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Mr. Chairman,  

 

Distinguished delegates, 

 

The report of the Secretary-General on the global service delivery model for 

the United Nations Secretariat, A/72/801 and A/72/801/Add.1/Rev.1, has been 

submitted pursuant to General Assembly resolution 71/272.   

 

The global service delivery model proposes to consolidate administrative 

functions that are location-independent within a small number of Global Shared 

Service Centres.  This is a natural progression after Umoja standardized and 

automated business processes, and the proposed global service delivery model will 

consolidate fragmented administrative structures within and across duty stations 

with the goal of improving service delivery across the global Secretariat.   

 



This will enable services to be delivered with greater consistency and 

scalability, provide economies of scale, and reduce the Organization’s footprint in 

higher-cost and higher-risk duty stations. The United Nations Secretariat can 

become nimbler and work more efficiently and effectively to better support both its 

normative and operational activities. 

 

The global service delivery model will support the Organization in realizing 

the full capacity of enterprise systems to free up programme managers from 

administrative tasks and enable them to deliver on their mandates with greater 

focus on strategic priorities, by providing high quality, timely and cost-effective 

administrative support services to all clients.   

 

The global service delivery model is a key enabler of the Secretary 

General’s reform agenda and is fully aligned with the redesigned organizational 

architecture and operating framework envisaged by the Secretary-General’s 

proposed management reform.  The Department of Management (DM) and 

Department of Field Support (DFS) have worked closely together, and with 

departments and offices from across the Secretariat, on the development of the 

global service delivery model.   

 

The development of the global service delivery model has benefitted greatly 

from the direction set by the General Assembly, the observations and 

recommendations of the Advisory Committee, the recommendations of oversight 

bodies on business transformation initiatives, and, in particular, the experience and 

lessons learned from the implementation and use of shared services within the 

Secretariat and the United Nations system, and benchmarks from similar initiatives 

in both the public and private sectors. 



 

In selecting the number and distribution of future shared service centre 

locations, various configurations and scenarios were considered, both in the 

context of the services being proposed for consolidation in 2019 and the potential 

for expansion in the future.   

 

Subject to the decisions of the General Assembly, the global service delivery 

model is planned to begin operations in 2019.  The Global Shared Service Centres 

will be implemented using a phased approach, with a clear transition plan and roll-

out sequence to minimize disruption and help to mitigate any operational risks of 

moving to the shared services centres.   

 

Mr. Chairman, 

 

A continuation of the status quo where fragmented service delivery across 

offices and departments blurs accountabilities, produces inconsistent service 

delivery and inefficiencies, along with a less than optimal client experience is not 

sustainable if we are to make this organization fit for purpose.   

 

Thank you, Mr. Chairman.  

 

 

 


