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Summary

The present report has been prepared in conforwiity the decision of the Executive
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Reports relating to programme and administrativeergight and evaluation
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Introduction

1. The Inspector General’s Office (IGO) within t©dfice of the United Nations High
Commissioner for Refugees currently has three ftoretions: inspections of the quality of
management of UNHCR operations; investigations Idégations of misconduct by
UNHCR personnel; andd hoc inquiries into violent attacks on UNHCR personaed
operations, as well as into other incidents causiajor losses or damage to UNHCR's
integrity, credibility or assets.

2. This report outlines activities undertaken by 80 between July 2010 and the end
of June 2011.

Management

3. The current Inspector General has been nomirtatetie Secretary-General as his
Deputy Special Representative in Cote d’lvoire, arldtake up his new functions on 16
July 2011. The High Commissioner will shortly aonoe the appointment of a new
Inspector General.

4. On 1 June 2011, the new Heads of the IGO’s ligegton and Inspection Services
took up their respective functions.

Recent developments

5. Bilateral cooperation between UNHCR’s variouersight entities: the IGO, the
Policy Development and Evaluation Service (PDES) te Office of the Controller, as
well as enhanced cooperation with United Natiorstesy-wide entities, such as the Office
of Internal Oversight Services (OlOS) and the Jbispection Unit (JIU), have progressed
in the past year. The IGO is close to completirgithplementation of all recommendations
of the November 2008 report of the Independent PRegiew of the IGO by the Anti-
Fraud Office (OLAF) of the European Union, and ¢muns to put into practice the related
IGO Road Map. New structures, policies and toslgh as the creation of an Intake Unit
within the Investigation Service; investigation wfongdoing by third parties; and the
introduction ofl-Sght, a new case-management software, are making the afidhe IGO
more efficient and responsive, including with rebr complaints from persons of concern
to UNHCR and queries from Executive Committee Menthtates and other partners. The
establishment of a Compliance Monitoring Unit willesult in more effective
implementation of recommendations, not just frospections, but also from Management
Implications Reports. The IGO has finalized itsmmounications strategy, covering
communications both within the IGO and with indiwéds and entities outside the 1GO,
whether within UNHCR or with external interlocutaspersons of concern.

Inspections

Inspections missions and reports

6. The early finalization of the 2011 inspectionhedule, prepared using the
strengthened risk-based approach adopted in 20ib@ved for inspection missions to be
scheduled throughout the year, starting in January.
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A.

7. Since its report to the 61st session of the &ex Committee, the IGO has
conducted a total of 10 standard inspections. @fnthese was of a Headquarters unit,
namely the Infrastructure and TelecommunicationsteSys User Services Section of the
Division of Information Systems and Telecommunigas (DIST). Nine were to the
following field locations (in sequential order): dentina and Chile; South Africa and
selected countries covered by Regional Office Piet{part 2 - as completion of this
inspection was delayed owing to flight disrupticglated to volcanic activity in April
2010); Belgium and selected countries covered byRbgional Representation for Western
Europe; Burundi; Cambodia and Viet Nam; Costa Risegel; Turkey; and Uganda. In
addition, twoad hoc inspections were carried out: one to look into régmb management
concerns in an operation in Africa and the othelrag. Given the current situation in the
country and the prevailing security and operatiamalstraints, the latter required specific
terms of reference.

8. The Inspection Review Board (IRB) mechanism watended and expanded in

2011 to comprise 11 members. The advice of IRB nemhas continued to improve the
quality of inspection reports, which are availabde Executive Committee members on
UNHCR'’s public web site. However, some initial tbages, such as the need to improve
the consistency of the IRB activity throughout tingpection process and coordination
between the team leader/mission coordinator andIRi members, still need to be

addressed.

Inspection: new methodology and approaches

9. A review of lessons learned from inspections2Bl0 was undertaken, which
resulting in an action plan to adjust the “Condattinspections” methodology in 2011,
including further revisions to the Inspection Haadk.

10. A Basic Inspection Training Workshop was hedd Headquarters-based middle
managers with backgrounds in protection, prograrant human resources/administration
with a view to further expanding the roster of i@ non-IGO participants in inspection
missions. A Basic Inspection Distance LearninggPamme is currently being developed
in close collaboration with the Global Learning @er(GLC) in Budapest.

11. Five good practices papers - one for each menti- have been developed and
included in learning programmes developed by th&€Ghus increasing significantly the
dissemination of these documents.

12.  Arrevised inspection database, including dfioation feature to track the inspection
report-producing process, has been developed atetitevith technical support from DIST.

13. A concept note on the use ad hoc inspections has been prepared to provide
clarification on this oversight function and to ere that it remains an effective and
credible tool within the oversight structure of féfice which has evolved over the years.

Investigations

Caseload and reporting

14.  During the reporting period, the IGO registegetbtal of 1,261 complaints, which
represented a 54 per cent increase in the numbstared the previous year. Some 90 per
cent of complaints are now lodged through electranéans, and complaints generated by
web (Facebook) campaigns are beginning to be redeiv
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15. An analysis of registered complaints shows thBMHCR has developed a
mechanism that is accessible to persons of conedbejt primarily to those who are
literate in one of the United Nations languages &aste access to electronic media.
Eighty-two per cent of complaints were lodged byspes of concern, and 70 per cent of
all complaints related to protection and/or aseistamatters, in particular to refugee status
determination (25 per cent of all complaints) aetiement (20 per cent of all complaints).
These complaints are dealt with in coordinatiorhwitlevant Bureaux and the Field, and
are handled sensitively so that each case is treatth dignity and decency. A few
complaints had to do with emergency situationshsag potentiatefoulement, and were
dealt with expeditiously by the Bureaux.

16. Fifteen per cent (187) of all complaints allégaff or third party misconduct, and
thus fell squarely within the ambit of the 1GO. diaof these complaints was reviewed
carefully and a decision made as to whether thegations were of a serious and
substantiated nature. In the reporting periodse¢hassessments led to the opening of
57 new investigations. This is 42 per cent less tin the previous reporting period. There
were several reasons for this decrease, notablyme mareful selection of cases to be
opened, as well as the current capacity of the dtnyation Service to handle limited
numbers of investigations. Priority was given &ses that directly affected beneficiaries
and those that involved serious fraud. The IGO held substantial discussions with the
Division of Human Resources Management (DHRM), Btaff Welfare Section, the
Ombudsperson and the Ethics Office to determine best allegations of harassment,
abuse of authority and other negative workplaceabielur can be resolved. Experience has
shown, not just in UNHCR but also in other sistgercies, that using investigation
methodology alone may not be the best way of dgalitth such cases which often involve
two individual and conflicting testimonies.

17.  Atypology of the nature of the 57 investigatases opened in the reporting period
is illustrated in the chart below:

Typology of cases registered between July 2010 and June 2011

30%

B Misuse Assets/ Abuse Privileges & Immunities

25%

O Refugee Status Determination/Resettlement
fraud

O Other fraud/ embezzlement

20% O Harassment/ Abuse of Authority/
Discrimination

B Sexual Harassment

15% B Threats/ Theft/ Assault /Non-compliance Local
Laws

O Sexual Exploitation

B Others

10%

O Breach of confidentiality

B Gross negligence
5% 1

B Retaliation

0% -

18. A total of 49 investigations were completed.chhis consistent with the previous
reporting period. Five investigations resultedaimpreliminary investigation report being
transmitted to the Director of DHRM for appropriatgction. The remaining

44 investigations resulted in a closure reportthes allegation of staff misconduct was
either unfounded or could not be sufficiently sabsiated. To date, there are
116 investigations pending: 43 cases from 2009r&@8 2010 and 21 from 2011.
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B.

Third party investigations

19. As recommended in the 2008 OLAF report, the &S been examining methods
for working with implementing partners to investigallegations of wrongdoing by third
parties. As UNHCR worked with some 538 implemantipartners in 2010, both
international and national, involving expendituré aver US$ 676 million, certain
parameters have to be set to contain the numbetyaedof investigations mounted. The
IGO has therefore recommended that, until sufficepacity is built up, its investigations
be limited to allegations involving major financiaks, criminal misconduct, and/or those
that could seriously undermine UNHCR’s reputationgluding sexual exploitation and
abuse. Joint missions, conducted with implementpaytners who have relevant
investigation expertise, will serve to use existingestigation capacity and further build
capacity, as well as to improve communication arfidrimation sharing with these partners.

Introduction of I-Sight

20. The computerized case management datab8sght, went live in May 2011, and is
scheduled to be fully operational by the end oy 2@11. I-Sght has already facilitated the
registration of complaints lodged with the 1GO drab proved its worth in the tracking of
the progress of complaints and in facilitating &malysis of complaints.

Establishment of an Intake Unit

21. Preparations are under way to establish an Intakie i) 2012. Preparatory tasks
include the introduction and refining of theSght case management database and the
determination of procedures for handling complanegistered, including appropriate and
effective referral of those complaints that liesidé IGO competence. The Intake Unit will
not only screen and register all incoming comptaibut will also do a preliminary
assessment of complaints that are associated vistonduct.

Investigation training

22.  The relaunching of the Investigation LearnimggPamme (ILP) in 2010, funded by
the Canadian Consultancy Management Initiative, wasigned to build a roster of
UNHCR staff members around the world to assistI@® in investigating alleged staff
misconduct. The ILP used a three-phase approanhindependent study module; a three-
day workshop (one in Geneva and one in Nairobi; @mtinuous learning to enhance the
knowledge and skills of the 46 participants chasem over 300 applicants.

23.  Two senior investigation officers took parttie inaugural training course offered
by the Anti-Fraud Academy in Vienna, Austria.

Missions

24. Considerable resources were dedicated to o Ipriority, high profile,
investigation case, on sexual exploitation and ebuswo staff members worked on the
case for six months, and four missions were unkient@o the country concerned, plus two
missions to resettlement countries where witnebsglsbeen resettled. The investigation
team included experts on sexual and gender-basddnee, community services and
resettlement, as well as an external witness-ptioteexpert who helped the mission
develop an innovative approach to protect witnedseisig and after the investigation.
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25. Two investigation missions were undertakenha first half of 2011. For both
missions, a senior investigation officer was summbby UNHCR staff trained through the
ILP. One mission focused on resettlement fraud thedother investigated a number of
cases involving allegations of refugee status datetion (RSD) and resettlement fraud,
and sexual exploitation/abuse of refugees.

Ad hoc inquiries

26.  The Inspector General’s report on #dehoc inquiry carried out in August 2010 into

possible financial mismanagement in a Country Repration was submitted to the High
Commissioner in September 2010. Recommendatioriaipi@g to the appointment and
training of senior staff, as well as to increasepp®rt from Headquarters to field offices on
a specific administrative management issue, weradtated in this report.

Compliance

27. In early 2011, the IGO established an inteMahitoring and Compliance Unit to
build upon the existing risk-based mechanism anfbltow up on recommendations from
standard anchd hoc inspection reports, management implications reparidad hoc
inquiries. This initiative is expected to ensurealer engagement by inspected offices and
headquarters units, as well as by senior manageeseby increasing the impact of
inspection recommendations on the effective defiedtUNHCR operations.

28.  During the reporting period, the Inspector Gahked a compliance mission to the
Representation in Ethiopia as a follow-up to tlendard inspection, which was conducted
in May 2008. The mission found that the officeamagement of protection and assistance
activities for the benefit of persons of concerd raproved since the standard inspection,
that its relations with the Government of Ethiopiare good and strategic, and that the
donor community remained supportive of UNHCR.




