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United Nations

*** To maintain peace and security

** To develop friendly relations among nations

**» To promote social progress, better living standards and human rights
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UNDP In Action

*** To empower people to:

*»* Build a better future for themselves and their families.

** Build resilience to withstand crises, whether they are
natural or man-made, environmental or financial.
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Poverty
Reduction

UNDP Mandate

UNDP Mandate of four focus areas, each :
area is a critical component of Democratic
sustainable development. Governance

*** Poverty Reduction (28%)

“» Democratic Governance (26%) Pl h Crisis Prevention
+* Crisis Prevention and Recovery (24%) & Recove ry

¢ Energy and Environment (11.6%)
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UNDP Global Shared
Services Center




Setting up UNDP’s Global Shared Services Center

IPSAS - UL

*** IPSAS was mandated by General Assembly Resolution 60/283
in 2006

X 53 governments have apthed lP‘SAS




Setting up UNDP’s Global Shared Services Center
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* Challenge to recruit in
177 countries

* Risk on inconsistent
application

* Training cost in various
locations

* Long learning curve-
delay in implementation

/
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aCCOUNTINGISEXVICES
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* Transparency and governance
* Improving service quality and

consistency
 Speed of implementation
* Cost effectiveness
* Scalability

)




Reasons for setting up the GSSC

** IPSAS is considered best practice in accounting for public sector
and not-for-profit organizations.

¢ Confirming UNDP’s continued commitment to higher standards
of organizational excellence and transparency.

** Cost effective solution

*** Ensures consistency
United
Nations
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Benefits of GSSU

Qutsourcing of transactional processing allows Country
Offices to focus on programme delivery at a lower total cost

e

Value
« Higher productivity — continuous
processing of similar tasks

@GSSU KL:

- Lower pro-forma costs
- Efficiency gains from
economies of scale

D

N
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/ Speed

* Improved processing times

» Service delivery based on agreed
timelines

// @GSSU KL:
- SLAs met > 95%
N - No service disruption due to
trained back-up staff

)
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Standardisation
« Consistency in application of policies

¢ ouEN and procedures
-l
S, < L N
“ % @GSSUKL:

- Compliance with SOPs
- Flowcharts split responsibilities

~
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Quality

» Focus on customer service
» Process improvement

» Institutional expertise

@GSSU KL:

N - Detailed staff training provided /

- Quality control incorporated
Continuous improvement
culture



Reasons for setting up in Malaysia

SOUTHEAST ASIA

“* An independent global >\
study was initiated to o
identify the most suitable
location for UNDP’s SSC.

Pacific

*»» Kuala Lumpur, Malaysia
was selected among the
contenders around the T =

world. .
e -

= = Global Shared Service
& : Centre (GSSC) Office

AAAAAAAAA , N
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Malaysian Environment

**Strong and Stable infrastructure

T

“*Attractiveness for International Staff S5 === .
*»*Strong government support

***Qualified Professional talent pool
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Cost Efficiency

** Cost remains an important element of UNDP’s business plan.

** With the support of the Government of Malaysia.

** The achievement of greater efficiency and effectiveness within the UN system is a
key objective sought by Member States.
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Malaysian Workforce

** Benefit from the core competencies of Malaysia’s services sector, including its educated,
professional multi-lingual workforce.

*»» Continue to invest heavily in GSSC staff, to further develop staff to provide center of excellence
benefits to UNDP offices world-wide, and in multiple languages.

¢ The GSSC is accredited by CIMA, CPA Australia, CIPFA & ACCA.
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“* Serving’ ver 177 countries and t ritories. ",

** The GSSC pﬁ'ports the increased workload a\lng frof@ théadoptlon of IPSAS.

o

** The Primary goa of GSSC are “Timeliness, accuracy, respon: lvghess and
consistency of IPSAS appllcatlon \ »
{
4

»
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Challenges -

Accounting
Standards

New
Procedures

Client
office
Staff Skill
Set

Tight Time New
Line Procedures
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Lessons Learned - Planning

SLA’s negotiated with clients

e Improvement over status quo
e Upstream and Downstream
e Escalation Clause

Visibility of service performance.
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Lessons Learned — Transition

*** Extensive Training for SSC staff.
*** Transitional SLA's.

** Knowledge sharing, client visits to SSC.

*# Go-live at start of the financial year. EFISpI RN

¢ Good support and constant communication with HQ.
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GSSC Operations




GSSU Finance Support Services Organogram

DIRECTOR
Noni Mafabune

MANAGER,
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Yuna Badaker

Chief Project Manager |
John Kidd Anna Sargsyan

Management Support &
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SLA

Service Agreement (SA)
* Turnaround between incoming task to GSSC and return notification of task completed to CO

* Revenue - 1 working days turnaround for Deposits, New Agreements

* Assets — 1 working days for Basic Add and 2 to 3 working days turnaround for Disposal,
Transfer, Lease and Re-categorization.

Revenue 99.0% 98.5% 99.0% 99.9%

Asset 93.0% 93.5% 89.4% 89.8%
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Customer Experience

** Annual Survey is conducted to gauge the followings:

*» Customer’s satisfaction with the GSSC performance & communication.

** To seek additional feedback and identify countries that require further training/support.

25 3 2015 Survey
29 6% 1%
6%
37 . .
8% n Qperatlons (Including
finance)
® Programme Finance
m Other
39 )
9% | 246 = Procurement

56%

m Senior Management

= Programme
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Customer Satisfaction: Overall Service

Satisfaction from a Transactional Perspective

Global ﬂ
89% 77%
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Staft Development
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Development factors

e Management Style

mem Recruitment Strategy

mmm  Vision, Mission & Values

ey Staff Communications

mmm Learning




Management Style

Voice of the employee is important

Collaborative within the whole center

Support by strong UN rules on diversity, equality, respect.

Motivates by trying to keep people happy




Recruitment Strategy for UNDP GSSC

*** Positions UNDP as an employer of choice

* Strong Retention levels driven primarily by

“*High levels of staff training
“*Variety of work experience
**UNDP mission

Beyond the Bottom line

A unigue Fostering Evolving
organization = Development Scope




UNconventlonaI Finance Careers

““NEED

Let your career become a noble mission.

Global Shared Service Centre, United Nations Development Programme

the basics of life. TN
your sharp financial skills. [Elid
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Former combatants in a sewing shop, one of
than 60 pescent pﬁ)‘* a(cﬂ the many small businesses and
sﬂednnkng water ul 3 . - vocational training available in Burundi as part of UNDP's

mprrmde:tnvihgesm;ghout “ . . Disarmament, Demobilization and (DDR)

- Credit: ©Curf Camemark/World Bank . . mt&u’dﬂnaﬂu&mm OX00OK
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Vision & Mission Commitment

S L0 B v

UNDP-GSSC RETREAT 2014 /
19 - 21 MARCH 2014

UNDP-GSSC VISION

aaaaaaaaaaaaaaaaaaaaaaaaaaaaaa
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UNDP — GSSC’s Vision

To be a center of excellence in financial services
supporting UN programs towards a better world
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GSSC Mission

Deliver quality, efficient and professional financial services in line with UN standards.

Surpass customer service expectations.

Attract and retain people who are passionate and engaged in a balanced work
environment.
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Staff Communications

Staff Committee Staff & Management Relations

e Measurement
e |ssue Recognition

Staff Survey

Individual Staff Issues

Staff Council

e Social
e Sports

Chillax
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Staff Su rvey

Engagement 62%
Job Design / Empowerment 46%
Openness, Fairness and Respect 65%
Meeting Client Needs 60%
Professional Growth and development 55%
Supervision 59%
Office Management Team 59%
Accountability 54%
Top Management 71%
Work-Life Balance 59%
UNDP as a Place to Work 60%

84%
75%
80%
80%
70%
73%
80%
79%
86%
76%
76%

22%
29%
15%
20%
15%
14%
21%
25%
15%
17%
16%

Empowered lives.
Resilient nations.



GSSC Learning and Skills Development

e Weekly Communication Skills training

CO m m u n |Cat I O n * Weekly Languages Classes (Spanish, French and English)

e UNDP Sponsored Qualification Training - FTCP

Te C h n ica | S ki I | S e Revenue & Asset teams meet weekly to share best practices, ideas, updates

e All GSSC staff then updated on results, with SOP’s updated

* Incoming Country Office Staff (12 to date)

Kn OWIedge e GSSC Staff to HQ (16 to date)

e Microsoft Office Productivity

S h a rl n g ¢ In-house learning modules (self learning)

!-;‘-’ z
-" i {/ /
Ethiopia Empowered lives.
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Learning

Short-term Customer
Plan 2017
operational general

Safety &

Security
Mandatory - LMS
Finance Training and

Certification Programme
(FTCP)
Something
New

CO Exchanges/
Audit Visits

individual

Intensive Leadership/
Languages Supervisory
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Contributing to Our Success

Low
Attrition

** SLA Results — 96%

** Client Survey Results - 92% Positive
** Low Attrition - Less than 5%

** Major investment into the Staff development

. ) i i Rotation Staff
** Commitment to rotation and variety of work and variety Develop-

of work ment
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GSSU Expansion Plan

[
Increase
Regional Bureau Asia — Of
Pacific, Latin America T k
Treasury Countries & Europe as

Bank Rec Countries Clustering
Expenses HQ Task

Treasury Treasury

Bank Rec Bank Rec

Expenses Expenses
Asset task Asset task Asset task
Revenue task Revenue task Revenue task

**Higher Proportion of Malaysians working in GSSC, >85% Malaysians




‘“We’re in the wf‘fop‘
business.”

- Helen Clark, former UNDP Administrator




Global Indictors

89% 71% 96%

CUSTOMER EMPLOYEE

SATISFACTION ENGAGEMENT SLA FULFILLMENT
VIORETHAN MORE THAN
COUNTRIES
SERVED TRANSACTIONS ANNUALLY
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