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Summary 

The Office of Audit and Investigations (the Office) is an independent entity that ensures accountability, compliance, 

and effective risk management across UNDP global operations. With a presence in five regional offices and UNDP 

headquarters, the Office conducts audits and investigations, and is able to respond to issues in the 170 countries and 

territories in which UNDP operates. The Office’s internal audit section adheres to the Institute of Internal Auditors’ 

Global Internal Audit Standards, which ensure it maintains its independence and delivers high-quality services.  

This 2025 annual report of the Office highlights audit and investigation findings, performance, budget, and staffing 

from 1 January 2025 to 31 December 2025.  

The overall opinion of the Office on UNDP governance, risk management and controls was satisfactory, with some 

improvement needed. The Office issued 99 audit reports, and identified issues relating to project management, 

procurement, governance, and financial management. The Office opened 457 new investigations, the highest ever, 

and closed 462 cases, with a significant number of the new cases related to workplace conduct and fraud allegations. 

The management response to this report is presented separately, as requested in decision 2006/13.  

Elements of a decision 

The Executive Board may wish to: (a) take note of the present report and the accompanying annexes; and 

(b) express its continuing support for UNDP internal audit and investigation functions.  
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I. Introduction 

1. The Office of Audit and Investigations (the Office) is UNDP’s independent oversight function, 

providing audit and investigations services that support accountability, integrity, and effective 

governance across the organization’s global operations. Through its activities, the Office contributes to 

strengthening risk management, internal controls, and ethical conduct, thereby supporting UNDP in 

delivering development results. 

2. The Office safeguards the resources entrusted to UNDP by donors and partners by providing 

assurance through internal audits and by addressing allegations of misconduct through independent 

investigations, while promoting efficiency, effectiveness, integrity, and transparency across the 

organization. Together, these functions provide senior management and the Executive Board with 

objective, risk‑informed assessments of control environments, integrity risks, and systemic issues that 

may affect organizational performance. 

3. The Office maintains a global presence, with staff located at UNDP headquarters in New York and 

in five regional offices, enabling timely and context-specific oversight across more than 170 countries 

and territories. This decentralized model enhances the Office’s ability to respond to both planned and 

emerging risks. 

4. The Office delivers its mandate through two core, risk‑informed functions: internal audit and 

investigations. Audit work is planned and executed through an annual work programme that prioritizes 

areas of higher risk and strategic significance to UNDP. In parallel, the Investigations Section manages 

allegations of misconduct through established intake, assessment, and referral mechanisms that ensure 

timely and appropriate action. Together, these functions enable the Office to deploy resources flexibly in 

response to emerging issues, key risks, significant incidents, and allegations of wrongdoing. 

5. The Office conducts its audit activities in accordance with the Institute of Internal Auditors’ Global 

Internal Audit Standards, which emphasize independence, objectivity, professional competence, and 

quality. Its investigative work is guided by recognized international best practices for administrative 

investigations, ensuring fairness, consistency, and integrity in the handling of allegations. As UNDP 

operates in an increasingly complex and constrained environment, shaped by evolving delivery models, 

expectations of the Executive Board, initiatives under UN80, and anticipated reductions in funding, the 

Office remains committed to adapting its approach, priorities, and methodologies across both audit and 

investigations to ensure continued relevance, effectiveness, and value‑added oversight. 

6. This annual report summarizes the activities undertaken by the Office in 2025 and presents an 

overall opinion on the adequacy and effectiveness of UNDP’s governance, risk management, and control 

processes, in accordance with Executive Board decisions 2015/13, 2016/13, and 2018/13. 

II. Office mandate 

7. The Office provides UNDP with an independent, objective internal oversight system to improve its 

operations’ effectiveness and efficiency in achieving its development goals. The charter approved by the 

UNDP Administrator defines the purpose, authority, and responsibility of the Office (see annex III).  

8. The Office confirms its organizational independence in accordance with the Institute of Internal 

Auditors’ Global Internal Audit Standards. The Office further confirms that, in 2025, it was free from any 

interference in performing its work and communicating its results.  

9. All audit staff of the Office completed the 2025 statement of ethics and professionalism, certifying 

their adherence to the Institute of Internal Auditors and UNDP code of ethics and core principles. 

10. The Office has an effective quality assurance and improvement programme that covers both internal 

audit and investigation functions, as validated by external quality assurance reviews conducted 

periodically on both the internal audit and investigations sections.  

11. In 2025, the Office continued to benefit from ongoing engagement with UNDP senior management. 

The Director, together with the heads of the other independent offices, is a member of the Organizational 

Performance Group, providing a forum to discuss key strategic matters, long-outstanding 
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recommendations, and other significant issues with potential risk to UNDP. The Office held monthly 

meetings with the Associate Administrator, and the Assistant Administrator and Director of the Bureau 

for Management Services, to share audit and investigations results and discuss emerging issues affecting 

its work and the organization. It also maintained regular engagement with the Administrator and regional 

bureaux to address audit and investigation matters and to coordinate, as needed, with other independent 

entities across UNDP. 

12. During the course of 2025, the Office reported to the Audit and Evaluation Advisory Committee in 

April, July, and November. The committee is composed of external, independent subject matter experts 

who provide scrutiny and oversight of the Office’s work. The committee prepares its own annual report 

that is shared with the Executive Board, in accordance with decision 2008/37 of 19 September 2008.  

III. Office strategy, budget and staffing 

Strategy 

13. The Office has a strategic plan for the period 2026-2029 to support the management team and 

stakeholders to deliver UNDP’s strategic objectives. The strategy is built around three pillars: people, 

value, and efficiency. The strategy aims to ensure the following: that the Office is a great place to work, 

and attracts and develops talented staff with a diverse range of skills; that it is risk-based and focused on 

the issues that have the greatest impact on UNDP, providing both reactive and proactive audit, advisory 

and investigation services; and that the Office extracts maximum value from the resources assigned to it, 

including by geographic placement of staff and through innovation and harnessing of emergent 

technologies. 

14. The strategy helps ensure that the Office is prepared to meet the serious risks and challenges 

anticipated across the period 2026-2029. These challenges include the impact of office budget cuts and 

staff relocations, an ever-increasing investigation caseload, and the effects of UN80 and a potential 

institutional merger between UNDP and UNOPS. These are significant risks and are likely – at various 

points through to 2029 – to impact either the breadth, speed, or quantity of the Office’s audit and 

investigations services. Successive annual reports will track these risks. 

Budget 

15. In 2025, the Office had an approved budget of $24.14 million funded from institutional budget 

resources (see table 1).  

16. The Office received an additional $1.36 million for the audit and investigation of UNDP activities 

funded by Global Fund grants. The allocation was fully utilized in 2025 and covered staff and operating 

costs for three audit specialist positions and one investigation adviser, based in Dakar, Istanbul, Pretoria, 

and New York, respectively. 

17. In 2025, the Office underspent its allocated budget by $2.18 million. From its approved budget of 

$24.14 million, the Office spent $21.96 million. These savings were generated by staff vacancies and 

internal structural realignments.  
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Table 1. Budget vs. actual expenditures 2025, excluding the Global Fund 
 

Category  Approved budget 

(in USD millions) 

Actual 

expenditures (in 

USD millions) 

Audit 11.80 10.66 

Investigations  10.36 9.39 

Management and support  1.98 1.91 

Total 24.14 21.96 

                           Data source: UNDP data 

 

Staffing and recruitment 

18. As of 31 December 2025, the Office had 95 approved posts. Nine posts remained vacant and the 

recruitment processes were underway for three of those nine vacancies. Six positions remain on hold 

pending the outcome of workforce optimization and relocation analyses.  

19. The Office had a higher-than-targeted vacancy rate. In 2025, the average vacancy rate1 was 9.4 per 

cent (against a target of 7 per cent). This was primarily due to the Office’s strategic decision to keep 

certain posts vacant in support of possible restructuring plans, potential relocation, and anticipated budget 

constraints for the 2027–2029 period. To offset the impact of staff vacancies, the Office increased the 

number of international personnel services agreement contract holders. 

20. Staff recruitments took about nine months, which is three months longer than the six-month target. 

Similar to the vacancy rate, the length of time to fill posts was largely due to the strategic decision to keep 

posts vacant. 

21. During 2025, the Office completed a total of 10 recruitments. These consisted of eight new staff 

members and two promotions. Among the eight new staff, five were male, and three were female. Of the 

two staff members promoted, both were female. 

Table 2. Staff recruited in 2025, by gender 

 

Gender New Staff Promotion Lateral move Total Per cent 

Female 3 2 0 5 50% 

Male 5 0 0 5 50% 

Total 8 2 0 10 100% 
            Data source: Office staff data 

 

Table 3. Gender distribution of all occupied posts 
 

Gender Number Percentage 

Female 39 45.3% 

Male 47 54.7% 

Total 86 100% 

            Data source: Office staff data 

 

 
1 The vacancy rate is measured by the average vacancy duration of all vacant posts (starting from the month a post becomes vacant until 

it is filled). 
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IV. Audit: Opinion and statement of conformance  

Audit opinion 

22. The Office independently assesses the adequacy and effectiveness of UNDP systems and processes 

according to the UNDP Programme and Operations Policies and Procedures, the UNDP risk appetite 

statement, and any other applicable policies or best practices. The Office develops its annual audit 

programme, and the scope of individual audit assignments on a risk basis.  

Overall opinion 

23. Based on the scope of work undertaken in 2025, the Office’s opinion is that the adequacy and 

effectiveness of the governance, risk management, and controls in the reports issued in 2025 were, in 

aggregate, satisfactory, with some improvement needed. This means that UNDP governance, risk 

management, and controls were generally established and functioning, but needed some improvement. 

Issues identified are important for management to address, but do not significantly affect the achievement 

of UNDP objectives. 

Basis of opinion 

24. The opinion is based on the following: 

(a) Results of audits undertaken in 2025 in accordance with the approved annual work plan. 

These include country office audits, corporate audits, Global Fund audits, directly 

implemented modality project audits, and advisory services. 

(b) Results of the review of UNDP project audit reports executed by non-governmental 

organizations and/or national governments. 

(c) The implementation rate for the Office’s audit recommendations. 
 

Statement of conformance with Global Internal Audit Standards 

25. The Office conducts its audit work in accordance with the Institute of Internal Auditors’ Global 

Internal Audit Standards. 

26. The Office has a dedicated policy and quality assurance team that maintains an internal quality 

assurance and improvement programme that covers all aspects of the internal audit function. The Office’s 

quality assurance and improvement programme also includes two types of assessments: (a) external 

assessments, and (b) internal assessments.  

Disclosure of audit results statement 

27. In accordance with Executive Board decision 2012/10, internal audit reports issued in 2025 were 

published thirty days after issuance. They are available on the Office’s audit disclosure website 

(https://audit-public-disclosure.undp.org).  

V. Audit: Summary of audit results and recommendations 

Overview of strategic and systemic audit observations and trends 

28. UNDP manages portfolios of projects, partnerships, and public resources in diverse operating 

environments. It is therefore expected that audit observations would relate to the core systems that enable 

effective programme delivery, fiduciary assurance, and organizational governance. 

Audit recommendation implementation rate 

29. The implementation rate measures the proportion of audit recommendations that UNDP 

management has fully implemented following an audit, and serves as an indicator of how effectively 

management responds to identified risks and weaknesses. Based on this measure, UNDP management 

has demonstrated a strong commitment to acting on the Office’s audit recommendations, and doing so in 

a timely manner. Effective implementation of these recommendations is critical to translating audit 

https://audit-public-disclosure.undp.org/
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findings into tangible improvements, strengthening controls, reducing risk exposure, and reinforcing 

accountability across the organization. 

30. The implementation rate is calculated by dividing the number of implemented recommendations by 

the total number of recommendations made. The implementation rate of internal audit recommendations 

covering all reports issued by the Office was 80.9 per cent as of 31 December 2025. This is slightly lower 

compared to 85.9 per cent as of 31 December 2024, owing to a greater number of reports issued in the 

fourth quarter (closer to the cut-off date) of 2025 compared to 2024.  

Ageing status of recommendations 

31. The ageing status of recommendations shows how long audit recommendations have been 

outstanding and not yet fully implemented. The ageing status of recommendations as of 31 December 

2025 is shown in table 4.2 

32. One audit recommendation had not been fully implemented for more than 18 months as of 31 

December 20253 (see details in annex II). The recommendation pertained to a corporate audit4 and was 

related to risk treatment not being applied consistently.5 The recommendation was subsequently closed 

in January 2026. The majority of outstanding recommendations are relatively recent, which is consistent 

with normal implementation timelines. Recommendations in the 8–12-month range are being monitored 

closely, as timely implementation is essential to ensuring that audit recommendations translate into 

meaningful improvements and deliver the intended value of the Office’s work. 

Table 4. Ageing status of audit recommendations as of 31 December 2025 
 

Total outstanding audit 

recommendations 

< 12 months 12−18 months >18 months 

189 155 33 1 

   Data source: Office audit reports  

 

Country office audits 

33. Country Office audits issued in 2025 show a thematic profile consistent with 2024. The majority of 

audit observations in 2025 fell within four recurring risk areas: (1) project and programme oversight; (2) 

procurement; (3) governance; and (4) administrative services. As in the previous year, most audit 

observations related to project and programme management, underscoring the centrality of programme 

delivery risks within UNDP’s decentralized operating model. 

▪ In 2024 and 2025, we identified risks and issues in monitoring frameworks, risk logs, results 

frameworks, project sustainability planning, and the timeliness and quality of project 

closure.6 These observations frequently reflected uneven application of corporate project 

quality assurance processes, limited monitoring, and inconsistent use of Quantum-based 

risk and results tools. By spotlighting these issues, and following up on recommendations, 

the Office ensures that they are corrected.  

▪ Governance-related observations in 2024 and 2025 included cases of weaknesses in 

financial planning and organizational alignment. The root cause of these issues was often 

linked to capacity constraints and fragmented oversight. Operational observations continued 

to highlight procurement and travel management issues. 

 

34. The Office issued 118 audit recommendations in its portfolio of Country Office audits, a similar 

amount as issued in 2024 (120 recommendations). Details are presented in figures I (a) and I (b) below, 

 
2 In 2025, the Office withdrew 15 recommendations from audit reports issued in 2024 (13) and 2025 (2). 
3 Compared to two long-outstanding audit recommendations as of 31 December 2024. 
4 Report No. 2645 (Compliance with ISO27001 – Information Security) was resolved before the preparation of this report (in January 

2026).   
5 Recommendation No. 1 of Report No. 2645 (Compliance with ISO 27001- Information Security). 
6 Country office audit recurring observations are in annex IV. 
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and annex IV. These recurrent audit observations informed the preparation of the Office’s 2026 annual 

work plan. 

Figure I (a). Audit recommendations identified in country office audits for 2025, by audit area 
 

 
Data source: Office audit reports issued in 2025   

 

 

Figure I (b). Audit recommendations identified in country office audits for 2024, by audit area  

 

 
Data source: Office audit reports issued in 2024  

 
 

 -  5  10  15  20  25  30  35  40  45  50

 Programme management - 48 (41%)

 Procurement - 24 (20%)

 Governance - 18 (15%)

 Administrative services - 15 (13%)

 Finance - 10 (8%)

 Human resources - 3 (3%)

2025

 -  5  10  15  20  25  30  35  40  45  50

Programme management - 48 (40%)

Procurement - 19 (16%)

Governance - 25 (21%)

Administrative services - 7 (6%)

Finance - 17 (14%)

Human resources - 4 (3%)

2024
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Corporate audits 

35. The Office issued 11 corporate audit reports in 2025. These audits are shown in table 5 below. Taken 

together, the 11 corporate audits issued in 2025 provided assurance over UNDP’s highest risk, 

systemwide enablers of programme delivery, fiduciary integrity, and institutional accountability, rather 

than isolated operational activities. 

Table 5: Corporate audits 
 

No.  Audit title 

1 Cybersecurity Management in UNDP 

2 Global Shared Services Centre (GSSC) - Human Resources - Recruitment 

3 Global Thematic Audit - Social and Environmental Standards 

4 Global Thematic Audit - GF-UNDP Partnership 

5 UNDP's Financial Disclosure Information System 

6 Audit of UNDP Office of Procurement Functions 

7 UNDP Regional Bureau for Africa 

8 Report on the Audits of UNDP Projects Implemented by NGO/NIM 2023 

9 Review of NGO/NIM Audit Reports of GEF Projects for FY2023 

10 Data Privacy Audit 

11 UNDP Uganda's Building Resilient Communities, Wetland Ecosystems - 00105972 

Data source: Office audit reports issued in 2025 

 

36. Like the country office audits, the number of recommendations in 2025 matched the number of 

recommendations issued in 2024, underscoring the significance and complexity of the issues identified 

and their relevance for senior management oversight. 

37. Specifically, the 11 corporate audits in 2025 resulted in 50 recommendations, while in the prior year, 

the Office issued 16 corporate audit reports that resulted in 50 recommendations.  

Global Fund audits 

38. The Office issued eight Global Fund audit reports in 2025—seven country office audits and one 

consolidated report—covering the management of Global Fund grants in seven country offices across 

Africa, Latin America and the Caribbean, Asia, and Europe and the Commonwealth of Independent 

States. All audits related to grants for which UNDP served as principal recipient, making effective 

oversight critical to safeguarding donor funds, ensuring continuity of health services, and protecting 

UNDP’s fiduciary and reputational standing. 

39. The seven audit reports contained 28 recommendations. Audit recommendations in procurement 

and programme management were higher than in 2024, highlighting continued exposure in areas 

fundamental to grant delivery. Procurement and supply management issues clustered around weak or 

fragmented inventory tracking, warehouse conditions, and medical supply distribution planning, while 

programme management observations focused on weak monitoring and sub-recipient reporting and 

management.  
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Figure II (a). Distribution of Global Fund audit recommendations in 2025 internal audit reports 

 
              Data source: Office audit reports issued in 2025  

 

               Figure II (b). Distribution and prioritization of Global Fund audit recommendations in 2024 internal audit   

reports 
 

 
                 Data source: Office audit reports issued in 2024 
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Governance - 1 (4%)

2025
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Procurement - 10 (47%)

Programme management - 5 (24%)

Financial resources - 1 (5%)

Sub-Recipient management - 5 (24%)
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Directly implemented modality project audits 

40. In 2025, the Office issued 50 audit reports on directly implemented projects, covering audited 

expenditures of $626.1 million for fiscal year 2024, compared with 55 audit reports covering $488 million 

in fiscal year 2023. Of the audits issued, 48 related to projects implemented by 26 UNDP country offices, 

one to the United Nations Capital Development Fund (UNCDF), and one to a consolidated audit of 

UNDP-implemented projects. Two audits were pending issuance as of 31 December 2025. Although 

fewer audits were issued, the higher audited expenditure reflects a more risk-focused concentration on 

larger-value projects, increasing the assurance provided over UNDP’s financial exposure. Audits of 

directly implemented projects are outsourced to external audit firms and are subject to supervision and 

quality review by the Office prior to issuance. 

41. In 2025, the audits of directly implemented projects contained a total of 33 audit recommendations, 

consistent with the number of recommendations in 2024 (see figures III (a) and III (b)). The 

recommendations related to financial management, programme and project oversight, procurement—

particularly contract management—and governance arrangements for monitoring project funding.  

Figure III (a). Audit recommendations identified in 2025 directly implemented project audits, by 

audit area 
 

 
Data source: Office audit reports issued in 2025 
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Figure III (b). Audit recommendations identified in 2024 directly implemented project audits, by 

audit area 
 

 
Data source: Office audit reports issued in 2024 

 

Audits of projects executed by non-governmental organizations and/or national governments 

42. Independent audits of projects executed by non-governmental organizations and national 

governments are a key accountability mechanism for UNDP, providing assurance over the use of 

resources, the reliability of financial reporting, and the effectiveness of basic controls at the project level. 

The results of these audits offer insight into compliance and help ensure that systemic issues are being 

addressed over time. 

43. In 2025, UNDP country offices and UNCDF engaged supreme audit institutions or audit firms to 

audit nationally implemented projects for fiscal year 2024, covering audited expenditures of $398.2 

million. As of 31 December 2025, the Office received 261 of 265 audit reports from 57 offices, reflecting 

a consistently high rate of audit completion. Sixteen audit reports resulted in modified opinions (one 

disclaimer and 15 qualified), compared with 14 in the prior year, with net financial misstatements 

increasing slightly from $0.91 million (0.2 per cent) in 2024 to $2.3 million (0.5 per cent) in 2025. The 

net financial misstatements were attributed to inadequate or unsupported documentation. Although the 

net financial misstatements increased marginally in 2025, they remain reasonable per the Office’s 

assessment. 

44. Audits in this portfolio raised 1,229 audit observations for fiscal year 2024, broadly in line with the 

1,206 observations raised in fiscal year 2023. As of 31 December 2025, 77 per cent of audit 

recommendations had been implemented, compared with 63 per cent in 2024, demonstrating improved 

follow-up on audit results. Recurring observations in this portfolio include financial management, 

record-keeping systems and controls, and procurement. 

45. Based on its assessment of the audit exercise, the Office issued review letters to all 57 offices that 

had nationally implemented projects in 2025, assessing internal control strength, audit follow-up, 

compliance with audit scope requirements, and the timeliness of audit administration. Eighty-six per cent 

of offices received a satisfactory rating, compared with 79 per cent in 2024, while the number of partially 

satisfactory ratings decreased. Overall, the results point to improvements in compliance and follow-up, 

while confirming the continued role of the Office’s oversight in identifying control weaknesses that 

warrant ongoing attention at the country office level. 
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Finance - 26 (79%)

Programme/project management - 2 (6%)

Procurement - 4 (12%)
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Advisory services 

46. While audits provide retrospective accountability, advisory services enable the Office to add value 

earlier in the risk cycle by supporting informed decision-making and preventing issues before they require 

formal audit intervention. 

47. In 2025, the Office issued 10 advisory notes, reflecting growing demand for independent advice on 

emerging risks and complex operational issues. Five advisory engagements related to requests for write-

offs, and five involved special reviews, including advisory work on cost-related issues, emerging 

technology and innovation risks, programme and operational reviews, and targeted support to 

organizational reviews and oversight processes. 

48. In line with UNDP Financial Regulations and Rules and the UNDP Programme and Operations 

Policies and Procedures, the Office also issued five write-off requests from four country offices. 

49. In addition to formal advisory notes, the Office provided ad hoc advisory support throughout 2025, 

including comments on UNDP policies and reviews of selected provisions in donor agreements. Requests 

for such advice increased during the year, indicating greater reliance on the Office’s oversight and risk 

management expertise to help ensure alignment with UNDP policies and mitigate potential issues before 

they materialize. 

VI. Office audit: Performance  

Risk-based audit planning and completion of the annual work plan 

50. The annual audit planning process ensures that the Office’s assurance work is aligned with UNDP’s 

highest areas of expenditure and institutional exposure, while avoiding duplication and maximizing the 

value of audit coverage for the Administrator and the Executive Board. In 2025, the Office continued to 

apply a structured, risk-informed, and consultative approach to planning, enabling it to provide broad and 

relevant assurance over UNDP operations. 

51. The Office formulated the 2025 audit plan by comprehensively assessing auditable areas across 

UNDP. The planning process involved consultations with senior management and heads of bureaux and 

included coordination with the United Nations Board of Auditors to ensure appropriate audit coverage 

and minimize duplication of assurance. 

52. Measured by expenditure, the Office provided coverage over a substantial share of UNDP 

operations in 2025. Eighty-eight country-level audits—comprising 30 country office audits, 50 audits of 

directly implemented projects, and eight Global Fund audits—covered expenditures of $2.3 billion, 

representing 48 per cent of UNDP field-level expenditures of $4.81 billion. A further $0.39 billion in 

expenditures was covered through third-party audits of non-governmental organizations and nationally 

implemented projects. 

53. The Office applied a standardized risk-assessment methodology encompassing risk identification, 

measurement, and ranking, using both quantitative and qualitative indicators aligned with UNDP 

enterprise risk categories. The approved 2025 work plan initially included 98 audit assignments and was 

adjusted to 111 assignments following finalization of directly implemented project audits, compared with 

119 assignments in 2024. As of 31 December 2025, fieldwork had been completed for all assignments 

included in the 2025 work plan. 
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Table 6. Implementation of the 2025 annual work plan 
 

Audit Type 

Approved 

annual work 

plan 

Revised 

annual work 

plan 

Implementation of 

revised annual work 

plan (issued reports) 

Country office audits 32 33 22 

Corporate audits 8 10 4 

Global Fund audits 8 9 4 

Directly implemented project audits 50 50 48 

Advisory service  9 8 

Total 98 111 86a 

Per cent     77% 
                 Data source: 2025 Office annual work plan  

a As of 31 December 2025, the fieldwork of 111 of the 111 planned assignments was completed.  
  

Publication of reports 

54. Following the completion of each engagement, the Office issues a report to management to 

communicate results, and in accordance with Executive Board decision 2012/10, all internal audit reports 

are publicly disclosed 30 days after issuance.  

55. In 2025, the Office issued 99 audit reports and 10 advisory service notes. The audit reports generated 

a total of 229 recommendations, comprising 118 related to country office audits, 33 to directly 

implemented project audits, 50 to corporate audits, and 28 to Global Fund audits. Taken together, these 

outputs demonstrate the breadth of audit coverage and the role of the Office in reporting on systematically 

surfacing issues across operational, corporate, and partnership-related activities. 

56. Directly implemented project audits accounted for the largest share of audit products issued, 

followed by country office audits, corporate audits, and Global Fund audits (see table 7). In accordance 

with Executive Board decision 2013/24, annex I presents the titles of all internal audit reports and 

advisory services issued during the year. Through the publication of these reports, the Office strengthens 

institutional accountability by ensuring that audit findings are visible, comparable over time, and subject 

to follow-up by senior management and the Executive Board. 

Table 7. Number of reports issued in 2025 
 

Audit Type 

Carry over 

reports from 

2024 

Reports related 

to 2025 work 

plan  

Total reports 

issued in 2025 

Country office audits  8 22 30 

Corporate audits  7 4 11 

Global Fund audits 4 4 8 

Directly implemented project audits 2 48 50 

Advisory service 2 8 10 

Total 23 86 109* 

 Data source: Office reports issued in 2025 

               * This comprises 99 audit reports and 10 advisory services notes (five write-offs and five special reviews). 

57. In 2025, the Office reached all of its performance targets except for the timeliness of report issuance. 

The average time taken to issue audit reports was 105 days from the end of fieldwork, compared with the 

target of 75 days, and an average of 88 days in 2024 (see table 8). The longer issuance timeframe in 2025 

was primarily attributable to complex audit assignments that required extended factual validation and 

quality assurance review. Notably, the median time to issue audit reports was 98 days, which was lower 

than the overall average, indicating that delays were concentrated in a small number of cases rather than 

systemic across all audits. 
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Table 8. 2025 Key performance indicator 
 

Metric 2025 target As of 31 

December 2025 

Per cent of audit plan completed 

(Country office/corporate/Global Fund audits) 
100% 100% 

Per cent of audit plan completed 

(Directly implemented modality project audit fieldwork 

completed) 

100% 100% 

Average number of days to issue reports* 75 days 105 days 

Post audit client survey average overall rating 

(1 =Poor, 2=Fair, 3=Satisfactory, 4=Good, 5=Excellent) 
4 4.38 

Post audit client survey response rate 65% 82% 

Average number of days to assess implementation of audit 

recommendations 
20 days 18 days 

 Data source: Office data  
* Number of days from the end of fieldwork to issuance of the report, per audit type.  
 

Audit reports and ratings 

58. For country office, Global Fund, and corporate audits, the Office assigns an overall audit rating to 

provide a concise, high-level indication of the results of each engagement. Ratings are based on the 

Office’s assessment of the adequacy and effectiveness of governance, risk management, and control 

processes, and are classified into four categories: fully satisfactory; satisfactory with some improvement 

needed; partially satisfactory with major improvement needed; and unsatisfactory. 

59. Of the 99 audit reports issued in 2025—comprising 78 reports from the 2025 work plan and 21 

reports from the 2024 work plan—seven did not include an overall rating.7 These consisted of five 

corporate audits, one country office follow-up audit, and one consolidated Global Fund audit. 

60. An analysis of audit ratings over the period 2021–2025 shows a broadly stable distribution, with 

only modest year-to-year variation. This consistency indicates a continuing pattern of areas requiring 

improvement across UNDP operations, which is to be expected given the organization’s size, complexity, 

and global footprint (see figure IV). 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
7 The overall rating was not assessed in these reports due to the specific nature and scope of the audit assignments, such as special 

reviews and follow-up audits, which are not comprehensive assessments.  
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Figure IV. Overview of internal audit ratings, 2021–2025 
 

Data source: Office audit reports issued from 2021 to 2025 

VII. Investigations Section: Overview of 2025  

61. The past year marked a period of both reflection and renewal for UNDP as it continued its work to 

strengthen integrity, accountability, and trust across all work centers. The Investigations Section (the 

Section) played a central role in this effort, not only by responding to allegations of misconduct, but by 

helping the organization confront the deeper systemic issues that allow fraud, corruption, and abusive 

conduct to persist. This report presents the year’s investigative activity, highlights emerging trends, and 

outlines the institutional learning that will help guide UNDP’s next steps toward a safer, more respectful, 

and corruption-resistant workplace. 

62. Across the system, staff demonstrated a growing willingness to speak up. Reporting increased in 

several key categories, particularly in matters involving harassment, discriminatory treatment, and abuse 

of authority. While higher reporting volumes can reflect rising incidents, they may also indicate greater 

trust in the organization’s mechanisms for addressing harm. Staff members are increasingly using formal 

and informal channels to raise concerns, seek advice, and request intervention. This shift is a positive sign 

of a maturing speak-up culture, one in which individuals feel more confident that their experiences will 

be heard and addressed. 

63. The Section continued to prioritize timely, fair, and methodologically sound investigations. It 

expanded its use of early assessment tools to ensure that allegations were triaged appropriately and that 

the most serious matters, particularly those involving sexual misconduct, retaliation, or racial 

discrimination  received immediate attention. Throughout the year, investigators applied a victim-

centered and trauma-aware approach, ensuring that individuals who experienced harm were treated with 

dignity and respect while maintaining the Section’s commitment to impartiality and due process. 

64. The Section also strengthened its work in the areas of anti-fraud and anti-corruption, recognizing 

that financial integrity is inseparable from organizational credibility and donor trust. Investigations into 

fraud, procurement irregularities, misuse of resources, and conflicts of interest revealed both individual 

misconduct and systemic vulnerabilities.  
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65. In response, the Section collaborated with key stakeholders to identify fraud threats and improve 

internal controls. These efforts underscored UNDP’s commitment to safeguarding resources entrusted to 

it and ensuring that financial misconduct does not undermine its mission or the communities it serves. 

66. The Social and Environmental Compliance Unit continued to reinforce the organization’s 

commitment to integrity, accountability, and responsible development. Its work underscored the 

importance of embedding social and environmental responsibility into all aspects of the organization’s 

operations, strengthening trust with partners and communities, and supporting a culture that prioritizes 

respect for people and the planet. 

67. In 2025, the Section restructured its management team to advance the transition toward a geographic 

clustering model. Each of the three regional clusters is now led by a dedicated Chief responsible for 

overseeing the caseload within their region while also carrying a functional portfolio in areas such as the 

development of artificial intelligence tools, proactive investigations, and sexual misconduct. To support 

this new structure, the Section updated its internal guidelines on quality assurance, case assessments, and 

the issuance of management letters, ensuring that supervisory oversight occurs earlier in the investigative 

process and is aligned with the revised operational model. 

68. This restructuring establishes the foundation for the Section to develop a more proactive, 

intelligence-led approach to investigations, while also maintaining a strong reactive capability to deal 

with complaints. This evolution is essential for an organization that operates in high-risk environments 

with decentralized authority, where early detection and targeted intervention are critical to safeguarding 

integrity. Coupled with the Section’s investment in artificial intelligence, the new model will enhance the 

ability to identify fraud triggers, monitor statistical outliers, and detect potential proxies for sexual 

misconduct. Together, these developments should position the Section to anticipate risks more 

effectively, strengthen preventive action, and support a more resilient and accountable organizational 

culture. 

69. This report underscores that investigations are not merely compliance exercises, but rather a window 

into the lived experience of staff and a catalyst for cultural transformation. The findings and trends 

presented here highlight both progress and areas requiring sustained attention. As UNDP continues its 

work to eliminate racism, discrimination, sexual misconduct, harassment, and abuse of authority, the 

Section remains committed to the following: providing rigorous, impartial fact-finding; promoting a 

culture of respect and accountability; and supporting an environment where all personnel can work safely, 

equitably, and with dignity. 

VIII. Investigations: Case activity 

Intake and caseload management  

70. The Section receives allegations of misconduct through both internal and external reporting 

channels. Individuals may submit complaints anonymously using a multilingual web reporting form or a 

telephone hotline operated by an independent service provider to ensure confidentiality. Additional 

reporting avenues include a dedicated email account, direct email to any Office personnel, and traditional 

mail. In 2025, the Section received a total of 1,659 communications, of which 457 were assessed as 

actionable cases rather than spam, scams, or general grievances.  
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71. The 2025 caseload data (see table 9) reflect another year of significant operational demand for the 

Section. The Section managed a total of 734 cases during the year, combining 457 new intakes with 277 

matters carried over from 2024, both figures representing the highest levels recorded to date. Despite this 

unprecedented volume, the Section closed 462 cases, demonstrating strong productivity and sustained 

efforts to improve timeliness. By year end, 272 cases remained active and were carried forward into 2026. 

These figures underscore both the increasing reliance on the organization’s investigative mechanisms and 

the importance of continued investments in capacity, proactive methods, and early intervention tools to 

manage growing demand effectively. 

Table 9. Investigation cases handled in 2025 

Status of cases  Number of cases  

Carry-over as of 1 January 2025  277 
Intake during the year  457 
Total cases during the year  734 
Closed during 2025 462 

Cases ongoing as of 31 December 2025  272 

 

72. Figure V illustrates the continued upward trajectory in intake, case completion, and overall caseload 

over the five-year period from 2021 to 2025. Each year shows a clear increase in the number of new cases 

received. Case completions have risen in parallel, demonstrating the Section’s sustained efforts to 

strengthen investigative capacity and meet rising demand. Nonetheless, the overall caseload reached its 

highest level in 2025, when record intake combined with substantial carryover from the previous year. 

As core funding declines, the Office is facing budget cuts from 2027 onwards. While the Section will 

continue to look for ways to improve efficiency and prioritize the highest risk cases, based on current 

trends, it is possible that demand for investigation services will start to outstrip supply, with a 

consequential impact on investigation timeliness and backlog. 

 

Spotlight: Outreach 

In 2025, the Section expanded its outreach efforts across UNDP (regional bureaux, and country 

offices worldwide), UNCDF, and the United Nations Office for the Coordination of Humanitarian 

Affairs (OCHA), delivering 50 sessions aimed at strengthening awareness of misconduct 

prevention, reporting obligations, and the Section’s investigative mandate. Eighteen of these sessions 

focused specifically on the prevention of sexual exploitation, abuse, and harassment (PSEAH), 

reaching country office teams, regional groups, and senior managers. The Section also contributed 

to 19 procurement onboarding sessions for headquarters and regional procurement personnel, 

reinforcing expectations around integrity in procurement processes. In addition, eight joint sessions 

were delivered with the UNDP Ethics Office, emphasizing the importance of reporting 

misconduct and the protections available to personnel who do so. Collectively, these activities 

reflect the Section’s continued commitment to proactive engagement, early prevention, and the 

cultivation of a culture of accountability across UNDP. 



 DP/2026/13 
 

19 

Figure V. Intake, completion and caseload comparison, 2021–2025 
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Case typology 

73. Figure VI shows a marked increase in complaints of abuse of authority (56, up from 30 in 2024) 

and workplace harassment (50, up from 34). In the latter part of the year, the Section began tracking 

whether these complaints were linked to the UNDP organizational restructuring initiated in 2025; at least 

13 were flagged as potentially related, which may explain much of the rise. The Section anticipates that 

this trend may continue into 2026 and will monitor it closely. The Section also received 12 discrimination 

complaints in 2025, compared with seven in 2024. 

74. Complaints relating to financial irregularities, including procurement fraud, theft and 

embezzlement, misuse of official resources, misrepresentation, forgery and false certification, and 

entitlements fraud, accounted for 37.6 per cent of all cases received in 2025, down from 45.6 per cent in 

2024 and broadly consistent with 2023 levels. Within this category, procurement fraud complaints 

decreased to 80 cases from 103 the previous year, while reports of theft and embezzlement (21) and 

improper recruitment (17) each fell by 10 cases. The reduction in recruitment-related complaints may be 

due to the institutional decrease in recruitment processes across all contract types. The UNDP Office of 

Spotlight: Artificial Intelligence 

In 2025, the Section moved decisively from experimentation to structured implementation in its use 

of advanced technologies. Building on the pilots conducted in 2024, the Section consolidated its 

artificial intelligence tools, validated priority use cases, and aligned technical architectures across 

SharePoint, Power BI platform, and Azure AI. To drive this transition, a dedicated Artificial 

Intelligence, Data Science, and Financial Forensics Unit was established to lead integration and 

ensure coherence across platforms. During the year, the Section also implemented governance, security, 

and delivery frameworks designed to support scalable and controlled deployment. These foundations 

position the Section to begin phased operational rollout in 2026, strengthening its capacity for proactive, 

intelligence-led investigations and enhanced fraud-risk detection. 
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Procurement reported stable procurement volumes but suggested that recent end-to-end automation may 

have contributed to the decrease in procurement-related allegations. 

75. These patterns highlight shifting risk areas across the organization and underscore the need for 

continued monitoring, targeted prevention efforts, and strengthened oversight mechanisms. 

Figure VI. Types of complaints received 

 

Sexual misconduct 

76. In 2025, the Section opened 37 sexual misconduct cases, similar to the 38 recorded in 2024. These 

included 22 sexual harassment complaints, 10 sexual exploitation and abuse complaints, and five sexual 

assault complaints. An additional 26 cases were carried over from 2024, bringing the total sexual 

misconduct caseload for 2025 to 63. 

77. Figure VII shows the long-term trajectory of sexual harassment, sexual exploitation and abuse, and 

sexual assault cases reported between 2015 and 2025. While annual fluctuations are evident across the 

decade, the overall trend reflects a sustained level of reporting, shaped by increased awareness, 

strengthened safeguarding measures, and improved reporting channels. The 2025 figures remain broadly 

consistent with those of recent years, suggesting continued staff willingness to come forward and stable 

utilization of the organization’s mechanisms for addressing sexual misconduct.  
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Figure VII. Sexual harassment, sexual exploitation/sexual abuse and sexual assault cases 

received, 2015–2025 

 
 

 

 

 

 

 

 

 

 

 

 

Cases by region 

78. In 2025, the Section received the highest number of complaints from Africa (107 cases), followed 

by Asia and the Pacific (96), Europe and the Commonwealth of Independent States (59), the Arab States 

region (52), Latin America and the Caribbean (36), and headquarters (32). An additional 75 complaints 

involved UNDP-contracted personnel assigned to other United Nations entities, bringing the total number 

of complaints received during the year to 457 (see figure VIII).  

79. The 2025 regional distribution of complaints broadly reflects both UNDP’s operational footprint 

and the differing risk environments across regions. Africa, and Asia and the Pacific, together accounted 

for nearly half of all complaints (107 and 96, respectively), consistent with their large staffing presence 

and extensive programme portfolios. Latin America and the Caribbean (36) and headquarters (32) 

reported comparatively fewer cases, which may reflect under-reporting in these areas. The additional 75 

complaints involving UNDP contracted personnel assigned to other United Nations entities highlight the 

continued need for cross-agency coordination and oversight. Overall, the pattern suggests that reporting 

levels broadly track operational scale, while also underscoring the importance of region-specific risk 

mitigation and outreach strategies. 
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Throughout 2025, the Section remained an active contributor to UNDP’s systemwide efforts 

to prevent sexual harassment and sexual exploitation and abuse, participating in key task 

forces and advisory committees. It also engaged in several inter-agency technical working 

groups and delivered training and awareness sessions to more than 1,150 UNDP country 

office personnel on the organization’s response to sexual misconduct. The Section 

collaborated with the UNDP Ethics Office to reinforce messaging on reporting obligations and 

protections for personnel who come forward. The Section continued to brief donors, support 

evaluations, and provide inputs on sexual misconduct clauses in donor agreements, reflecting 

its sustained role in strengthening accountability and safeguarding standards across UNDP.  
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Figure VIII. Complaints received in 2025 by region 
 

 

 

Processing of cases  

80. The 2025 data reflects a high-volume operational year in which the Section managed both a 

substantial intake and a significant number of legacy cases. The Section finalized 381 new assessments, 

with 90 (24 per cent) progressing to investigation and 291 (76 per cent) closed at the assessment stage. 

When combined with the 43 assessments carried over from 2024, the Section completed 424 assessments, 

demonstrating strong throughput at the front end of the case management process. 

81. On the investigative side, the Section closed 133 cases, with 57 per cent (76 cases) resulting in 

unsubstantiated findings and 43 per cent (57 cases) establishing evidence of misconduct. This ratio is 

broadly consistent with investigative norms in administrative systems, where a significant portion of 

allegations do not meet the evidentiary threshold for substantiation. Furthermore, aligned with UNDP’s 

zero-tolerance approach to wrongdoing, the Section referred 64 cases in 2025 (29 in 2024) to other UNDP 

management teams for intervention on cases where reported misconduct would not likely reach the 

threshold for substantiated wrongdoing but required managerial attention and appropriate action. 

82. The Section exceeded its assessment timeliness target, finalizing 88 per cent of the 457 assessments 

within three months, well above the 50 per cent benchmark. However, only 36 per cent of the 134 

investigations were completed within the 270 working-day target, indicating continued pressure on 

investigative timelines. This gap suggests that while triage and assessment processes are functioning 

efficiently, the investigative phase remains resource-intensive and is affected by case complexity, staffing 

levels, or competing operational demands. 

83. By year-end, 76 cases remained under assessment and 196 under investigation, underscoring the 

sustained demand for investigative services and the ongoing challenge of managing a large and aging 

caseload. The backlog at the investigation stage signals the need for continued attention to workflow 

optimization, prioritization strategies, and resourcing. 

IX. Investigations: Case outcomes in 2025 

Substantiated cases  

84. Table 10 shows that of the 57 substantiated cases in which an investigation report was issued, 22 

involved procurement fraud (39 per cent) and eight involved entitlement fraud (14 per cent). A detailed 

breakdown of substantiated cases by allegation type is provided in annex V. These patterns align with 
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historical trends and reinforce the need for sustained internal controls, targeted training, and strengthened 

oversight in high-risk operational functions. 

85. Regionally, the 57 substantiated cases were distributed across all major UNDP regions: 20 cases 

(35 per cent) in Asia and the Pacific, 10 (18 per cent) in Europe and the Commonwealth of Independent 

States, 11 (19 per cent) in Africa, and nine (16 per cent) in the Arab States region. Three cases originated 

in Latin America and the Caribbean, one at headquarters, and three involved personnel assigned to other 

United Nations entities. This distribution broadly mirrors UNDP’s operational footprint and risk 

exposure, though it also highlights the importance of region-specific prevention, outreach, and 

compliance strategies. 

86. In 2025, the Section substantiated eight cases of sexual misconduct, five involving sexual 

harassment, two involving sexual assault, and one involving sexual exploitation and abuse, an increase 

from the three cases substantiated in 2024. During the year, the Section closed 37 sexual misconduct 

cases, representing 59 per cent of the overall caseload of 63, while 26 cases were carried forward into 

2026. The rise in substantiated cases may reflect improved reporting, stronger investigative 

methodologies, or increased willingness on the part of personnel to proceed with the investigative process, 

but it also underscores the continued need for robust safeguarding, victim-centered approaches, and 

proactive prevention efforts. 

Table 10. Disposition of cases in 2024 and 2025 
 

Actions taken  Number of cases 

2024  
Number of cases 

2025  
After assessment:     

Closed, investigation not warranted  198  242 

Referred to other United Nations entities  8  23 

Referred to other UNDP offices  29  64 

Total cases closed after assessment  235  329 

After investigation:      

Closed (not substantiated)  109  76 

Closed (substantiated)   75  57 

Submitted to Office of Legal Services  19  15 

Submitted to country offices  23  12 

Submitted to Vendor Review Committee   25  268 

Submitted to other United Nations entities  6  2 

Submitted to other UNDP offices  2  2 

Options letter issued9 -  - 

Total cases closed after investigation  184  133 

Total cases closed during the year  419  462 

Investigation reports issued  74  57 

Financial loss reports issued  1  - 

Options letter issued  -  - 

Management letters issued  9  2 

 
8 Two vendor reports have been retroactively counted and should have been included in the 2024 reporting period; one report also 

contained two vendors. The Vendor Review Committee therefore counts 23 reports received in 2025. 
9 Option letters are instruments through which UNDP staff against whom there is evidence of wrongdoing are given the option to either 

resign under certain conditions, including a commitment to reimburse any financial loss resulting from the wrongdoing, or be subjected 

to a full investigation and possible disciplinary process.  
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Actions taken pursuant to misconduct investigations 

87. Follow-up actions taken by other UNDP offices, including the Office of Legal Services, the Ethics 

Office, country offices, the Vendor Review Committee, and regional bureaux, based on investigation 

reports issued by the Section are summarized below. Updates on cases from previous years that remained 

under review during 2025 are provided in annex V. 

88. From the 15 investigation reports10 that were transmitted to the Office of Legal Services in 2025 

concerning staff members, one staff member was separated from service. For three staff members who 

resigned or whose contracts expired before the investigation concluded, a letter was placed in their 

personnel file indicating, pursuant to article 72 of the Legal Framework, that the Office of Legal Services 

would have recommended charging them with misconduct had they remained with the organization; in 

one of these cases, the staff member was cleared. The remaining 11 reports were still under review at 

year-end. One additional staff case was referred directly to the UNDP Office of Human Resources 

because the misconduct occurred while the individual was serving under a service contract; this case also 

remained under review. 

89. Among the 12 reports submitted to country offices or headquarters departments concerning 

non-staff personnel, two national personnel service agreement holders had their contracts terminated, four 

were not renewed, and one resigned; all had a note placed in their service file. A separate case involving 

an individual contractor resulted in termination. One service contractor did not have their contract 

renewed and also received a note in their file. Three additional cases – one involving an international 

personnel service agreement holder, one involving a national personnel service agreement holder, and 

one involving a service contract holder – remained under review at the end of 2025. 

90. Of the 26 reports submitted to the Vendor Review Committee in 2025, 16 were finalized and closed 

by year-end, resulting in debarment sanctions against 16 vendors and their agents. Ten additional vendors 

associated with the remaining reports were still pending finalization by the Committee. 

91. Three investigation reports were referred to another United Nations entity. Two involved individual 

contractors, one of whom had their contract terminated, while the other case remained under review at 

year-end. The third case concerned a United Nations Volunteer, who received a letter of censure. 

Financial losses and recovery 

92. The total financial loss to UNDP substantiated in investigation reports issued by the Section in 2025 

amounted to $548,627. According to the UNDP Office of Financial Resources Management, 

investigation reports issued between 2013 and 2025 identified a cumulative financial loss of $11,459,585, 

of which $9,896,346 was deemed recoverable. Of that amount, $4,048,229 – representing 40.9 per cent 

of the recoverable loss – has been recovered to date. 

Management letters  

93. In 2025, the Section issued two management letters to the concerned business units to address 

weaknesses in internal controls identified during investigations. One management letter provided 

recommendations for strengthening project design and planning, procurement processes, and internal 

controls following a proactive investigation. The second management letter focused on improving 

fuel-oversight procedures. 

X. Social and environmental compliance   

94. The UNDP Social and Environmental Compliance Unit (the Unit) appointed a new Head of Unit in 

October 2025 and marked its 10th year in conducting compliance reviews and performing investigations. 

In 2025, the Unit issued a final investigation report for its case in Colombia regarding UNDP Colombia's 

strategic partnership with an oil and gas company, progressed investigations in Iraq relating to UNDP 

housing rehabilitation work for internally displaced people, and also made progress in advancing 

 
10 The Office of Legal Services counted two additional reports that were returned with a request for resubmission that were initially 

reported by the Office in its 2024 report. 
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investigations in Cambodia relating to UNDP's Sustainable Development Goal Investor Platform. The 

Unit also conducted ongoing monitoring of finalized cases (where the Administrator has issued a 

decision) in North Macedonia, India, Kyrgyzstan, and Cameroon, and closed its cases in Myanmar, South 

Africa and Chad. The Unit also engaged with potential complainants on various concerns, together with 

the Stakeholder Response Mechanism, and registered a new request for investigation relating to the 

construction of a skills center associated with a UNDP-supported project aimed at enabling economic 

independence for specially abled persons in Sierra Leone.   

95. The Unit participated in and led sessions at the annual meeting of the Independent Accountability 

Mechanisms Network, continued to act as the Secretariat for the United Nations Accountability 

Mechanisms Network, and conducted outreach about the Unit’s mission and mandate at the 2025 

International Civil Society Week in Bangkok, Thailand. 

96. In an era of constrained resources, accountability for social and environmental commitments 

becomes even more important because it ensures that any tradeoffs remain transparent, rights-based, and 

sustainable, while preserving UNDP’s credibility, mandate, and impact. The year 2026 is an important 

year for the Unit to reflect on improving the effectiveness and efficiency of its processes to support better 

outcomes, having reached an important milestone of having 10 years of case-handling experience. 

 


