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Executive Summary 
For every child, a connected world! So reads our present tagline selected by Information and 
Communication Technology (ICT) staff in a 2016 competition. It not only captures the innovative 
imagination, but also reflects our new identity and renewed mission, in the context of a rapidly 
digitizing world offering powerful solutions for achieving the Sustainable Development Goals (SDGs):  

To transform and build partnerships with our stakeholders to successfully implement UNICEF 
programmes globally through the use of innovative, technology-enabled solutions for better 

outcomes for children 

Yet, ICT does not exist unto itself, but as means to an end. 2016 was therefore a continuation of our 
partnership-driven work centered on the cross-divisional project portfolio, a portfolio that includes 
support for the HR reform, the International Aid Transparency Initiative, eTools, the Digital 
Transformation Project, a number of Private Fundraising and Partnerships (PFP) and Supply Division 
(SD) projects, and Child Protection’s PRIMERO project, to name a few. The smooth transfer of the 
Global Help Desk to the Global Shared Service Center (GSSC) in Budapest, without interruption, is 
among our stellar achievements fostered by collaboration. Work on all the projects ranged from 
advisory and technical review services to development, testing, release management and customer 
service, all aimed at maintaining the global leadership position of UNICEF in delivering results for 
children. 
 
ICT governance was strengthened to improve security, demand management, system interoperability 
and efficiency. Markedly, a renewed ICT Board comprised of senior staff across all functions of UNICEF 
took seat. It now provides process improvement for project prioritization and strategic alignment of 
ICT-enabled initiatives and supportability by the GSSC. 
 
The new ICT Strategy was approved through the Programme Budget Review (PBR) process, 
introducing three core pillars for delivering results: Operational Efficiency and Effectiveness, 
Programme Effectiveness and the Innovative use of Technology. This new paradigm replaces the 
obsolete model of ICT existing solely as an operational, back office function.  
 
Furthermore, UNICEF strategists approved some 15 million USD for transformational, ICT-enabled 
change initiatives, mainly in the area of real time field results monitoring, and also for the 
enhancement of core business systems. 
 
To facilitate coherence with the ICT Strategy, the PBR also approved an ICT Division (ICTD) structural 
realignment. It will be primarily characterized by the adoption of a senior level Business Relationship 
Management (BRM) function at HQ. The positions will be filled in 2017 and act as dedicated account 
representatives for each of the HQ divisions, ensuring optimal partnership and value as demands for 
ICTs rise. They will also strengthen service delivery on SDGs-related work in pressing areas such as 
cybersecurity, the online protection of children and information systems for child protection and 
development. 
 
Moreover, to strengthen programmatic support, collaboration took place with the Regions in crafting 
TORs and reporting modalities for six new, PBR-approved senior Technology for Development (T4D) 
Business Analyst positions to be filled in 2017. The Analysts wi ll support operational and programme 
effectiveness and efficiency and the innovative use of technology in ways such as leveraging cloud 
solutions, bringing products to scale, limiting redundancy, strengthening security and policy 
compliance, and ensuring good project and risk management. 
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UNICEF is increasingly becoming “ones and zeros” hosted not only on ICTD-sanctioned spaces, but also 
on unsanctioned, and sometimes insecure, “off the radar” services that do not honour UNICEF 
privileges and immunities. In response to field assessments and audit requirements, and to mitigate 
the associated risks, ICT took leadership of Enterprise Content Management (ECM) and built a project 
team to maximize productivity, improve information and knowledge sharing and support  the 
reduction of fixed costs. Funded as part of the effectiveness and efficiency efforts, ECM activities will 
ramp up throughout 2017. In conjunction with key partners and stakeholders, ECM will reduce risks 
related to digital assets, seek to replace and revitalize the intranet with a digital workplace, introduce 
an Information Governance Framework, and implement technical functionality to manage recorded 
information. 
 
Cloud adoption continued, with over 100 sites migrated to Office 365 (O365), the main collaboration 
platform. Unified communication took to new heights in successfully supporting the GSSC in adopting 
an O365-integrated telephone system which will be piloted in New York in 2017.  
 
As all offices and programmes continue to adopt an increasing number of cloud-based business 
solutions and applications, the need to strategically manage connectivity is imperative. Our engineers 
launched two tools globally for managing connectivity: the Application Performance Monitoring 
(APM) tool and the Minimum Bandwidth for Business (MBB) Calculator and related guidelines, making 
office programme ready. 
 
Accelerated technological advancement bears within it the potential of creating an ICT skills gap; new 
technologies entreat new skills. In response, organized, mass training in 2016 covered the Lightweight 
and Agile IT (LIGHT) project, BRM, RapidPro, among others. 
 
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 
incorporate, transform, store, archive, share and ensure the quality of internal administrative data, 
sectoral indicators and unstructured data. An overarching goal is to provide everyone with 
connectivity and access to information and systems, regardless of location or role. The opportunities 
also include building and strengthening digital engagement and fundraising platforms and processes 
that will leverage social media to reach goals of 100 million fol lowers, 30 million fundraisers and 10 
million volunteers. 
 
On disaster resiliency and emergency preparedness, we made notable gains in re -configuring the 
global infrastructure through an intensified implementation of LIGHT which facilitates the rapid 
(re)deployment of offices and staff. The approximately 100 LIGHT Offices across UNICEF have saved 
the organization approximately two million dollars annually. Up to thirty more are planned for 2017. 
That work was supplemented by the publication of the fourth edition of the Emergency 
Telecommunications Handbook which covers inter-agency emergency ICT preparedness and response 
procedures, technologies, standards and guidelines. 
 
In sum, our story is that the proliferation and intensification of digitization and consciousness of ICT 
across time and space has turned UNICEF into a garden of digital assets and processes that requires 
landscaping. The ICT journey is no longer the singular prerogative of ICT specialists, but has now 
become everyone’s story, offering ample opportunity to build stronger internal and external 
partnerships that enable UNICEF to deliver on its mandate and help the world achieve the SDGs.  
 
Lastly, the hard won results described herein were achieved during a year fraught with the 
uncertainties of a strategic realignment and staff rotation – unique circumstances which staff could 
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have easily scapegoated as impediments to their performance –yet they delivered. The unwavering 
commitment of ICT staff to work for every child is commendable. 
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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. 
 
The Summary Table of Key Targets and Results is unavoidably technical, owing to the nature of ICT 
work. The ensuing narrative, however, interprets the outcomes into a business meaning, 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, it is important to accentuate the benefits of partnering with the internal 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 2016 results under the three outcome areas which are aligned with the three Pil lars of the ICT Strategy. 
 

 
 
 

Outcome 100 – UNICEFs Enterprise systems, technologies, and services have increased efficiency and effectiveness to UNICEFs Operations 
Output 101 – All core management systems and business processes are optimized through smart automation to ensure maximum efficiencies and risk management 

Key strategies including the changes proposed Indicator Baseline value 2016 Target 
value 

Actual 
Result 

Work closely with Business owners, provide technical staff and expertise, 
knowledge and input to configure, develop and implement modern and effective 
management systems  

Percentage of business processes agreed with business owners to be simplified and 
implemented 
 
Solution Center has implemented core support for programme facing open source systems 
and meet the targets for agile development cycles  

75% 
 
 
50% 

75% 
 
 
80% 

80% 
 
 
85% 
 

Example Results Achieved 
 HR Reform: HR Record Management: by Q2 2016 completed deployment to manage Official Status File (OSFs) containing approx. 255 ,000 documents. Enhanced/improved records management environment for performance and 

application usage. Staff records scanned. Postponed global release to all staff. Improving User Interface (UI) design for eas ier locating and accessing staff e-OSF 
 HR reform: Talent Management was released in January 2016 

 HR GSSC myCase: completed phase 2 release for HR in April 2016 
 HR reform: Policy changes, International Civil Service Commission: package one released in July 2016; Package 2 will be relea sed in January 2017 

 Global Banking Project (DFAM/GSSC): direct payments and SWIFT: completed implementation of ebanking to support Treasury, vendor and payrol l payments, for 8 banks in 39 countries by Q4 2016 
 Finance Treasure Cash Program to predict cash flow and exchange rate risks: Busi ness case and project approved in Q3 2016. Scope finalized. Go-live in 3-4 Q 2017 

 Office Productivity such as email, file sharing, Word and Excel: O365 Global productivity Services met 99.9% availability level. Improved monthly service repo rting delivering to 15,000+ staff and consultants worldwide 
 Learning & Development system (Agora): off-line player released. Staff and partners no longer have to be online to take courses. Integrated Agora with single sign -on for staff.  

 Knowledge Management platform enhancement: Automated workflow/internet support enhancements: completed implementation for new and enhanced features for Who’s W ho, LTA Monitoring Site, telephone directory 

 Financial records management traceability: Global Field office legacy data archiving: by Nov 2016, completed the development and operationalization of Proms Archival project for field offices. Decommissioned old  systems in field. 
 Enterprise risk management: Transactional Level Monitoring: RFPS for product and implementation services publish ed November, closing on December. Target Go-Live Q3 2017 

VISION ERP (SAP) maintenance and enhancements  
 Asset management: Asset Mobile App (FIORI): system landscape updated and readied for Single Sign on. 3 Apps operationalized for pilot users by Q4 2016 
 Audit Monitoring, Team Mate: tested the upgrade to the new version of TeamMate  

 Budget Formulation Automation Project (global): Project initiated. Supported budget section and designed Architecture/Interfa ces for Oracle Hyperion for DEV/TST/QAS/PRD environments 

 Enhancement of the VISION SAP/ERP system: completed 200+ VISION Enhancements, fixes and business process simplification: CO, RO, HQ driven process simplification enhancements. Removed redundancies in travel, Programme & 
HACT, Supply, Finance, HR  (ERP) Enhancements 

 InSight performance management system in VISION enhancements: implementation of Performance Scorecard by Q1 2016, completed Implementation of Office dashboard by Q3 2016, updated for IATI to make it compliant with version 

2.0.2. Operationalized donor reporting Pack in Q1 2016. Implemented of Supply Dashboard by Dec. Enabled system -to-system integration via Web services such as eTools and End User Monitoring systems  
 Vision ERP Platform Modernization: finalized recommendations from third party s tudy on ERP (SAP) Modernization by Jun 2016, completed business case and started a new tech (Hana) proof of concept by Dec 20 16 
 VISION ERP, DBA Services: ongoing operational support to ensure highly available and resilient VISION ecosystem through Q4 20 16. Successfully deployed upgrades to Oracle and SQl server environments to current versions. Implemented 

simplified Roles strategy for VISION. Rollout of Composite Roles and simplified reporting completed by Q2 2016  
 Main Telephony switch (PBX) replacement at NYHQ to Internet based telephony: Project manager appointed. Project board formed, risk/mitigation documented, tentative budget submitted, project plan finalized, stakeholders identified, 

assessment performed on SfB telephony in GSSC to learn ready of the  service for large office like NYHQ, end-user Advisory Board formed 
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Output 102 – A lightweight and Agile ICT Infrastructure has been delivered to all CO, RO & HQ locations resulting in increased productivity and efficiencies 
Key strategies including the changes proposed Indicator Baseline value 2016 Target 

value 

Actual 

Result 
Work closely with Business owners, provide technical staff and expertise, knowledge and 
input to configure, develop and implement modern and effective management systems  
 

Compliance with SLAs - % of target levels met or exceeded 
 
Light and C4 Projects have delivered value and expected outcomes as verified by 
global surveys 

70% 
 
External ~ 100% 
 
Internal  
~80% 

95% 
 
External: ~100% 
 
Internal 
80% 

95% 
 
External: 
~100% 
Internal 
85% 

Example Results Achieved 
 Re-architect UNICEF ICT Infrastructure worldwide (LIGHT): implemented innovative LIGHT offices program in 96 locations, 14 LIGHT service centers. Estimated field office savings $2M as of end 2016  
 Windows 10 and Server 2016: New project started. Conducted development workshop involving NYHQ, GSSC and field delivered. Produced Win 10 and Win Server 16 ima ges to be deployed on all PCs and laptops in UNICEF by 2017 

 Rolled out Minimum Bandwidth for Business Calculator and Application Pe rformance Monitoring tool. This will result in right sized connectivity provisioning to offices, improving staff securi ty and operational efficiencies  
 Infrastructure replacement main storage area network (SAN) at NYHQ: Delivered  

 Data center maintenance: 2016-2017 Sungard facility renewal completed. 2017-2018 Sungard extension in progress  

 Identity and Access Management: Strengthened systems access management by automation of access cont rols, linked to staff contracts  

 Network enhancements: Guest W-Fi enhancement completed and released. GuestPlus Wi-Fi (official devices) completed and released. Equipment for access points upgrade. NYHQ Internet contract, RFP technical evaluation completed 

 R & D for future innovative global storage scenarios conducted 

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 Baseline value 2016 Target 
value 

Actual 
Result 

Provide management oversight, guidance, and monitoring of resource utilization  Percentage (%) of projects achieved objectives and value  
 
All Audit Observations closed within 18 Months  

75% 
 
100% 

85% 
 
100% 

90% 
 
100% 

Example Results Achieved 
 Developed new strategy, budget and change management at the mid-term review of the strategic plan: ICT strategy and budget prepared and successfully approved by ED, including a 5 million in crease over baseline. ICTD Change 

management and Communications strategy developed, approved and deployed, including a significant increase in communication ac tivities though quarterly newsletters  
 Revamped and redesigned global ICTD function Intranet site, for improved search abi lity and accessibility of content 

 Implemented and added Project and Portfolio Management (PPM) Module to HP QM systems: all Project Proposals entered into the solution. All investment projects work flowed to their correct state. Instituted bi -monthly PPM 

meetings with project managers. Established intranet team site. Quality and transparency improved 
 Managed security services RFP: RFP technical evaluation completed 
 Proposal for realignment of Admin Services was endorsed by the Management Team, recognizing the anticipated improvements in administrative efficiency, balanced workloads and consistency in skill level. It will be implemented in 

2017 as part of the Change Management agenda  
 Strengthening Policy and Risk Management program: prepared ICT Policy Management Programme 
 The UNICEF ICT Board was expanded to include all four organizational areas of UNICEF 

 Project Portfolio delivery: Maintained strong relationships with DHR, DFAM, GSSC, SD, DOC, PFP Innovation and PD for successful delivery of investment projects 
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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 Baseline value 2016 Target 
value 

Actual 
Result 

Deliver highly available secure systems and services through the most economical means 
and delivery methods 
Manage the provisioning of equipment and personnel to support emergency programs  
Perform yearly core disaster recovery exercise 

ICT systems support critical programme delivery with 95% CCC compliance in each 
emergency location, for emergencies of level 1 and above  
 
Percent of predefined BC targets depending on ICT that have been met for overall BC 
activations during a given year 

75% 90% 95% 

Example Results Achieved 
 Humanitarian Preparedness planning: Early warning early action (EPP): established project governance, setup of software devel opment arrangement and completion of discovery phase by Q4 2016  
 Business Continuity Planning / Disaster recovery: Annual exercise completed successfully; report generated and distributed  

 Existing global networks: Produced network standards. Contracts renewed as necessary  

 Existing global platforms: infrastructure capacity upgrades (Compute, Storage, and Backup) funded from projects in line with demand projection  
 Resilient ICT Infrastructure in the field (LIGHT): implemented 96 field locations, 14 LIGHT service centers significant reducing local footprint of equipment and improving resilience. Estimated field office savings $2M as of end 2016 

 ICT Emergency Preparedness: standardized emergency ICT equipment / LTA availability. $65k funding obtained through EMOPS/DFID. Training for emergency ICT responders completed. Maintained the global roster of emergency ICT 
responders. Emergency ICT portal migrated to SP online, ET Handbook version 4 released. Supported Immediate Response Team (IR T) training (Brindisi) with ICT support. Developed template for ICT-DR Plan for Field Offices 

 ICT Emergency Response: Internal/Inter-Agency coordination and technical support to L1-L3 emergencies. Equipment deployed is based on cost recovery. Deployed as needed ICTD emergency pre -stock of equipment 

 Deployed Luxembourg emergency.lu satellite communications solut ion (Republic of South Sudan, Guinea) 

Output 701/012 – Enterprise content management and information management support services have been provided that measure favorably against i ndustry best practices and interagency benchmarks 
Key strategies including the changes proposed 

 

Indicator Baseline value 2016 Target 

value 

Actual 

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

Content discovery, content publishing and content collaboration on the intranet will 
be improved to targets set according to identified user needs  

New/Not Known 
as project 
initiating 

N/A 
 

N/A 

Example Results Achieved 
 Enterprise Content Management (ECM) and Documents/Records Mgmt administration: key project team members recruited. Project Charter signed identifying scope and schedule. Project initiated. ECM function now has a corporate 

leader 
 Governance: drafted Information Management policy created in consultation with the ECM Project Management Group 
 Information Architecture: development of new Regulatory Framework Library underway, in partnership with DFAM. Initiated OSF project in partnership with DHR 

 Intranet Revitalization: Intranet User Needs Assessment Report (IUNAR) project completed. Governance discussions around the development of the Digit al Workplace are underway 

 Engagement: enhanced collaboration with other teams and divisions through workshops. Supported user engagement  with a resign of ECM team site homepage for enhanced accessibility of content. Successfully introduced the Q4 
2016 ECM Quarterly Report and provided regular global  updates in the ECM newsletters  

Outcome 200 – UNICEFs Enterprise systems, technologies, and services have increased Programme effectiveness 
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 Baseline value 2016 Target 
value 

Actual 
Result 

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

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

70% 90% 92% 

Example Results Achieved 
 Global Cloud Based Unified Communication Investment Project (C4):  Office 365 Telephony rolled out for 900 users in GSSC, Geneva, South Africa and Amman 
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 Rolled out Application Performance Monitoring worldwide in Q3 2016. Mobile strategy drafted. Rolled out mobile device management solution (MDM, MAM) covering all UNICEF mobile apps to 400 pilot users. Issued Cloud hosting 
strategy/commissioning guidelines, piloted UNICEF Platform As A Services  

 UNICEF Knowledge Management / Team Collaboration: Operationalized team and community sites for UNICEF staff worldwide on O365 Platform. Over 93 New team sites operationalized, with 3 new templates developed by end of 2016. 

As part of migration, over 162 sites were migrated from SharePoint 2010 and 15 Domino sites. Completed setup and operationali zation of 123 new community sites  
 Knowledge Management & Support (SharePoint and custom Applications): Completed implementation for new and enhanced features for  Who’s Who, LTA Monitoring Site, telephone directory CIFDS operational enhancements and 

system improvements for reporting year 2016, Completed Phase 2 enhancements by Q4 2016. Improved functionality and system redesign for custom applications COR, EMR, ATS , EDB through Q4 2016 
 Provided 200+ enhancements and support for all knowledge management core results management custom applicatio ns (i.e. COR, CIFDS, RPMS, EDB, EMR Tracker, PRIME, ATS, ACT, ICT Office Profile) 

 Financial Disclosure System: Operational enhancements and system improvements for reporting year 2016, completed Phase 2 enha ncements by Q4 2016 

 Supply and logistics: Global ICT Enabled Improvement Projects: successfully piloted UniSupply mobile app in Nepal with partners to monitor distribution of supplies by Q2 2016. Application landscape readied and operationalized for SD 
mobility (mInventory, mHandover) apps by Q2 2016 

 Cloud Enabled Applications (Azure): implemented PostgreSQL Cluster in Azure by Q1 2016. MySQL Replicated Cluster in Azure by Q2 2016. Couchbase/SyncGateway NoSQL Cluster in Azure by Q3 2016. Completed implementation of 

web/cloud enabled reference architecture  for cloud based applications (eTools, connect) by Dec 2016 
 Infrastructure administration and Internet Hosting: ongoing operational support to ensure resilient Internet and SharePoint landscapes for RedDot, TRIM, and KM platforms. Completed migration of TRIM from legacy platform to VMs 

and latest version by Q2 2016. Implantation of migrated web app IIS environment from Win 2008 R2 to Win 2012 R2 by Q2 2016, BI UNICEF Funding Marketplace web service in new Win 2012 R2 environment by Q2 2016 

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 Baseline value 2016 Target 

value 

Actual 

Result 
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 

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

70% 95% 97% 

Example Results Achieved 
 UNICEF core performance reporting systems used by staff globally enhanced. Insight eco system: ongoing implementation of new content, enhancements and bug fixes to BI home, Regional Dashboard, Global Dashboard, HR Dashboard, 

Finance & Administration Dashboard, IT Operations Dashboard, Management Reports, RAM, ERM and HACT thru Q4 2016  
 Transparency and open data: conformed to IATI 2, 0, 2 standard moved UNICEF's ranking to top 3 globally 

Output 204– UNICEF Internet and Social media platforms supported as per business owners requirements  

Key strategies including the changes proposed Indicator Baseline value 2016 Target 
value 

Actual 
Result 

Work with field office partners to leverage the benefits of internal and external 
communications to ensure programme effectiveness  

Custom development and support to external communication Web Platforms 
delivered within established SLAs  

TBD 80% 85% 

Example Results Achieved 
 Supported Digital Transformation replacing UNICEF.ORG Web site: by Q4 2016, coordination of successful launch of Unicef.org o n new web platform. Assisted Division of Communications with Information security expertise 

 UNICEF Team Collaboration: Operationalized team and community sites on O365 Platform as per multiple business owner’s specifications. Over 93 New team sites operationalized, with 3 new templates developed by end of 2016. As 
part of migration, over 162 sites were migrated from SharePoint 2010 and 15 Domino sites. Completed setup and operationalization of 123 new community sites  

 Knowledge Management & Support (SharePoint and custom Applications): Completed implementation for new and enhanced features for Who’s Who, LTA Monitoring Site, telephone directory CIFDS operational enhancements and 

system improvements for reporting year 2016, Completed Phase 2 enhancements by Q4 2016 Improved functionality and system rede sign for custom applications COR, EMR, ATS, EDB through Q4 2016 
 Cloud Based Unified Communication investment project (C4): Office 365 Telephony rolled out for 900 users in GSSC Budapest, Geneva, South Africa and Amman. Rolled out Application Performance Monitoring worldwide in Q3 2016 
 Mobile strategy: Introduced mobile management solution covering all UNICEF mobile apps to 400 pilot users  

 Cloud Hosting strategy/commissioning guidelines: Developed cloud guidelines and released those , piloted UNICEF Platform as a  Service 
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Output 206 – ICT workforce is fully engaged in partnerships for real time monitoring, and the ICT function has contributed to and provided solutions and services to enhance program deliv ery 

Key strategies including the changes proposed 
 

Indicator Baseline value 2016 Target 
value 

Actual 
Result 

Actively encourage partnerships and collaborative endeavors with business partners both 
internal and external. 

Number of global ICT staff trained and transitioned to T4D and open source support 20% 40% 45% 

Example Results Achieved 
 Field Programme results monitoring: eTools: Under development for launch in 2017. Successfully designed and migrated infrastructure in partnership with field results grou p to stable cloud platform by Q2 2016 
 Primero Child Protection Applications: Successfully deployed in several geographies in part nership with programme and interagency partners. By January 2017, Primero will be live in over 12 countries  

 Transition and scalability plan of RapidPro via PD-Innovation-ICTD partnership: establishment of joint task force team with PD/ICTD to address scalability and field deployment. Determination of criteria for identification of countries to 
be included for initial rollout. Held global workshop and webinar training in RapidPro training and scaling  

Outcome 300 – Innovative ICTs are leveraged for equitable outcomes 
Output 301 – ICT workforce is fully engaged in partnerships for Technology Innovation, and the ICT function has contributed to and provided solutions and services to enhance program delivery 

Key strategies including the changes proposed Indicator Baseline value 2016 Target 
value 

Actual 
Result 

Trusted partnerships with key stakeholders, engaged ICT colleagues and Collaborative 
Culture, Nimble and Transparent Processes, Robust and Evolving Technology Infrastructure 
 
Provide ICT staff with the necessary training and managerial support to allow them to 
provide innovative solutions and services for program outcomes  

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

75% 
 
 
 

75% 
 

80% 
 
 

Example Results Achieved 
 Established technology partnerships in private and public sector, to harness ICTs in both regular and humanitarian interventions 
 Developed and provided long term agreements for technology innovation partners  

 Primero Child Protection applications: Finalized innovative proof of concept and integrated secure cloud solutions  

 Drone and block chain panel discussions with UN and private sector partners  
 Skills transfer to ICT staff participating at UN Innovation Lab, developing competencies around data partnerships and latest trends in statistical analyses 

 Held partnership workshops with Global Innovation Unit and identified 6 areas of collaboration for scaling up innovations  
 Held joint technical workshops for innovation and ICTD staff; Developing cloud integration standards  

 Created custom open source applications development capabilities in the ICT applications section  
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Areas of Exceptional Achievement 
Prior to discussing the above outcomes across the three Strategic Pillars, the advancement of the ICT 
Strategy, per se, is well worth calling out as an area of exceptional achievement, because it marks a 
new strategic dispensation within UNICEF: embracing the ICT function as a strategic business partner 
for enabling the corporate Strategic Plan and the SDGs. There are also other areas of exceptional 
achievement, including improved ICT governance (a renewed ICT Board), taking leadership of 
Enterprise Content Management (ECM), improved infrastructural planning and resilience, and  
supporting the GSSC transition. They are discussed below. 
 

ICT as a strategic partner and a business enabler 
As digitization permeates the world, the General Assembly, UN agencies and 
thought leaders asserted that the advancement of ICTs present “We the Peoples” 
with greater opportunities for achieving the SDGs than were available to the 
Millennium Development Goals (MDGs). In that context, 2016 was a watershed 
year for the UNICEF when the Executive Director and senior executives recognized 

and acted on the urgency to optimize the use of ICTs in all aspects of the organization when they 
approved ICT transformation proposals. They decidedly moved the organization out of the traditional 
ICT model of “Keeping the Lights On” (KTLO), and into a bi-modal paradigm; a contemporary best 
practice aimed at catalyzing continuous innovation for operational effectiveness and programmes 
efficiency. 
 
The decision entailed an endorsement of the new ICT Strategy as outlined in the revised 2014-2017 
Office Management Plan (OMP). Executives also approved an accompanying package of structural 
realignment proposals, setting in train a capacity building initiative for ICTD, and the ICT function as a 
whole, to capitalize on technology. Some 15 million USD was approved by the organization for 
transformational, ICT-enabled change initiatives, primarily for real time field results monitoring and 
for the enhancement of core business systems. 
 
The new division will consist of four main functional groups: (1) Business Relationship Management, 
(2) Strategy, Risk Management and Governance, (3) Solutions Centre and Support and (4) Platform 
and Service Delivery. The structure merges existing sections and creates larger groups, warranting a 
higher level of management, which was also approved, to meet the expectati ons and complexities of 
programme and innovation support. 
 
The first group, BRM, involves senior managers at HQ. It also entails Technology for Development 
(T4D) Senior Business Analysts working to strengthen programmatic support, and by the end of 2016 
ICTD had worked with the Regions in crafting TORs and reporting modalities for the positions to be 
filled in 2017. The Analysts will support operational and programme effectiveness and efficiency as 
well as the innovative use of technology in ways such as bringing products to scale, limiting 
redundancy, strengthening security and policy compliance, and ensuring good project and risk 
management. 
 
The second group realigns and reorganizes a number of application development teams under one 
Solutions Centre and Support umbrella, to translate the business requirements managed by the BRM 
into reality. 
 
The third group for Platform and Service Delivery shall be responsible for defining, designing and 
operating the IT infrastructure, identity management and the underlying platforms hosting 
operational and programmatic applications and solutions, whether in-house or in the cloud. 
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Finally, the fourth group, Strategy, Risk Management and Governance, shall ensure global IT 
management support and governance by developing and maintaining a strategic plan including an IT 
Enterprise Architecture, supporting key IT governing bodies, and managing the federated portfolio 
management system that enables change management. An IT security program that administers a 
global information and cyber security awareness program falls under this group. 
 

Strengthening ICT governance 
ICT governance was strengthened to improve security, demand management, system interoperability 
and efficiency. Markedly, there was a renewed ICT Board comprised of senior staff across all functions 
of UNICEF. The Board provides process improvement for prioritization and strategic alignment of ICT-
enabled initiatives and supportability by the GSSC. 
 
To strengthen communication around ICT projects, the bi -weekly Project and Portfolio Review 
Meetings were opened up to include senior managers and SMEs globally.  
 
IT Security policies were revised and simplified, resulting in to the publication of three policies on Asset 
and Access Management, Information Systems Acquisition and Development and Operations Security 
Management. 
 

Taking leadership of Enterprise Content Management (ECM) 
To provoke thought, here is a seminal idea from a blinkered engineering perspective: 
UNICEF is now an amalgamation of “ones and zeros” hosted not only on ICTD-
sanctioned spaces, but also on unsanctioned, and sometimes insecure, “off the radar” 
services that do not honour UNICEF privileges and immunities. While such an 
argument is patently risible, it conveys the point that organization assets and 
information are increasingly taking on a digital form, posing new challenges and risks, 

as well as unprecedented opportunities for growth and improvement. In 2016, ICT decided to take 
leadership of ECM and built a project team to mitigate risks, maximize productivity, improve 
information and knowledge sharing, and further support the reduction of fixed costs. ECM activities 
will ramp up throughout 2017. 
 

Enabling GSSC transition 
Support to the GSSC stands out as a microcosm of the continued intra- and inter-functional 
collaboration. The smooth transfer of the Global Help Desk to the GSSC, without interruption, is a 
notable achievement as a result of partnerships. 
 
Unified communication was taken to a new heights by developing an infrastructure for the GSSC to 
adopting a telephone system that is integrated with Office 365 (O365), a technology that will be 
introduced in New York in 2017. The system replace traditional desk phones with mobile enabled, 
internet based telephony that integrates with other office productivity tools such as skype or email. 
 

Building a resilient, efficient and service-oriented infrastructure 
Although every SDG implies ICTs as enablers, SDG #9 specifically calls for the building of a resilient 
infrastructure that promotes inclusive and sustainable industrialization and fosters innovation; a goal 
that unequivocally summons ICTD. Work continued on building the infrastructure of the futuristic 
organization envisioned by the Executive Director, one that not only enables global UNICEF 
operations, but that is equally intended for the innovative and programmatic expedience of partners. 
 
Cloud services formed one of the strongest components of programme support and are poised to 
grow. The technologies offer immense operational and programmatic efficiencies and pioneered new 
territory with cloud providers. For example, the OED-envisioned partnership with Programmes broke 



 

Page 14 of 18 
 

new ground through collaboration with the PRIMERO team (Child Protection) supporting them in the 
area of designing and developing a cloud hosting solution for the deployment of their child protection 
Information Management system that is currently in use by UNICEF and partners in eight countries.  
 
Engineering efforts also covered the configuration of enterprise enrollment, the development of cloud 
commissioning guidelines and processes, and the creation and oversight of subscriptions for eTools, 
the Innovations Data Lab and the ICTD Technical Architecture Lab. These provisions comprise a secure, 
optimum infrastructure for the development and testing of innovative programme technologies. 
 
Moreover, prominent progress was made in re-architecting the global IT infrastructure through an 
intensified implementation of the Lightweight and Agile IT (LIGHT) project. A reduced IT footprint is 
ideal for small Field Offices because infrastructure requirements are reduced down to secure Wi-Fi 
access and laptops. Also, in emergency situations, a lightweight infrastructure facilitates the rapid 
(re)deployment of offices and staff, and improves resilience. It is also suitable for shared office 
arrangements such as “One UN” scenarios as it simplifies UNICEF needs. 
 
The approximately 100 LIGHT Offices across UNICEF have saved the organization approximately two 
million dollars annually. Up to thirty more offices are planned for 2017. 
 

Main Results in 2016 
 
This Section expounds on the achievements under the three (3) ICT Strategic Pillars.  
 

Pillar 1: Operational effectiveness and efficiency 
Most innovation is taking place under this pillar. UNICEF’s IT-enabled Investment 
Portfolio is a collection of over 30 projects owned by several Divisions and offices. 
This includes core results based management systems such as VISION ERP, systems 
supporting HR reform and the newly established GSSC, and also efforts to reduce 
complexity and costs of our global IT infrastructure. Projects and support in this area 

are coordinated by ICTD towards the realization of UNICEF’s strategic goals. The Project Portfolio 
Management (PPM) service itself has undergone innovation in the adoption of a cloud solution, 
ensuring a system of record for the growing portfolio of ICT solutions. This section discusses priorities 
under this pillar, which are to increase productivity by simplifying business processes, improving user 
experience, empowering users and increasing user productivity. 
 
Business Continuity, Resilience and Keep the Lights On 
Whether it was during holidays, weekends, late time and early morning hours, or during inclement 
weather, staff kept UNICEF systems running smoothly close to 100% of the time. Whenever systems 
needed to be shut down for maintenance reasons, the staff body was advised well in advance. Any 
attempt to capture the successes of UNICEF ICT staff without a mention of the staff who work around 
the clock to keep systems running smoothly, even during stormy weather, would be woefully 
inadequate. 
 
Continuous adoption and use of cloud solutions and collaboration platform 
The adoption of cloud-based solutions for unified communication continued, introducing enhanced 
team and knowledge sharing applications, telephony and cloud hosting.  
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Training 
As technology advances, the potential development of an IT skills gap increases. New 
technology always requires the watchful eye trained experts.  This issue is an 
opportunity for a new area of collaboration with the business, aimed at building 
relevant and competent skill sets across the ICT function. Training in 2016 included 
topics such as IT Security, ECM, small footprint IT services in field offices (LIGHT), BRM 
and RapidPro, among others. 
 
The Emergency Telecoms Training, an annual emergency preparedness capacity building activity, was 
held in Budapest, jointly organized with the GSSC. It provided the latest knowledge on the ICT systems 
that support humanitarian and emergency operations. The event hosted 47 participants (record 
attendance) and ten facilitators; all together from 44 countries, with the majority of the participants 
being from offices in countries prone to emergencies or with on-going L3 or L2 emergencies. 
Theoretical and practical sessions were arranged at no cost to UNICEF in collaboration with vendors 
holding Long Term Agreements for Services (LTAS) who attended as facilitators.  
 
Connectivity risk reduction and programme readiness 
Adequate connectivity bandwidth is a critical component of any ICT system and services. As all offices 
continue to adopt cloud-based solutions and applications, the need to strategically manage 
connectivity is imperative. In support, engineers launched two tools globally for managing 
connectivity: the Application Performance Monitoring (APM) tool and the Minimum Bandwidth for 
Business (MBB) Calculator, along with related guidelines. Imminent major roll outs such as RapidPro 
and eTools are slated to increase bandwidth demand globally. APM and MBB now make offices around 
the world “programme ready”, as they are poised to reduce corporate risks, maximize the 
effectiveness and efficiency of ICT services, cut costs, ultimately improving end-user experience and 
corporate performance. 
 
Security and quality assurance 
The threat of cyber-attacks continues to plague the world, beleaguering public and private sectors 
alike. As the breach onslaught continues, security awareness is growing globally and investments are 
pouring into security technologies. In lock step, UNICEF approved the creation of a new Security 
Specialist position to strengthen services. The security program also continued in the IT-enabled 
Investment Portfolio as a mechanism to manage risk exposure, provide security and quality assurance 
services to major projects such as the eTools, the Digital Transformation Project, NeoCase and the 
Conflict of Interest and Financial Disclosure System. 
 

Pillar 2: Programme effectiveness 
This was the strongest growth area in 2016. Projects and initiatives included 
support to achieve the launch of the Digital Transformation Project and unicef.org 
site, including outreach and external communications, with social media analytics. 
Support was provided on business intelligence and data analytics across multiple 
divisions and regions to harness our data sources for evidence-based reporting of 
the organizational outcomes, outputs and results. The strengthening of cloud based 

knowledge management and collaboration systems increased real time monitoring across all UNICEF 
programme goal areas. We also raised awareness around information security, cybersecurity, child 
online protection and built information systems supporting child protection initiatives.  
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Pillar 3: Innovative use of technology 
Cloud services formed one of the strongest areas of promoting the innovative use of 
technology, and are growing. For example, engineering teams worked on a cloud 
architecture for the integration of open source solutions and various iterations of 
enterprise mobility. ICT also broke new ground in an OED-envisioned partnership 
with Innovation by holding a high-level joint symposium to explore strategic success 
criteria and maximize desirable outcomes of innovations. The outcome was the 

identification of six areas of collaboration between innovation and ICT: project management, portfolio 
management, staff skills sets, partnership, communication, leveraging common technology. 
Subsequent engagements led to tangible results, which included agreeing on a cohort of focus 
countries for adopting open source development leading to a joint global workshop on RapidPro to 
train ICT staff to support country offices with RapidPro deployments and to scale them up. A full 
partnership on developing innovative data partnerships, and experimentation with the new “data 
Labs” were also pursued. The ICT function has also started engagements to develop partnerships with 
the technology sector and mobile network operators, something that will be strengthened in 2017.  
 

Areas of Shortfall in Expected Results 
 
Now that IT Project Portfolio Management processes at NYHQ have matured, focus is on working on 
a registry of all applications globally in order to have an aerial view of all ICT applications at all stages 
of their life cycles. This will not only strengthen enterprise architectural integrity and security, but will 
potentially bring cost savings by limiting duplication and redundancy in what is a federated model of 
the ICT function. Efforts have already begun within the Global ICT Management Team, in connection 
with the above mentioned senior BRM Analyst positions to be filled in 2017. A structured management 
of the organization’s demands and project design would also increase effectiveness in procurement, 
governance, development, architectural design, security provisioning, release management, scaling, 
maintenance and enhancement and all other stages of the project life cycle.  

Response to Outcomes of Staff Surveys 
Response to the outcomes of the last staff survey was conflated with change 
management activities which included the adoption of a new ICT Strategy, a new 
mission and priorities, a new Divisional name and identity, the migration of the 
Global Help Desk to the GSSC and the creation of 18 professional level posts linked 
to strengthening operational and programme effectiveness, data management 
and innovative technology solutions. 
 

The spirit of the action plan in response to the survey outcomes is captured in the first Enabler of the 
ICT Strategy: “Engaged ICT colleagues and collaborative culture.” Seemingly small actions such as 
unifying the HQ and field social media groups and creating a single mailing went a long way towards 
community building and cultivating camaraderie. There is now more collaboration on Yammer and 
the Divisional newsletter includes field ICT as its primary audience, in an effort to build a strong 
community towards coherence and collaboration on governance, security, policy, content 
management, project management, skills and competencies, and other matters warranting global  
cooperation. 
 
To improve communication and the flow of ideas, an online Innovation Suggestion Box was launched 
at the beginning of the year and over 35 submission were processed. The CIO and staff representatives 
tracked responses to all the submissions. 
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Moreover, a site was launched containing a range of information related to the strategic realignment, 
including change principles, the proposed high-level organigram, the business case for realignment, 
key milestones, a Frequently Asked Questions page and a discussion board. 
 
The CIO travelled to most regions and engaged ICT staff on multiple matters including career 
development and staff rotation. At HQ, he held several town hall meetings and met with every section 
at least twice to discuss the improvements taking place and matters arising. Those efforts culminated 
in the first Division Retreat in December which was held away from the office and was well attended. 
 
In response to requests to break down work “silos” and create work transparency, the bi -weekly 
Project and Portfolio Review Meetings were opened up to include senior managers and SMEs globally. 
Also, knowledge sharing sessions increased as a direct response to the survey results. Sessions 
included IT Security, ECM, LIGHT, BRM and RapidPro, among others.  
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List of Acronyms and Abbreviations 
 
APM Application Performance Monitoring 
BRM Business Relationship Management 
CCC Core Commitments for Children 
CIO Chief Information Officer 
CO Country Office 
CRC Contracts Review Committee 
C4 Cloud Based Unified Communication 
DFAM Division of Finance and Administration and Management 
DHR Division of Human Resources 
ERP Enterprise Resource Planning 
ETC Emergency Telecoms Cluster 
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 
IRT Immediate Response Team 
IT Information Technology 
IUNAR Intranet User Needs Assessment Report 
KPI Key Performance Indicators 
KTLO Keep the Lights On 
LIGHT Lightweight and Agile ICT Infrastructure 
LTAS Long Term Arrangement for Services 
MBB Minimum Bandwidth for Business 
MDGs Millennium Development Goals 
M&E Maintenance and Enhancements 
O365 Office 365 
PBR Programme Budget Review 
PFP Private Fundraising and Partnerships 
PMO Project Management Office 
PPM Project and Portfolio Management 
RO Regional Office 
SD Supply Division 
SDGs Sustainable Development Goals 
SME Subject Matter Expert 
TCO Total Cost of Ownership 
T4D Technology for Development 


