HIGH IMPACT COMMON SERVICES FOR BOS 2.0

DIGITAL PLATFORM ON
UN COMMON ACCOMMODATION (WFP)

Mon, May 10th 6am-7:30am NY (GMT-4) 2021
Wed, May 12th 10am-11:30am NY (GMT-4) 2021
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‘ What are High-Impact Common Services?

High-cost avoidances

High- High-Usage among
Cost Avoidance '
- UNCTs
: . High-quality
High-Quality improvement
I t
mprovemen SDG linkage

Innovative & good practices
Good Practices from Agencies around the
world

Page 2



Objectives & Benefits of Scaling High-Impact
Common Services

Standardization
Simplifies BOS Process

Maximizes Cost-Avoidances

Quality-improvement & Strengthen SDG Integration

Use System-wide Data to scale good practices




HIGH-IMPACT SERVICES ROLLOUT

TAGGED PRACTICE NOTES

‘RECOMMENDED’
IN ONLINE
PLATFORM IMPLEMENTATION
DEDICATED
DEDICATED EXPERT SUPPORT

WEBINARS

@
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WAY FORWARD

INCLUDE IN ~\
voursos il
NOW

IF YOUR BOS IS IN '
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COMPLETED




Humanitarian Booking Hub

iagy HUMANITARIAN
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The UN marketplace of UN field services and emergency support
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Click here to view UN collaboration

1344 UN field service points
in 98 Countries from 10 UN Agencies
serving 353,000 clients in 2020

s 3,338 UN vehicles

K 285 UNHAS flights

¥ 1,500 COVID support flights (in 2020)
A 270 UN guesthouses

@) 110 UNDSS hotels

* 70 UN Clinics

L. ) 35 UN Counsellors
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https://player.vimeo.com/video/348141613?autoplay=1?muted=1
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The unique UN platform to manage accommodation service
7 UN agencies managing their global guesthouses on the same platform

5 VR Z= (72N Countries Locations Guesthouses Bed Capacity Visitors
c ‘

Unlcef IOM+ OIM 7 UN

. 40,340
Agencies

France Kazakhstan .
Romania Mongolia
Spain Italy Uzbekistan
Turkey
= China
MorocoliiRL. 32 Irag, |ran
Libya | Egypt Pakistan Nepal
Indi
CUba M l Ni i O'nan naia [_aos
Senegal all NIBeT chad Sudan Yemen Thailand
Pk s Philippines
Ethiopia Sri Lanka
Colombia Cameroon WEIEVWSE
. Kenya
cuador y Indonesia
Tanzania
Peru Brazil
Angola
Bolivia Mad
Namibia SDAEdasat
Paraguay

Note: in 2020 COVID significantly affected global services usage (field-travel decreased) AUS
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Benefits of the solution e

A UN proprietary solution for UN collaboration in Mutual Recognition

« Custom-made UN proprietary solution for UN Agencies to offer common accommodation
services in field operations (no royalties to outsourcers)

- Mutual Recognition fostering quick UN Agency adoption with standard service agreement

- Standardised staff self-service portal, administrator digital back-office and mobile APP
- Comparable UN service KPIs to boost efficiency among locations, countries and agencies

- Streamlined occupancy management to increase utilization and common services

- Comparable efficiency gains through digital automation and quality improvements

- Comparable Client Satisfaction (instant feedback per stay and customer satisfaction surveys)

- Continuous service improvements from sharing best practices across the UN
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Benefits from common UN accommodation )bl L,

Different opportunities for each Agency appetite

Internal delivery benefits Common service benefits

Agencies with

guesthouses Digitalize internal service management for ~ Offer accommodation services to other

service innovation, operations automation, UN Agencies and organizations to
reporting, occupancy optimization and increase room utilization and maximize
efficiency gains revenues, achieving additional efficiency
gains
Agencies with no
guesthouses Use accommodation services
n.a. offered by other UN Agencies to

avoid service set-up costs and
eliminate duplication of efforts

OMTs - Agencies with and

without guesthouses Review seamless KPIs across locations Share agencies’ accommodations to
and Agencies to explore opportunities maximize UN guesthouses utilization,
for inter-agency collaboration exploit long-term inter-agency assets

optimization (i.e. UN Common guesthouse)
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HUMANITARIAN
BOOKING HUB & x ® @

Humanitarianbooking.org
Demo of the platform

powered by
@ U N IT E D N AT I O N S Language Digital Clearing g My Driver Hello Clementina, WFP WFP.
BOOKING HUB & ¥ & % | FR Office House Ml LOGBOOK Logout &)
3% Home @ Explore! # UN Accommodation Sr Flights '®: UN Drivers #& UN Clinics & Staff Wellness UN Security M About %9 Feedback

UNHCR ynjcef ioM-om WHO ®*°®°® l‘l;:_____n MAEICAL DIRIETERY e m
Travel guidance and info ® Explore all services
INNOVATING TOGETHER rol idance and ok

A Book Accommodation >

24/7 inter-agency booking services supporting humanitarian workers to deliver
last mile aid
Download the

96 countries served Mobile App >r Book Flights >
3,380+ UN vehicles and drivers -
, I I ®: Book UN Driver >

285+ UNHAS flight destinations

270+ UN guesthouses
70+ UN clinics

35+ UN counsellors

One HuB, many possibilities
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Innovatior T booking Innovation in managing




Benefits for humanitarian personnel (front-end) 8 LR

Service innovation

Service innovation for the humanitarian community Action items

Communicate availability to
your staff and OMT

* Free to use for all humanitarian partners '
« Standard Agencies credentials for most partners (single sign-on) =
* Website or mobile APP from digital stores — also working offline

« UN footprint of field services availability

- Field services info and online booking Download mobile APP for
use on the move

« Confirmation emails with booking details

e Customer feedback for each booked service

* Global communication platform i.e. COVID guidelines

. GETITON
” Google Play
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Benefits for service administrators (Back-office) 8 LR

Digital transformation, accountability & streamlining

Digital transformation for guesthouse managers and service administrators Action items

Join the services

_ : : for internal deliver
 Digital transformation for end-to-end services management or internal d y

\
» Booking, occupancy calendar, invoicing, maintenance, reporting digital tools ﬁ

» Higher service accountability with digital real time dashboards :
Access service data

* Increased occupancy rate with smart management of visitors’ absences for optimization and

: _ collaboration
* Quality standards assessment, for permanent and emergency accommaodations

 Automatic invoicing with retrieval of customer data and provided service and real time =

5 jii
P
©

country and invoice reports

Discuss with your
OMT opportunities
» Service KPIs for informed decision making on long term asset management to share services

» Tracking of visitors’ departure country to comply with COVID restrictions

» Best practices sharing (i.e. COVID guidance, travel restrictions, etc.)

=
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Streamlining customer satisfaction &) i e e

BIG Principles in action for users and administrators

075 La Digital M My Driver Hello Flavia, WFP o S 5
@ LRy o= Jus= ) ——= 15 PS—
< Digital Office
3% Home @ Explore!l UN Accommodation S Flights

Leave your Feedback

Rating and comment

river service? *

Customer satisfaction
tracking for guesthouse
managers for continuous

Improvement

Instant feedback for
visitors from mobile
APP and Hub



Streamlining UN Duty of Care @ ORI

UN Common living standard conditions in the field

(Y Quality Checklist for Permanent accommodation
=

*~  Nigeria, Maiduguri Guesthouse 1

 Quality checklist to automatize and streamline
. . e ———
accommodation quality assessment across all e e

Role never
Hardship classification

the operations

Capacity for residents

- Comparable KPIs among all field guesthouses -

o Sleeping quarter WIS
a n d U N Ag e n C I e S Sleeping quarter size: minimum 12 sqm *
Individual bed with mattress and pillow
Bed linen

Lockable wardrobe or safe

 Easy to fill quick online survey with a customer-
oriented approach

Desk and Chair

Adequate lignting (150 lumen]

Reading lamp

Mosquitos screens on windows and doors
Regular pest control services

Lockable doors from inside and outside

 Quality oversight report to identify actions for =
upgrade activities and asset optimization

(4 RS RS KT RS RS R RY AT RS/ RY K9/ RS Y RS | B
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Streamlining Duty of Care

COVID-19 guidance, visitors' control and tracing

« COVID guidance and
awareness material
in 3 languages

e Control on max
number of visitors
per room

« Contact tracing in
case of need

COVID-19 REDUCE THE RISK

HYGIENE MEASURES FOR GUESTS
AND GUESTHOUSE STAFF Online Booking

UN Accommeodation

SELF-DECLARE ANY COVID RELATED

E FREQUENTLY WASH

% | ISSUE INTHE PRE-SCREENING DR SANTIZE HANS
<4}/ QUESTIONNAIRE BEFORE BOOKING o

WHEN COUSHING OR SNEEZING AVOID TOUCHING EVES
TURN YOUR HEAD AND USE A NOSEAONOUTH
TISSUE TO COVER NOSE AND MOUTH
STAY ISOLATED IF WITH A MILD MAKE SURE YOU HAVE
COUGH OR LOW-GRADE FEVER; AN UPDATED SECURITY
SEEK MEDICAL ATTENTION CONTACT LIST
ALWAYS MAINTAIN SOCIAL
DISTANCE (-2 METERS) FRON HANDLE YOUR OWN LUGGAGE
OTHERS IN COMNON AREAS
ALWAYS DRINK FROM YOUR

PERSONAL 0P @ STAY INFORMED 01 COVID- 19

PLAY YOUR PART IN REDUCING THE SPREAD OF COVID-19.

il HUMANITARIAN HUMANITARIANBOOKING.ORG

%Y BOOKINGHUB # x ™ »

=y HUMANITARIAN
oy BOOKING HUB & % o %

COVID -19 MESURES DE PRECAUTION

POUR LES RESIDENTS ET L'ENSEMBLE DU
PERSONNEL DES RESIDENCES Online Booking ¢

UN‘Accommodation

REMPLISSEZ LE QUESTIONNAIRE DE
PRESELECTION AVANT LA DEMANDE
DE RESERVATION

SELAVER OU SE DESINFECTER
LES MAINS AVEG SOIN TRES
REGULIEREMENT

LORSQUE VOUS TOUSSEZ 0U
ETERNUEZ, COUVREZ-VOUS LA
BOUCHE ET LE NEZ AVEC UN
PAPIER-MOUCHOIR

ENCAS DE SYMPTOMES LEGERS,
LIMITER LES CONTACTS AVEC
D'AUTRES PERSONNES.
CONSULTER UN MEDECINS

NE PAS SE TOUGHER LES
YEUX, LE NEZETLA BOUCHE

ASSUREZ-VOUS QUE VOUS
DISPOSEZ D'UNE LISTE AGTUALISEE
DE CONTACTS D'URGENCE

RESPECTER UNE DISTANCIATION
SOCIALE DE 1 A 2 METRES A
TOUT MOMENT

GEREZ V0S PROPRES BAGAGES

AVEZ BONNE COMPREHENSION
DE LA GOVID-19

UTILISEZ TOUJOURS VOS VERRES
PERSONNELS

2@ 0w D

JOUEZ VOTRE ROLE DANS LA REDUCTION DE LA PROPAGATION DE COVID-19

it HUMANITARIAN

&) BOOKING HUB # x o % HUMANITARIANBOOKING.ORG
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Continuous Improvement based on partners' input @ eiiciiss ="

New service features for 2021

* Clearing house
« Automated inter and intra agency cashless payment method by connection to Agencies ERPs
« Monthly automated finance reconciliation of accommodation fees
 Avoidance for staff of carrying local currency cash
 Mitigation of fraud risks
« Manual errors avoidance
 Pilot started with WFP and UNHCR in Q2 2021
« Opportunities onboard other Agencies from Q3 2021

- Self-paced Training Opportunity
» E-learning videos available for all accommodation management
« Official certificate of completion issued for back-office utilization

- Global Accommodation Customer Satisfaction Survey
« Seamless data for WFP, UNHCR and IOM
« Opportunities for other Agencies to join the service to track client feedback and identify areas
of improvement
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UN comparable data to scale up best practices

Global Accommodation Data by Country and Agency

2018 - 2020 occupancy rate seasonality

ILLUSTRATIVE DATA 70%

Country Relevant KPIs 60%
50%
alit Satisfaction 9 M E g : ::
# Bed Occupancy % non Agency Quality Stact 40%

. Income .. NERGETG Index 30%
Guesthouses capacity rate visitors 20%
(out of 100) (out of 5) 0%
Agency 1 13 384 $259,112 31% 24% 83 4 0%
Q
Agency 2 8 69 $152,855  42% 21% 84 3.9 0@ & & @ :»‘*&\ @@0‘ Oove" &@Q‘ &@@‘
Agency 3 2 12 S 8,693 50% 46% 81 4.1 o« & SR
Agency4 1 15 S 6,490 15% 74% 77 3.8 =@e=2018 =@=2019 «==0-==2020

Visitors type Map of active gugéthouses

China

~

National . »”. '*

41%
Residents

73%

Brazil

Agency vs non-Agency Guests vs Residents Visitors (National vs Intl. staff)

1 uuc <L



Great potential for efficiency gains &) Lo

High-yields from automation, occupancy smart planner and assets optimization

Service automation reducing or eliminating numerous activities

1 Examples: online bookings with automatic client data retrieval, automatic booking confirmation
emails to users, digital occupancy planner, automated services KPIs and monthly reporting,
Time savings automated invoicing, quality standards monitoring, enhanced rooms’ utilization, etc.

2 Efficiencies for the UN system and reduction of overhead costs
Examples: optimization of accommodation assets by the establishment of UN common
Cost avoidance RS igloldE=S

3 Increased guesthouses’ occupancy rate and therefore income
Example: share any spare capacity with other UN Agencies gathering crucial service data for
OO N EETo)CIaVA future optimization

A Significantly improved customer experience
Streamlining of service management across locations, countries and UN Agencies
Increased transparency of service accountability

: QUElisy Streamlined customer satisfaction tracking and continuous improvement
Improvements
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Feedback from our users BRI

UNHCR

o
. Y \
{0
Wrey
. N\
Hafiz Haroon Ahmed =~
Guesthouse managers UNHCR

Kh a rt oum The UN Refugee Agency

“The Humanitarian Booking Hub is very effective in providing clear data about guesthouses’ revenues,
expenditures and occupancy rate, enabling senior managers to monitor operations and plan future
decisions”

KEY BENEFITS

« Automatic assessment of living conditions and informed planning through the Quality Checklist

« Quick review of financial performance of the whole accommodation network enabling budget plans
« Easy and user friendly booking tool for short-term and long-term visitors
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Feedback from our users B R AL

|IOM

@ Explore

@ HUMANITARIAN Digital W My Dver Hello Flavia, WP "‘L‘v’r’v"
ol Lt - s NIGERIA
% Home . b UN Accommodation X Fights > UN Drivers UN Clinics & staff Wellness UN Security About eedback
+

> Nigeria
sevesr (§) @ @) @
Ld®

IOM « OIM

Briston Barminas

Operations Assistant
Maiduguri

“Since 2019, the Humanitarian Booking Hub is effectively helping IOM Nigeria in managing accommodation
booking in 7 LGAs ( Bama, Banki, Damasak, Dikwa, Gwoza, Monguno, Ngala) and Maiduguri the capital city
of Borno State (Red Roof). With just 4 clicks we can now confirm bookings which makes our life easier and
has also improved transparency.”

KEY BENEFITS

v Effective Management of Accommodation Bookings
v' Detailed Occupancy Report

v Easier Invoicing

v' Improved Transparency
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UN Accommodation:
A natural enabler of BOS and CBO

Step 1 Step 2 Step 3

Digital transform Gather seamless Explore opportunities
internal delivery service data for collaboration

Innovate user Compare KPIs across Share seamless data

experience operations across Agencies
Streamline service Assess efficiency gains Share assets (common

management opportunities guesthouses)
Track customer Continuously improve Gain further efficiencies

satisfaction service delivery

Kick-off Opportunity analysis Planning framework

Implementation plan

Stock take Cost benefit analysis Sign off




=

Join the HBH as the largest UN Accommodation platform @ BUMANITARIAN

How to adopt our services and shape together UN Common Accommodation

Visit humanitarianbooking.org and download the Humanitarian & iopSiore
Booking Hub mobile APP now

HUMANITARIAN
BOOKING HUB # x.# #

= Woices

EN

Consult the Practice Notes (available also in French) s - :
« With services description, benefits and efficiency gains _ACCOMMODATION
'SERVICES

Practice Notes for the Development

Talk to local colleagues already using our services Coondoation O

Contact our team of experts in service roll out and change management:

global.accommodation@wfp.org

We are glad to organize dedicated OMTs, Agencies or single locations
demo
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mailto:global.accommodation@wfp.org

Efficiency Fund & Partner Collaboration
\) UNITED NATIONS
Q&A & FUTURE COLLABORATIONS yﬁ@ Sriglo
22 GROUP

Access the Practice Note for more info & guidance
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Upcoming Webinars

Disability Inclusion: Physical Accessibility
Tue, May 4th, 2021, 10:00 am-11:00 am NY Time (GMT-4)
Wed, May 5th, 2021, 06:00 am-07:00 am NY Time (GMT-4)

Digital Platform on UN Common Accommodation by WFP
Mon, May 10, 2021, 6:00 am-7:30 am NY Time (GMT -4)
Wed, May 12th, 2021, 10:00 am-07:30 am NY Time (GMT -4)

Common Medical & Clinic Booking
Tue, May 18th, 2021, 10:00 am-11:30 am NY Time (GMT-4)
Wed, May 26th, 2021, 06:00 am-07:30 am NY Time (GMT-4)

ICT & Digital Accessibility
Tue, June 1st, 2021, 10:00 am-11:00 am NY Time (GMT-4)
Wed, June 9th, 2021, 06:00 am-07:00 am NY Time (GMT-4)
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https://attendee.gotowebinar.com/register/1392679224786774287
https://attendee.gotowebinar.com/register/7944909807751063568
https://attendee.gotowebinar.com/register/3412355641181279248
https://attendee.gotowebinar.com/register/6340842189601292304
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Thank you for your participation UNITED NATIONS
L. _ \) SUSTAINABLE
Development Coordination Office DEVELOPMENT

Country Business Strategy , ¥ croup
dco.cbs@un.org




