
# Recommendation UNRWA Response

1 Support the education and health reform strategies in their aim to improve the quality, 
effectiveness, and efficiency of the programmes in all of UNRWA fields of operations and 
encourage UNRWA to deliver by the November 2011 sessions the relief and social services
reform, for the benefit and well-being of Palestine refugees

Health and Education reform strategies are endorsed and under implementation. The 
RSS draft reform strategy will be presented at the November 2011 AdCom.

2 Recognize that the reform strategies are the result of a joint effort of UNRWA at all levels, in 
particular within the three main programmes, and advise UNRWA to further harmonize the 
strategies by making the linkages more explicit in the UNRWA reform documents (for 
example by integrating approaches for improved health practices in schools, improving the links 
between health, education and social workers)

Given the many areas of potential collaboration in the reform areas, coordination and 
cooperation in design and implementation is ensured through senior management 
meetings, reform cluster groups, and specific retreats and workshops. Work has already 
begun on an Education and Health Strategy, looking at school health. With regard to 
TVET, the Education Reform seeks to address the needs of all students, including those 
most marginalised. The draft RSS strategy takes fully into account organizational 
development needs to ensure interdepartmental planning and coordination. 

3 Acknowledge UNRWA’s efforts made towards creating awareness and understanding of the 
planned reforms among stakeholders, and encourage UNRWA to develop a communication 
and change-management strategy to ensure buy-in, in particular of staff and refugee 
community

Programme reform strategies will be accompanied by specific communication plans for 
staff and beneficiaries. Education Reform advocacy has taken place over the last year 
most specifically through the direct engagement of a wide range of stakeholders in the 
development of the Reform Plan and the specific programme elements. There has been 
further Advocacy through the regular Newsletters and through a powerpoint 
presentation to be delivered within the Fields. The Director of Education has been 
directly involved in advocating for the Reform amongst education staff in all Fields. The 
Education Reform was officially launched on World Teachers Day on 5 October, in all 
five Fields. A DVD was recorded for the occasion with the CG providing an overview of 
the education reform. The family health team pilots have been prepared through retreats 
involving staff from HQ and Fields and through meetings with community 
representatives and camp committees. 

4 Commend the education and health reform strategies for setting out clear outputs and outcomes 
and encourage UNRWA to develop measurable targets and qualitative and quantitative 
impact indicators at all levels. A draft framework should be presented by the November 
2011 session. In relation to the Family Health Team Approach, UNRWA is advised to assess 
the impact of the pilot project and to report on the quality of time gains of staff and 
beneficiaries, returns on investments and cost containments

The Education Reform Implementation Plan launched on 5 October 2011 provides 
qualitative and quantitative indicators at all levels. A consultant is currently being hired 
to develop an M&E Framework to evaluate and monitor the implementation of the 
Education Reform Strategy at all levels (activity – output – outcome). Targets for the 
Family Health Team initiative have also been defined. Quality outcomes of the pilots will 
be measured against targets such as percentage of patients using the appointment 
system, patient consultation time, patient and staff satisfaction, and control rate of NCD 
(diabetes). However, it is too early to measure the impact of FHT pilots yet. 

5 Recommend that an outline of the appointment system is submitted as an annex of the 
health reform at the November 2011 session; this outline should articulate time and quality 
gains projected for staff and beneficiaries

UNRWA's Health Department has submitted an outline which has been incorporated 
into the Health Reform Plan. The document is available upon request. 

6 Encourage UNRWA to work towards a systematic inclusion of families as integral part of 
its efforts towards improving the quality of education (for example by further promoting the 
dialogue between teachers and parents/guardians on students’ progresses and by increasing 
family participation in school activities)

A major objective of the Education Reform strategy, which is reflected in key dimensions 
of the programme, is to ensure quality education by fully involving parents and local 
communities in the education of their children. 

7 Support the new teacher policy in its aim to professionalize and upgrade teaching and 
recommend that UNRWA develop a plan to retain staff that has gained higher 
qualifications through the reform

The Teacher Policy addresses the professionalisation of all education staff, with clear 
progression pathways and critiera. The reform seeks to empower and motivate 
education staff and thus should support their retention.
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8 Encourage UNRWA to explore ways within its reform plans, on how needy refugees in the five 
fields could be better reached (this may include future expansion of services, including 
infrastructure). UNRWA should carefully assess school accessibility, as the lack of access to 
education for certain groups of children living in remote areas remains an issue of concern

The Agency has taken note of the recommendation and will continue to seek ways to 
improve access to education . However, expanding provision substantially may prove 
challenging, given UNRWA's funding situation. The Education Reform therefore 
focuses on the inclusion of children with special needs or marginalised groups and 
seeks to ensure that the potential of all children is realised. 

9 Advise UNRWA to ensure that in the course of the implementation of the 2012-13 Field 
Implementation Plans, the reform strategies are taken into account and integrated, as they 
successively take shape and are ready to be implemented

Elements of the Education and Health reforms are reflected in the FIPs to the degree 
that envisaged reform activities are expected to take place in 2012-13 with planned 
achievements highly contingent upon financial support for the respective reform plans. 
The RSS reform plan has not been finalised yet.

10 Advise that the cost implication of implementing the reforms are taken into account and plans 
are developed to manage the sustainability of the recurrent costs generated by the 
reforms

This has been duly noted. Given the Agency's financial situation, it is of paramount 
importance to the Agency that the long-term financial impact of reforms are considered. 
This is underway as part of the reform development process, as well as during the 
Agency's project prioritization process.  

11 Support a strategic approach to external relations and communications and encourage UNRWA 
to deliver by the November 2011 session the resource mobilization strategy, along the lines 
presented to the Sub-Committee. Accordingly, UNRWA is encouraged to:

In the Resource Mobilization Strategy, shared with Advisory Commission members in 
late October 2011, the points raised under this recommendation have been taken into 
consideration.

11-a Engage AdCom members in a constructive dialogue, on how to secure long-term contributions 
from emerging private and public donors. The resulting plan should be a sub-section of the 
resource mobilization strategy and should clearly spell out targets and methodologies to 
support the joint-actions of traditional donors, hosts and UNRWA

UNRWA recruited a consultant to gather the necessary information for the new 
Resource Mobilization Strategy and to draft the text. The consultant met with various 
stakeholders, internal and external, including members of the AdCom, to discuss this 
aspect of UNRWA's fundraising, i.e. how to secure long-term contributions from 
emerging private and public donors, as well as others. A draft strategy document was 
shared with the Sub-Committee in October, allowing for comments and feedback from 
AdCom members.

11-b Strengthen internal skills in order to increase UNRWA’s visibility and further improve donor-
market intelligence and communications

See response to recommendation no. 11.

11-c Continue to expand and strengthen partnerships with NGOs, other UN Agencies, private 
sector and government entities with the objective of maximizing the value of UNRWA 
interventions in support of refugees in line with its mandate

See above.

12 Expect to receive the pending Sustaining Change documents scheduled for the November 
2011 session in due time, in order to allow for a substantive review at Sub-Committee level, 
including the OD-Evaluation report

Both the Relief and Social Services reform document and the Resource Mobilization 
Strategy were shared with the Sub-Committee prior to a face-to-face meeting held to 
discuss these issues on 2 November 2011. The OD-Evaluation report was shared well 
in advance of a video-conference discussion on 14 November 2011.
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13 Are seriously concerned about the severe financial shortfall UNRWA is currently facing and the 
negative ramifications of the reported chronic deficits faced in all of the budgets on services 
delivered to Palestine refugees. Within this context, the worthy efforts of UNRWA to create 
potential cost efficiencies are not likely to yield sizable savings. Nonetheless, donors strongly 
urge UNRWA to continue its pursuit towards ensuring sustainable, efficient, and relevant 
quality services to Palestine refugees across all fields of operations in order to reach its 
human development objectives

This has been duly noted and efforts such as the Relief and Social Services reform and 
further work in the sphere of Education and Health (see recommendations 1 to 12) also 
contribute to this goal. The activity-based costing exercise and other similar initiatives 
are part of an effort to reach this goal.

14 Encourage UNRWA to engage with AdCom members in a constructive dialogue on 
budgetary issues. As an iterative process, this initiative would lead, by the November 2011 
session, to a clearer and more comprehensive vision of UNRWA's budget, namely on how 
the different programmes are inter-related, the extent to which a number of long term activities 
are financed by short term funding, and the impact of projects' recurrent costs on the core budget

Budgetary matters were a particular focus of the work of the Sub-Committee in the 
period leading up to the November 2011 Advisory Commission meeting, with a face-to-
face meeting on 20 October devoted to questions brought forth by donors. Through this 
process UNRWA has ventured to offer Sub-Committee members a better insight into 
UNRWA’s funding portals, budgetary structures and decision-making processes. During 
Sub-Committee field visits to Lebanon, West Bank and Gaza UNRWA senior staff were 
also forthcoming with answers brought forward by members of the Sub-Committee. The 
Chair of the Sub-Committee is in the process of consolidating all information. The 
Director of Finance and other relevant staff have also dealt bi-laterally with questions 
from donors in this regard.

15 Starting with the 2012 budget, UNRWA is encouraged to look into progressively refocusing 
its emergency appeal programmes, in the fields concerned, towards targeted humanitarian 
interventions in order to ensure that core human development programmes are not dependent on 
parallel short-term support

#####################################################################

16 Encourage UNRWA to present the budget of the Field Implementation Plans that includes 
based on global needs and on the full range of goals detailed in the MTS. The budget should 
include an analysis that shows the negative impact of unfunded services and the level of 
cuts

UNRWA provided a high level estimate of the additional costs required for UNRWA to 
effect the goals of its MTS, at the June 2011 Adcom. UNRWA accepts that a more 
robust and holistic costing needs to be effected to cost its MTS, along with the ranking 
of services that would be provided. UNRWA plans to submit such a costing by the end 
of 2012.

17 Encourage UNRWA to share its methodology when determining the allocation of funds 
within and across fields

This methodology was a particular focus of the Sub-Committee meeting on 20 October 
and the process was discussed there in detail. See also update to recommendation no. 
14.  This discussions remains an ongoing process.

With regard to UNRWA’s Budget AdCom members:
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18 Commend UNRWA’s efforts in developing the 2012-2013 Field Implementation Plans and notes 
the improvements attained in this new cycle. AdCom members encourage UNRWA to finalize 
the process according to the work plan presented while continuing the dialogue with the 
Sub-Committee

Ongoing, will proceed with minimal delay. The Headquarters Implementation Plan (HIP) 
was shared in advance of the November 2011 AdCom.

19 Advise UNRWA to ensure stronger linkages between its different departments and fields 
by developing appropriate knowledge management mechanisms to systematically share 
lessons learned and replicate best practices. The mechanisms should also facilitate the 
sharing and integration of best practices with Host Countries

On project management the system has just been established, on monitoring we have a 
functioning system, and during the planning process all fields and headquarters 
departments, exchanged best practices on a weekly basis.  

20 Encourage UNRWA to communicate and direct requests to donors through a single 
channel, in order to ensure that Headquarters and Fields are strategically aligned around 
UNRWA’s corporate resource mobilization and communication priorities

Agreed. UNRWA is committed to having all resource mobilization coordinated by the 
Department of External Relations and Communications (ERCD).

21 Welcome the preparatory work of the Sub-Committee and encourage donors, host countries and 
UNRWA to further strengthen the Sub-Committee as the main forum for informal discussions in 
preparation of the AdCom, exchange of information and formulation of technical advice among all 
stakeholders

22 Strongly advise UNRWA to make documents to be examined available no later than 8 
working days prior to the scheduled Sub-Committee meeting. The documents, in English and 
Arabic, should be accompanied by an email containing a brief introduction of the documents 
circulated, as well as a clear explanation on the kind of input sought from the Sub-Committee

For the key discussion on the Relief and Social Services reform strategy and the 
Resource Mobilization Strategy, held at the Sub-Committee level on 2 November 
documents were shared on 26 and 27 October respectively. In these cases, relevant 
departments within UNRWA were working hard to ensure that the documents were of 
the utmost quality. UNRWA will continue to strive towards providing documents within 
suggested timelines.

23 Encourages the Sub-Committee to continue the discussion on a long-term poverty 
reduction strategy, in order to ensure that gains achieved through UNRWA’s human 
development programme approach are sustainable (see also recommendation 15)

The Relief and Social Services reform plan was discussed in some detail at the Sub-
Committee meeting in Amman on 2 November 2011, including methods on to how to 
best alleviate poverty.  

24 Encourage UNRWA to further strengthen links and communication between its 
representation in New York, Washington, Brussels, Geneva and AdCom members in the 
field and their respective capitals, in order to enhance synergies

The Agency continues to strengthen links with AdCom members in locations where it 
holds Representative Offices. For example, the UNRWA Representative Office in New 
York holds regular meetings of AdCom Member State representatives in New York, 
providing them with briefings on the Agency's work and the work of the AdCom. In 
Washington DC, the Agency's Representative Office also has held briefings with 
AdCom Member State representatives based there to brief them on the Agency's work 
in Washington DC. 

25 Recommend that UNRWA continue to promote donor support to the General Fund, if 
possible in multi-year commitments, to enable UNRWA to deliver services to Palestine 
refugees according to their needs

Agreed. This approach is confirmed in UNRWA's Resource Mobilization Strategy, for 
discussion at the November 2011 AdCom. The Agency has already had some success 
in this regard in 2011 and will continue to pursue this in the coming period.

26 Recommend that a follow-up on past recommendations be inserted as a fixed agenda item 
in future AdCom sessions

Noted. 

27 Welcome the opportunity to have considered UNRWA’s 2010 Commissioner-General Annual 
Report, as well as the Letter of the Chairman of the AdCom

With regard to the specific issues AdCom members:
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