably, the scaling-up of 
open source, mobile-made-simple apps for real time 
monitoring began, domiciled on our own cloud space. 
US$3 million was allocated for this global, inter-office 
initiative in eleven pilot countries, an initiative we 
look to learn from and develop for scaling up other 
proven innovations in the future. 
 
Several large offices piloted the migration and 
integration of the corporate telephone system into 
the corporate business suite on the cloud. We also 
launched a cloud-based app store to pilot several 
mobile apps, including for supply chain monitoring, 
laying the ground work for a new era of mobility in 
operations and programmes. These are exciting 
times. 

 

 
 

Disaster resiliency and emergency preparedness 
improved through the creation of up to 120 server-
less Country Offices, after the removal of defunct 
technology and a reduction of reliance on host 
country infrastructure, especially in remote locations. 
 
2017 brought the quadrennial planning period to a 
close, a period that heralded this new era of 
digitalization, its full manifestation yet to be 
conceived, let alone imagined. Therefore, as change 
in the ICT world continues to accelerate, and change, 
it is imperative that we remain a vessel designed to 
be overhauled in mid-flight, as we embark on the 
2018–2021 journey as trusted allies with ICT 
stakeholders, to successfully implement UNICEF 
programmes globally through the use of innovative, 
technology-enabled solutions for better results for 
children.
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Divisional Targets and Strategies 
This main Section discusses results in the three outcome areas which correspond to the three Pillars 
of the ICT Strategy: (1) Operational Effectiveness and Efficiency, (2) Programme Effectiveness and (3) 
the Innovative use of Technology. It consists of a Summary Table of Key Targets and Results and a 
narrative. 
 
The Summary Table of Key Targets and Results is unavoidably technical, owing to the nature of ICT 
work, and is primarily intended for an internal UNICEF audience. The ensuing narrative, however, 
interprets the outcomes in business language for all, with a discernible motif on how collaboration 
and partnerships with stakeholders added value to UNICEF, quantitatively and qualitatively. Now that 
ICTs are no longer solely a back-office function, but also a strategic enabler, the narrative also 
accentuates the benefits of partnering with the ICT function, even when pursuing external ICT 
solutions; a sentiment captured in the ICT Strategy illustrated below: 
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Summary Table of Key Targets and Results 
The following table summarizes 2017 results under the three Outcome areas of the ICT Strategic Pillars. 
 

Outcome 1 – Increase Productivity 

Output 101 – All core management systems and business processes are optimized to ensure maximum efficiencies and effectiveness  

Key strategies including the changes proposed Indicator 

1. Provide technical staff and expertise, knowledge and input to configure, develop and implement modern and effective management 
systems 

2. Technical core capacity and expertise in the support of business systems 
3. Technical core capacity and expertise in the support of business systems 
4. Technical core capacity and expertise in the support of business systems with focus on programme delivery 

1. Percentage of business processes agreed with business owners to be simplified and implemented 
2. All maintenance and enhancements requests agreed with the business owners implemented as per agreed annual work plan 
3. Solution Center has implemented core support for programme facing information and monitoring systems that meet the 

targets for agile development cycles 

Results Achieved 

• Total of 1,274 Program / System changes, comprising, 258 Defects, 753 Enhancements and 263 New functionalities, effected across the functional and technical streams of the core ERP system (VISION) in 2017. 

• VISION changes in support of new UNICEF SP effected with modifications introducing new coding for outcome and outputs went live in December, including new funding types, coding, etc., as required for linkages to new SP, SDGs and UNICEF roles. 

• Changes mandated by new ICSC requirements in 2017 were implemented (entitlements, payroll, Edu grant, travel, contract types etc.) through tailor-made designs. 

• Operational solutions targeted at improving how staff access and use respective platforms e.g. service entry sheet used by 3000+ users applying simplified steps based on SAP Fiori (Mobile). Several other mobile enabled simplified capabilities developed and 
scheduled for release in 2018. 

• HACT system and processes re-engineered for greater simplicity and operational coherence through the release of ezHACT. 

• Budget and Finance Tool (BFT) at advanced stages of development will advance and strengthen approach to budget formulation and integration into overall Results Management and Budgeting Framework.  

Output 102 – An optimized and Agile ICT Infrastructure and platforms have been delivered to all CO, RO & HQ locations resulting in increased productivity and efficiencies   

Key strategies including the changes proposed Indicator 

1. Strategic contracts with strong focus on service level agreements, and monitoring of those agreements 
2. Implementation of cloud based cutting edge solutions for the HQs and Field Offices, in close collaboration with regional offices 

1. Compliance with SLAs - % of target levels met or exceeded 
2. TBD: Identify a smart: Cost / performance metrics  
3. Light and C4 Projects have delivered value as per expected outcomes, which has been verified by global surveys 

Results Achieved 

• Through collaboration with UNICEF Legal and Supply Division, new global Terms and Conditions developed and implemented covering UNICEF information protection, data privacy, security testing, as well as other ICT / Info-Sec requirements. 

• Introduced Cisco Meraki into UNICEF technical environment as a tool for managing network traffic and content filtering. Cisco Meraki is a cloud-based service that is 1) simple to implement in offices, 2) gives network staff greater visibility into UNICEF network traffic 
trends and 3) far more cost effective as an option over its competitors (approximately half cost of biggest competing product, Websense). Several LIGHT offices identified to pilot Cisco Meraki in early 2018. 

• Assisted with development and selection of strategic partner to provide security application testing.  This new approach led to:  security cost savings on an average of US$15-22K, agile development and increased efficiency of about two weeks per engagement. 

• US$3.6 million, 4-year LIGHT project was planned to reach between 50 and 100 offices. By Dec 2017 it had reached 120 offices and counting.  This project introduced seamless authentication into the corporate UNICEF network thereby enhancing secure access to 
corporate information resources. Project also piloted the use of Cisco Meraki devices which enable intelligent bandwidth management, bringing into the environment capabilities that enable IT to be better accountable for the use of corporate access capacity. An 
estimated US$2 million per year will be realized because of this project. 

• The US$1.9 million, 4-year C4 project was completed delivering cloud based cutting edge solutions for both HQ and Field offices in the areas of Global Connectivity, Unified Communications, Collaboration and Cloud. The digital transformations introduced by the 
project ranged from highly visible enhancements on user experiences, such as the Office 365 tools or the new Cloud-based enterprise telephony, to foundational capabilities, like the Windows Azure Hosting, Hybrid Cloud, Integration Services and Global Connectivity 
Tools. These tools, platforms and services set foundational elements and became key building blocks on top of which key Organizational Projects, such as HR Initiatives, Teams Online, PRIMERO, eTools and ECM are being delivered. 

• SITA service availability maintained at 99.9992% for the year, well above contractually defined SLA. 

• Open Systems Services Availability maintained at 99.9958% for the year, well above contractually defined SLA. 

• EMC LTA Services Availability maintained at 99.49% for the year, which is 0.01% below contractually defined SLA. Service credits have been received. 

• EMC LTAS Services Availability maintained at 99.88% for the year, well above contractually defined SLA. 

• Core NYHQ Network Refresh Project completed in November 2017. 

• NYHQ Wi-Fi Enhancements Project completed in December 2017. 

• Migration of NYHQ Telephony to Skype for Business completed in August 2017. 

• Renegotiated SunGard contract, yielding 26% in savings over next term allowing UNICEF to contract for more services for same amount of capital expenditure. 

• Renegotiated annual HP contract to ensure services and service level agreements will be rendered in line with UNICEF technical requirements. 

• Citrix contract renewed which paves way to 1) review licensing numbers and readjusting expenses by removing unused portions of licensing and 2) sets foundation for technical environment to move from version 6 to version 7 to keep up with industry standards and 
maintain a high level of support from vendor. 

• VMWare contracts renewed allowing UNICEF to focus on adjusting the technical environment for increased throughput and efficiency. 

• Identified and purchased new SAN switches (Director-class switches) to meet increasing demand of UNICEF network resources. 



 

Page 6 of 16 
 

Output 103 – All UNICEF information systems and services were ensured oversight, governance, quality assurance and strategy alignment before, during and after implementation to ensure reliability and quality results  

Key strategies including the changes proposed Indicator 

1. Provide direction, management oversight, strategic planning, guidance, and monitoring of resource utilization. 
2. The ICTD strategic plan has been developed, updated and is measured continuously through OED and established governance 

instruments 
3. Established dedicated project management office, providing technical assistance and systems of record 
4. Improved synergy, joint process and collaboration with supply division 
5. Establishment of an Information Security Programme with core advisory and operational capacity 
6. Strengthening of risk management through a dedicated resource 

1. Percentage (%) of projects achieved objectives and value 
2. Quality of projects, products and services has met the minimum maturity criteria in 80% of cases 
3. All procurement and contracts completed within agreed targets as per plans 
4. Information security incidents have been addressed as per established service level agreements 
5. All Audit Observations closed within 18 Months 

Results Achieved 

• 2018-2021 OMP and strategy approved. 

• Project and Portfolio Management Solution rolled out. Managed portfolio of over 15 projects; facilitated ICT Board oversight and funds approval. 

• Closed 100% audit recommendations. 

• Re-aligned and re-issued information security documents (e.g. standards, Statement of Applicability, Implementation Reference, etc.) to support UNICEF ISO-based Information Security Program. 

• Launched UNICEF Security Awareness Program through periodic bulletins; several regional presentations, introduction of information security animated character, Inter-Agency (UN Women, ICC) Cyber Security Event focusing information protection and data privacy; 
soft launch of Computer Based Information Security Training. 

• Streamlined of information risk assessment process. 

• Through active participation in the UN Information Protection and Data Privacy working group, information gathered was then used to initiate UNICEF strategy in this area and assure proper linkage into organizational Information/Cyber Security Program. 

• 14 Projects at various stages of QA during 2017. 6 Projects covered under Application Security Testing (AST). 7 Projects covered under Performance Testing (Stress, Load and Volume. 

Output 104 – Business relationships management has enabled a trusted partnership and optimized demand management with key stakeholders in Operations Functions 

Key strategies including the changes proposed Indicator 

1. Provide management oversight, guidance, and monitoring of resource utilization. 
2. Dedicated business relationship management resources working with the operational cluster to ensure optimal ICT delivery and 

performance 

1. Percentage (%) of operational business cluster demand optimized, prioritized and developed into business cases 
2. Operations Group Business owners and stakeholders have responded favorably that ICTDs contribution to meeting their 

business objectives and expectations have been met 

Results Achieved 

• 100% operational business cluster demand optimized and prioritized; 80% business cases (four out of five planned new business cases) developed and approved; remaining one to be accelerated in Q1 2018 in collaboration with business owner. 

• 90% of 2014-2017 ICT investment projects closed with realized business benefits. 

• Established strong links and relationships with business owners. Developed ICTD's credibility as a key and trusted partner for delivering business strategic and operational goals. Business owners responded favorably to ICTD contribution to objectives and 
expectations, expressed in Board meetings and email communication. 

Output 105 – Business continuity and Emergency Programmes support services have been provided and measure favorably against industry best practices and interagency benchmarks 

Key strategies including the changes proposed Indicator 

1. Deliver highly available secure systems and services through the most economical means and delivery methods. 
2. Manage the provisioning of equipment and personnel to support emergency programs. 
3. Perform yearly core disaster recovery exercise, and provide guidance and technical assistance in the BC domain globally.  

1. ICT systems support critical programme delivery with 95% CCC compliance in each emergency location, for emergencies of 
level 1 and above. 

2. Percent of predefined BC targets depending on ICT that have been met for overall BC activations during a given year. 

Results Achieved 

• Ensured CCC compliance: All L3 (Bangladesh, DRC, Nigeria, Yemen, Syria+5, South Sudan, Iraq) and L2 (Ebola, CAR, Horn of Africa, Somalia) emergencies provided with overall coordination and requested ICT equipment, services and personnel.  

• ICT pre-stock maintained, value approx. US$200k. Some US$660k of assets were moved to the above emergencies. Some 600 staff in 36 UNICEF offices benefited from in-house developed and assembled emergency LAN kits, incl. South Sudan, Syria, Nigeria, Somalia, 
CAR, Guinea Conakry and Haiti). Kits greatly improved these operational effectiveness, flexibility, staff security and mobility. 

• UNICEF Global ICT Roster (currently 44 members) maintained and readily available for deployment to emergencies. 

• Emergency telecoms capacity building saw the certification of 56 new ICT emergency responders, 1/3 from partner agencies/standby partners. 

• Supply contracts with emergency delivery clauses negotiated for critical equipment and services, incl. HF and VHF/UHF radio, Mobile Satellite Services, Solar Power Kits, etc. 

Output 106 – Enterprise content management and information management support services have been provided that measure favorably against industry best practices and interagency benchmarks 

Key strategies including the changes proposed Indicator 

1. Deliver highly available secure systems and services through the most economical means and delivery methods. 
2. ECM Investment Project managed by ICTD and delivered within scope and budget by 2020 

1. ECM Project is on budget and meeting deliverables set out in the ECM Project Charter and approved by the ECM Project 
Board.  ECM Project piloted the ECM document management platform in Q3 2017 and is expected to begin global rollout by 
end of Q1 2018 and have Release 0 of the new intranet in early Q2 2018. 

2. Content discovery, content publishing and content collaboration improved to agreed targets set by identified user needs 

Results Achieved 

• Prototype of ECM document management library system created, tested with users and continues to evolve in preparation for a global delivery in 2018. 

• Per targets, ~25% of content in UNICEF Secaucus warehouse was assessed for archival value. 
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• Project plan for delivering transformative Digital Workplace was approved, preparations for phased delivery in 2018 underway.  

• Initial drafts of Information Management policies, procedures and guidance circulated for review. 

Outcome 2: Enhance decision making and resource allocation 

Output 202 – Next Generation Collaboration, Social Networking and Communications solutions have been provided for partnering, advocacy, fund raising, capacity building and maximized program outcomes 

Key strategies including the changes proposed Indicator 

1. Research, explore and leverage evolving technologies and service delivery modalities to enhance organizational communications, 
information sharing, and fundraising capacity. 

2. Technical capacity and knowledge supporting the knowledge management and CRM platforms, using latest innovative technologies  

1. Percent of operational Programme support reporting needs directly retrievable from core ERP and associated tools, as well 
as open data and big data sources. 

2. Percent of common and specialized technical tools and systems that are reviewed and adjusted to facilitate collaborative 
programme and operational delivery. 

Results Achieved 

• Gave substantive input towards development of Supporter Engagement Strategy, aligning technology support components for emerging swim lanes of the initiative and staging of mechanisms to onboard technical resources for delivery. CRM negotiations and SI for 
implementation advanced substantively during the year. 

• Engaged business owners from DOC, PFP, Our UNICEF to establish technology platform and content strategy requirements for Supporter Engagement Strategy. 

• Moved development effort for Digital Transformation Project - previously outsourced to vendor - back into ICTD. Completed technical platform for website hosting and availed for deployment. Ramped up website creation and hosting process and support in 
partnership with DOC, and delivered new website in ECAR. Modern public-facing, interactive websites with mobile features now available for progressive global rollout. 

Output 203 – UNICEF staff and stakeholders are provided with information and up to date business intelligence for decision making and transparent reporting.  

Key strategies including the changes proposed Indicator 

1. Work with business partners to leverage the benefits of internal and external data sources and systems to improve management’s 
decision-making at all levels 

2. Utilization of multiple data sources for the development of reports and dashboards, using latest innovative technologies 

1. Percent of operational Programme support reporting needs directly retrievable from core ERP and associated tools, as well 
as open data and big data sources. 

Results Achieved 

• Technical backplane of inSight upgraded from SharePoint 2010 on premise to SharePoint 2016 in the cloud, availing new features and facilities for enhancements of the dashboards, cubes and portals while also leveraging additional tools within MS Azure platform. 

• New capabilities through use of Power BI with better, visually appealing and increased user-friendly self-service access were exposed to select business areas. Organization-wide self-service access design architecture ready for global release in 2018. 

• Over 1400 changes arising from enhancements, defects and new functionality were serviced across organizational landscape in delivery of BI needs. 

• DRP elements for reporting have ICT-enabled backplane for COAR support, collection and management of statistical data. 

• Business case for new data management platform initiative (Helix project) developed and approved by ICT Board. 

Output 204 – UNICEF Internet and Social media platforms supported as per business owner’s requirements   

Key strategies including the changes proposed Indicator 

1. Work with field office partners to leverage the benefits of internal and external communications to ensure programme effectiveness 
2. Technical capacity and knowledge supporting the new Web and Social media platforms, using latest innovative technologies 

1. Custom development and support to external communication Web Platforms delivered within established SLAs 
2. Efficiency, effectiveness and performance increases has contributed to improved value, as per digital project charter  

Results Achieved 

• Guided UN Girl Education Initiative in the production of their new website. 

• Helped secretariat for Sanitation and Water for All to launch RFP for expanded web platforms catering to needs of WASH practitioners. 

• Developed comprehensive operational workflow for Digital Governance structure in partnership with DOC. Workflow will be implemented by ServiceNow.  

Output 205 – Business Relationships Management are enabling trusted partnership with key stakeholders in in Programme and Partnership areas 

Key strategies including the changes proposed Indicator 

1. Joint demand management and prioritization with business partners through agreed criteria. Support to developing business cases 
and supporting projects through their lifecycle 

2. Dedicated business relationship management resources working with the programme and partnership cluster to ensure optimal ICT 
delivery and performance 

1. Percentage (%) of Programme and Partnerships category demand optimized, prioritized and developed into business cases 
2. Programme and Partnerships Group Business owners and stakeholders have responded favorably that ICTDs contribution to 

meeting their business objectives and expectations have been met 

Results Achieved 

• Mapped all digital initiatives within PD. 

• Rationalized development of EMOPS EPP system to ensure successful launch in January 2018. 

• Started business case for EMOPS Emergency Cash Transfer Management Information System. 

• Started business case for turning Child Protection Primero application into a SaaS. 

• Obtained positive feedback from PD and EMOPS stakeholders. 

• Business case of Agora enhancement (phase 2) developed and approved by ICT Board. 

Output 206 – Field partnerships for technology implementations has contributed - and provided solutions - to enhance programme delivery 

Key strategies including the changes proposed Indicator 

1. Actively encourage partnerships and collaborative endeavors with field based partners both internal and external. 1. By end of year, % of business partner agreed release targets of real time and other programme monitoring tools met 
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Results Achieved 

• Established RapidPro scale up initiative jointly with PD and GIC to steer Realtime monitoring tools using RapidPro platform. 

• Joint Steering Committee reviewed and approved nine field proposals for Realtime monitoring projects. 

Outcome 3: Increase leadership position of UNICEF 

Output 301 – ICT central workforce is fully engaged in partnerships for Technology Innovation, and the ICT function has contributed to and provide solutions and services to enhance delivery 

Key strategies including the changes proposed Indicator 

1. Trusted partnerships with key stakeholders, engaged ICT colleagues and Collaborative Culture, Nimble and 
Transparent Processes, Robust and Evolving Technology Infrastructure 

2. Provide ICT staff with the necessary training and managerial support to allow them to provide innovative solutions 
and services for program outcomes. 

1. Percent of programmatically oriented interventions with ICT that have achieved their expected benefits. 

Results Achieved 

• Introduced new UNICEF office bandwidth policy and guidelines to keep up with ever-increasing network and bandwidth demands of staff and offices. 

• Advocated for creating SaaS and PaaS hosting environment for PD and EMOPS major applications (to shorten time to market, increase scalability and lower CAPEX and OPEX). 

• New leadership put in place with new directions, new structure under development. Developed common vision as provider of solutions to UNICEF and how to realize that outcome/result. 

• Implemented BRM model working with business units to bring out high value initiatives desired by the business; working towards delivering them. 

• Consistent effort towards user-centered approach to solutions development and delivery. Repositioning development methodology from Waterfall to Agile with more business owner participation. Examples include ezHACT, inSight, DTP with the governance 
framework for management, delivery of websites, EPP, ECM. 

• Enhanced Project Management soft skills of staff and consultants through targeted custom-designed training programme; coverage rate: 60%. 

• Designed and rolled our HR strategy that supports culture change towards more adaptable, innovative and entrepreneurial workforce. 

• Staff management relations strengthened through systematic and inclusive approach to Global Staff Survey Action Planning and regular review of progress. 

• Work space modernized to facilitate increased staff collaboration and cross-functional engagement. 

• Hosted three workshops with Salesforce technical team as part of technology innovation initiative for Supporter Engagement Strategy project. 

Output 302 – Field partnerships for Innovative Technology implementations has contributed - and provided solutions - to enhance programme delivery 

Key strategies including the changes proposed Indicator 

1. Actively encourage partnerships and collaborative endeavors with business partners both internal and external 1. Percent of global ICT staff trained and transitioned to T4D and open source support 
2. RapidPro, Primero and other ICT-enabled innovations have scaled to the agreed number of locations as per joint implementation plan 

Results Achieved 

• Implemented an online Minimum Bandwidth for Business (MBB) tool to aide offices in selecting appropriate level of network throughput. Included online calculator to help offices decide on appropriate bandwidth levels for office traffic. New tool allows for 1) 
justification for upgrades in bandwidth for offices and 2) helps establish enterprise-wide baseline for "good connectivity". 

• Joint initiative by PD, OI, ICTD, FRG for RapidPro scale up developed 1st phase to define and refine processes for transitioning innovative initiatives to institutional level. Engagement with HQ and RO teams to stage 1st phase in 11 countries. OED supported with 
US$3 million. 

• Progressed development of eTools aligned to programme of execution in the field, government partners, tracking and monitoring programme delivery. 

•  Progressed development to integrate freight systems for exchange of shipment data (shipping reports, invoices, etc.), espousing greater functionality in Supply Chain Management. Electronic Interfaces with all freight; eliminated manual processes and improved 
order processing and delivery with enhanced capabilities for tracking, monitoring delivery. New mobile aspects on supply chain management. 

Output 303 – Business Relationships Management enabling trusted partnership with key stakeholders in Global Innovation Centre and Field Results Group 

Key strategies including the changes proposed Indicator 

1. Joint demand management and prioritization with business partners through agreed criteria. Support to developing 
business cases and supporting projects through their lifecycle 

2. Dedicated business relationship management resources working with the Field Results and innovation cluster to 
ensure optimal ICT delivery and performance. 

1. Percentage (%) of demand optimized, prioritized and developed into business cases for the GIC/FRG cluster 
2. GIC and FRG Group Business owners and stakeholders have responded favorably that ICTDs contribution to meeting their business objectives 

and expectations have been met 

Results Achieved 

• Developed project proposals for FRG covering inSight, Next Generation RAM, Self Service BI and Transparency. 

• Established joint ownership of GIC/field-owned software development LTAs, with guidelines for Global use of LTAs services. 

• Transitioned RapidPro product ownership from GIC to ICTD. 

• Established joint governance framework for RapidPro with ICTD-GIC collaboration. 

• Closed 2014-2017 investment projects for Field Results (Insight M&E), with notable improvements to Scorecards, Donor Reporting and Dashboards. 

• Launched SCIMS with SD under InSight Platform by Q2 2017. 

• Completed rationalization of Evaluation Office legacy systems by consolidation of multiple systems into single EISI system. Completed analysis and requirements phase for EISI system. 

• Established business relationship function covering Field Results, SD and Evaluation office. 
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Areas of Exceptional Achievement 
The widespread uptake of the new ICT Strategy, 
per se, is well worth noting as an area of 
exceptional achievement, as it reflects the new 
strategic dispensation in the organization, that of 
pursuing a higher digital IQ by embracing ICTs to 
enable the corporate strategy towards SDG 
achievement. That uptake was catalyzed by 
another area of exceptional achievement, the 
renewal of ICT leadership, especially in the 
functional area of partnership and relationship 
building and management. Those achievements 
are discussed below, among others. 
 
 

A new outfit for improved partnerships 
UNICEF has in many ways been leading the United Nations Family in adopting 
innovative ICTs; the former’s early adoption of the Office 365 cloud is a ready 
example. In 2017, we strengthened interagency leadership and engagement to 
improve knowledge exchange and collaboration. One key strategy to achieve 
this was the appointment of a Senior ICT Advisor for Partnerships and 
Humanitarian Response to engage the interagency emergency cluster and 
strengthen partnerships globally; an immediate result being a quadrupling of 

interagency participation in the annual UNICEF-hosted Emergency Telecommunications Training 
(ETT). Moreover, the newly fortified Business Relationship Management function discussed below is 
set to improve inter-agency engagement and partnerships with the private sector and academia. 
 
We also assumed the position of Vice Chair of the Board of the United Nations International 
Computing Center (UNICC), hosted collaborative inter-agency meetings on Enterprise Resource 
Planning (ERP) and cyber security awareness, and were strongly engaged in interagency initiatives to 
improve telecommunications and explore frontier technologies such as Artificial Intelligence. 
 
The need to optimize the use of ICTs in all aspects of the organization led to the strategic realignment 
of the ICT function as a trusted business ally. This realignment entailed a structural renewal by 
realigning and streamlining existing teams into four groups of supply and demand functions. 
 
We introduced new roles for strategic enterprise architecture, federated portfolio management and 
holistic resource oversight to reinforce the ICT role in programmes and humanitarian response. The 
largest shift, however, entailed strengthening business relationships and analysis to capture ideas and 
use cases with operations, programmes and innovation teams. 
 

The 2014-2017 planning period ended. Its 
achievements included: 
✓ Managed and delivered portfolio of 25 projects 
✓ Enabled ICTs for Global Shared Service Center, with HR 

systems 
✓ Leveraged data management and analytics technology for 

reporting, insight and transparency 
✓ Modernized external web platforms to address new realities 
✓ Transformed internal communication, collaboration and 

content management  
✓ Leveraged cloud technology; introduced simplified ICT 

infrastructure for modernized mobility and reduced 
maintenance 

✓ Migrated business tools to cloud; welcomed personal devices 
✓ Strengthened partnerships in operations, programmes, 

innovation 
✓ Improved ICT governance to leverage ideas, scale-up 

successes, reduce duplication 
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The new structure will enable stronger 
partnerships with stakeholders within and 
without the organization, strengthen the 
advisory role on digital matters and support the 
scaling up of digital initiatives, especially proven 
innovations.  
 
Said overhauls categorically moved the 
organization out of the traditional ICT model of 
“Keep the Lights On” (KTLO), by adopting the so-
called “bi-modal” paradigm of catalyzing 
continuous innovation in both the operational 
and programmatic aspects of UNICEF. These 
achievements were attained through extensive 
consultation and in partnership with ICT 
stakeholders. 
 

A method to demand-ness 
The demand for automated solutions will 
continue to increase exponentially and it is the 
role of ICT to mitigate associated risks. In that 
vein, ICT promoted good and strengthened 
governance method. For the first time, the ICT 
Board (a high-level stakeholder group) worked 
with the newly appointed BRMs to collect and collate organizational ICT demands for 2018–21. That 
new process of governance will be matured over the coming period, as good governance is a critical 
component of translating strategic plans into tangible products, services and results, which in this case 
were new projects valued at up to US$ 30 million, primarily for real time field results monitoring and 
for the enhancement of core business systems. The business cases were developed by the respective 
business owner in collaboration with ICTD and reviewed by the ICT Board for endorsement. Industry 
best practices were put into play. 

 

A new project management regulatory 
framework will mitigate risk 

The ICT Board also resolved to strengthen project and change 
management practices in the organization by adopting a raft 
of related requirements. Project managers, for example, shall 
now coordinate closely with ICTD on the scheduling and 
management of project interdependencies. Project owners, 
managers and other key staff will be offered project 
management training to improve skills and governance when 
delivering IT projects, a measure aimed to mitigate risk and 
improve productivity. 

 

Towards a digital workplace & workforce 
Organizational assets and information are increasingly taking on a digital form and that begs many 
questions in a global organization, along with introducing new risks. Do users know where to find 
information? Are digital assets secure? It is conceivable, in today’s world of intensifying change, that 
without intervention, an international organization like UNICEF could quickly become a conglomerate 
of “ones and zeros” hosted not only on corporately-sanctioned spaces, but also on unsanctioned and 
perhaps insecure, “off the radar” cloud spaces; and in the case of UNICEF, cloud spaces that do not 
honour its privileges and immunities. 
 

Key features of new structure: 
 
✓ Business Relationship Managers (BRMs): manage and 

prioritize business demands and investments; assist in 
developing business cases, strengthen relationships; clarify 
ICT accountabilities. 

✓ Solutions Centre and Support: translates business 
requirements into IT solutions and services. Administers and 
provides support for core applications/systems. 

✓ Platforms and Service Delivery: defines, designs, operates 
and ensures resiliency of platforms, infrastructure, cloud, 
networks, telephony, identity management and IT products. 

✓ Strategy, Risk Management and Governance: supports 
development of ICT strategy, plans, governance, risk, change 
management and ICT administration; defines and improves 
IT management processes. 

✓ Senior ICT Advisor, Partnerships & Humanitarian Response: 
engages interagency emergency cluster and supports 
telecoms activities and partnerships globally. 

✓ Enterprise Content Management (ECM): provides means of 
organizing and storing organizational documents and 
unstructured content throughout their lifecycles so updated 
information can be readily found. 

✓ Regional Chiefs of ICT as regional BRMs: support 
implementation of Global ICT Strategy; coordinate regional 
T4D plan (in addition to traditional advisory roles). 

✓ Regional Technology for Development (T4D) Managers: 
strengthen partnerships between field ICT, ICTD, 
programmes, private sector, others. Support T4D rollout and 
scale-up. 
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ECM aims to not only avoid such risk, but to go further and create a digital workplace (means of 
organizing and storing updated structured/unstructured content with high findability) by cultivating a 
prolific digital workforce (digitally adept employees). The initiative piloted a document management 
platform in 2017 and is expected to begin global rollout and release of a new intranet in early 2018. 
Many challenges lie ahead, including addressing areas with less than ideal infrastructure. However, 
the opportunities open to this initiative are numerous, including transforming UNICEF into a fully 
digital and paperless organization with a digital archive. 
 

ECM also worked alongside partners to 
successfully roll out a user friendly corporate 
regulatory library, a one-stop-shop where staff 
can easily find policy documents using a power 
search engine. Related work included 
developing policy on retention schedules (what 
to keep, how to keep it and for how long) and 
guidelines for digitalization, aimed at reducing 
costs of preserving and storing content. 

 

UNICEF to go! 
The planet has changed. Less than a decade ago, in-house corporate mobile services (dominated by 
Blackberry, Nokia and Motorola at the time) were limited to a select group of personnel, primarily at 
senior levels. By contrast, all UNICEF staffers can now use iOS- and Android-powered mobile devices 
to work anytime and anywhere. With an estimated 7 billion mobile users world-wide, mobility has 
become one of the most disruptive forms of digitalization. 
 

UNICEF App Store 

Further riding that tidal wave, UNICEF developers took mobility a step 
further and released an Enterprise Mobility Suite (EMS) in 2017, a 
component of which is the UNICEF App Store. It is a catalogue of mobile 
apps for accessing, downloading and installing UNICEF-published apps 
(similar to Google Play, Play Store or App Store) and is integrated with 
corporate business systems such as email, messaging and staff profiles.  
 
HQ and regional ICT teams now use the app store to avail their apps to 
authorized users across the organization. It was also designed to 
address privacy concerns by protecting data handled by UNICEF 
applications and preventing leakage. 
 
The mobility team worked closely with several in-house mobile 
development initiatives to ensure sustainability and effectiveness of 
mobile services and to expand the range of services offered by this 
burgeoning ecosystem. 
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SDG 9: If we build it, they will come!  
While every SDG implies ICT enablement, SDG #9 specifically calls 
for the building of a resilient infrastructure that promotes inclusive 
and sustainable industrialization to foster innovation. This goal 
unequivocally summons ICT.  
 
In 2017, our engineers continued to rebuild UNICEF ICT 
infrastructure, transforming it into a resilient, futuristic organization 
with an infrastructure that not only supports our own operations, 
but one that is equally intended for the innovative and 
programmatic expedience our partners. 
 
The continued rollout of a lightweight and agile infrastructure 
introduced seamless sign-in to the corporate network and apps, 
enhancing secure access to resources. This “LIGHT” project reached 
over 100 locations, and was complimented by improved, smart 
bandwidth management. An estimated US$2 million of savings per 
year in the field will be realized, as a result. 

 
 

 

 
 
 
 
 

SDG #9 
Build resilient infrastructure, promote 
inclusive and sustainable 
industrialization and foster innovation.  
“Investments in [...] communication 
technology are crucial to achieving 
sustainable development and 
empowering communities in many 
countries. It has long been recognized 
that growth in productivity and incomes, 
and improvements in health and 
education outcomes require investment 
in infrastructure.” United Nations 

 

Main 2017 Results 
This Section captures in broad strokes the main high-level achievements across the three Pillars of the 
ICT Strategy, which are aligned with the UNICEF Strategic Plan. Some challenges and opportunities are 
also listed where notable.  
 
Before proceeding, any attempt to capture the successes of UNICEF ICT without an explicit recognition 
of the staff who worked around the clock to keep systems running smoothly, would be woefully 
inadequate. During holidays, weekends, late and early hours, or inclement weather, UNICEF systems 
ran smoothly close to 99.999 percent of the time! 
 

Pillar 1: Operational effectiveness and efficiency 
UNICEF is improving its digital IQ, evidenced by the high amount of innovation under this pillar. 
 
Business made simple 
Modern principles of organizational management emphasize 
user-centered approaches to solutions; everyone wants 
simplification. One achievement was process simplification 
within the ICT function itself; a move from traditional Waterfall 
project management methodologies to Agile methodologies 
with increased stakeholder engagement. Several projects, 
including improvements on digital governance and the delivery 
of modernized websites across the world, required intensified 
stakeholder engagement and iterative releases, instituting a 
new way of delivery. This achievement posed a challenge to 
corporate culture, beckoning it to adjust its mindset and 
processes. Maturity levels in Agile and the strengthening of 
internal processes related to the BRM function, are set to be 
increased by planned, internal realignments in 2018. 

Keep it simple! Agile project management 
methodologies are now a norm. 
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The introduction of innovative ICT costing models also ushered in new efficiencies and clarified 
accountabilities and responsibilities between IT budget areas, such as app maintenance and 
enhancement cost, core business application costs, funds for the delivery of steady state IT and global 
IT services (such as networks, hosting, security and videoconferencing). 
 
That UNICEF is embracing new ways of working was further evidenced by the broaching of two new 
discourses on Technology Business Management aimed to better demonstrate how ICTs add value, 
and on Enterprise Architecture aimed at anticipating and driving change towards desired outcomes. 
 
New efficiencies through cloud-based solutions 

The Global Shared Service Center (GSSC), New York HQ, 
Geneva and over eight other offices migrated their 
phone systems to the cloud-based business suite, 
another major milestone under the Unified 
Communication initiative which had already integrated 
productivity services such as the directory, 
videoconferencing, email, calendar, IM, social, 
collaborative tools, video storage and more. Users can 
now make calls to any number in the world using familiar 
interfaces and a mobile app in the UNICEF app store 
enables the use of office numbers on personal devices. 

Continuous learning and development 
The importance of continuous learning in the IT world is not just a matter of career development but 
also enterprise risk management, as new technologies often call for new skills. However, the need for 
the ICT workforce to cultivate soft skills has become just as apparent as stakeholder engagement and 
partnerships intensify. Hence, it is noteworthy that training in 2017 focused on strengthening project 
management soft skills, which was made mandatory for ICTD. 
 
The annual Emergency Telecoms Training aimed at building emergency preparedness capacity and 
providing the latest knowledge on ICT support systems in humanitarian and emergency operations 
piloted a new session focusing on emergency management. The sessions, facilitated in partnership 
with Save the Children, covered emergency assessment, response planning, budgeting and 
communications skills, breaking new ground on soft skills development. 
 
Strengthened approaches to cyber security 
As the breach onslaught shows no sign of slowing down, security awareness is growing globally and 
investments are pouring into security technologies. In lock step, our security programme continued 
to grow as a mechanism to manage risk exposure and provide hands on services. 

 
UNICEF co-hosted with United Nations Women and the United Nations 
International Computing Center an interagency cyber security awareness event. 
The informative event, featuring high powered speakers, was a new and vibrant 
addition to the awareness campaign which was reinforced, as a whole, with 
multimedia components. 
 

Almost all programmes and operations now have an ICT component, introducing new connectivity-
related business risks and underscoring the need to strategically manage connectivity. In addition, 
many more applications are planned for 2018, such as a modernized ERP with licensing for all UNICEF 
staff. To strategically anticipate the demand for more bandwidth, engineers made significant 
improvements to two corporate mechanisms for managing connectivity – the Application 
Performance Monitoring (APM) tool and the Minimum Bandwidth for Business (MBB) Calculator, 
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along with related guidelines. The updated tools enable offices to proactively and strategically manage 
their connectivity, based on future projections and other criteria, and are poised to reduce corporate 
risk, costs, and ultimately optimize end-user experience and corporate performance as a whole. 
 
Future opportunities 
Looking ahead, new digital platforms, data sources and analytics, integrated with existing systems, will 
mitigate inefficiencies and duplication. The envisioned digital workplace and data architecture will 
ensure the quality of internal data. An overarching goal will be to provide universal connectivity and 
access to information and systems. Ample opportunities are also available for building and 
strengthening digital engagement and fundraising platforms and processes that will leverage social 
media to reach goals of 100 million followers, 30 million fundraisers and 10 million volunteers. 
 

Pillar 2: Programme effectiveness 
As mentioned under Areas of Exceptional Achievement, the bi-modal structure adopted in 2017 aims 
to enable a stronger partnership with programmes. The institution of a BRM for programmes, the 
formalization of the BRM function in the regions and the appointment of a Senior Advisor for 
Humanitarian Partnerships, are already engendering positive outcomes, partnership building, per se, 
among them. 
 
A US$1.9 million, four-year cloud adoption project was completed, delivering cutting edge cloud 
solutions for programmes. The transformations introduced ranged from the integration of the 
enterprise telephone system with the business productivity suite, to enterprise cloud hosting, hybrid 
cloud service and system integration services. The tools, platforms and services comprise the ground 
work for the delivery of transformative child protection-related platforms, field results tools, ECM and 
more. 
 
All emergencies (Bangladesh, DRC, Nigeria, Yemen, Syria, South Sudan, Iraq, CAR, Horn of Africa, 
Somalia and the Ebola outbreak) were supported with coordination, equipment, services and 
personnel. The emergency ICT stock was valued at up to US$200k. Approximately US$660k worth of 
assets were moved to emergencies and some 600 staff in 36 offices benefited from in-house 
developed and assembled emergency LAN kits which greatly improved flexibility, staff security and 
mobility. 
 
Moreover, strengthened strategic relationships with major partners in the private sector, agencies 
and governments helped leverage equipment worth up to US $50K per month (VSAT). 
 
This Pillar experienced the fastest growth in delivery in 2017. The traction gained in rebuilding the 
unicef.org ecosystem of sites means that programme delivery and engagement is taking place under 
well managed, branded spaces. ICT support also enabled efforts in business intelligence and data 
analytics across multiple regions to mine data sources for evidence-based reporting on programmatic 
results. The strengthening of cloud based knowledge management and collaboration systems 
increased real time monitoring across programme goal areas. 
 
Many opportunities lie ahead under this Strategic Pillar. The transformative power of frontier 
technologies such as Artificial Intelligence and Cyberspace being in the foreground, and UNICEF is fully 
engaged in interagency efforts exploring how to better leverage the technologies while avoiding the 
adverse effects such as creating another digital divide. 
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Pillar 3: Innovative use of technology 
The promotion of the innovative use of technology transcends Pillars 1 and 2. Cloud services formed 
one of the strongest components of promoting the innovative use of technology, and are growing, as 
discussed above. 
 
On the operations side, the introduction of the latest cloud technology, network traffic management 
and content prioritization stands out as a facilitator for innovation and was relatively simple to 
implement, as well as cost effective. 
 

Leadership also broke new ground in its partnership with 
Innovation by holding a joint symposium to explore 
strategic success criteria and maximize desirable outcomes 
of innovations. As a result, the scaling up of open source, 
mobile-made-simple apps, for real time monitoring began 
in eleven pilot countries, an effort undertaken with business 
partners.  

 
This new US$3 million interdivisional initiative to scale up innovative initiatives to the institutional 
level marked a first in mass scale ups and helped address questions related to stepping up prototypes 
to grand visions. The ample lessons and insights gained from this new initiative are expected to go a 
long way towards gearing up prototypes to deliver on SDGs. 
 
The main catalyst of innovation across the organization was the provision of a robust cloud-based 
infrastructure as a service, which is already hosting data labs for experimental purposes. Engineering 
teams worked on a cloud architecture for the integration of open source solutions and various 
iterations of enterprise mobility.  
 

Areas of Shortfall in Expected Results 
Insufficient in-house capabilities in developing some products persisted, especially in the area of open 
source products. A heavy reliance on external vendors and parties did not help the need to make 
nimble adjustments or course corrections when needed. Still, that desideratum meant turning to an 
open market with endless options for new solutions and services. 
 
Focus was turned towards strengthening enterprise architectural integrity and security, and limiting 
duplication and redundancy, in what is a federated model of the ICT function. In 2017, this matter 
began to be addressed by the new, strengthened BRM and business analysis functions. This will lead 
to better approaches to managing organizational ICT demands and project portfolio processes and 
increase effectiveness in enterprise architecture and application life-cycle management. 
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Annex 1 List of Acronyms and Abbreviations 
 
APM Application Performance Monitoring 
BRM Business Relationship Management 
CIO Chief Information Officer 
CO Country Office 
C4 Cloud Based Unified Communication 
DFAM Division of Finance and Administration and Management 
DHR Division of Human Resources 
ERP Enterprise Resource Planning 
ETT Emergency Telecoms Training 
GSSC Global Shared Service Center 
HQ Headquarters 
IaaS Infrastructure as a Service 
IAM Identity and Access Management 
ICT Information and Communication Technology 
ICTD Information and Communication Technology Division 
IT Information Technology 
KPI Key Performance Indicators 
KTLO Keep the Lights On 
LIGHT Lightweight and Agile ICT Infrastructure 
MBB Minimum Bandwidth for Business 
M&E Maintenance and Enhancements 
O365 Office 365 
PBR Programme Budget Review 
PFP Private Fundraising and Partnerships 
PPM Project and Portfolio Management 
RO Regional Office 
SD Supply Division 
SDGs Sustainable Development Goals 
SME Subject Matter Expert 
T4D Technology for Development 
 

Annex 2: Response to Outcomes of Staff Surveys 
Divisional responses to the outcomes of the last Global Staff Survey were formulated into an action 
plan, details and results of which are below. 
 








