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UNHCR Programme and 
Partnership reforms: 
key changes for partners



NEW AGREEMENTS FROM 2024: 

Introduction of Partnership Framework Agreements for all partners (except UN, grant agreements) 
will allow for more predictability in partnerships

NEW PROCEDURES AND GUIDANCE : 

New UNHCR Procedures on Partnership Management consolidates/supersedes all previous 
instructions / guidance for management of funded partnerships

Forthcoming Partner Handbook and new partner learning platform

NEW SYST EMS: P ROMS, C loud ERP,  COMPASS work ing toge ther

Par tner s w i l l  use PRO MS d i r ectl y. S im pl e on l i ne p ro cedures 

Docum ents s to red safel y  and  accessed  eas i l y  fo r  over s ight 

EFFORTS T O FURTHER HA RMONIZE WIT H OT HER UN A GENCIES:  

Usi ng  UN  standardi zed r i sk  r at i ng /ICQ o f  o ther  UN  aud i ts  to  r educe r equ i rements 

New PSEA  m odu le on  UN  Par tner  Po r tal  al l ows fo r  m utual r ecogn it ion  and  i n fo -
shar i ng

For more details, see the
2023 Guidance for 
Partners on the United 
Nations Partner Portal

What is changing for partners?

https://supportcso.unpartnerportal.org/hc/en-us/articles/360019902113-2023-Guidance-for-Partners
https://supportcso.unpartnerportal.org/hc/en-us/articles/360019902113-2023-Guidance-for-Partners
https://supportcso.unpartnerportal.org/hc/en-us/articles/360019902113-2023-Guidance-for-Partners


Until now... In future...
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new UNHCR 
partner 
management 
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Until now.. In future..

Main changes in 
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management 
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PROMS OVERVIEW



What is PROMS?

UNHCR will use Oracle 
Aconex as a front-
end system and a 
tool to simplify 
existing processes and 
provide an end-to-end 
solution to establish, 
manage and close 
projects. 

It will integrate with 
other UNHCR systems 
in order to ensure that 
information is captured 
once and that partner 
collaboration activities 
are more effective and 
efficient.  

In the process, UNHCR will 
have the ability to 
integrate risk 
management as part of 
the design process of 
projects. This is to be 
achieved through the 
streamlining of processes, 
differentiation of controls 
according to risk levels, and 
by employing digitization 
and automation where 
appropriate.

PROMS will ensure that 
the focus of the daily 
activities of partners, 
programme and 
project control 
colleagues is on the 
delivery of protection 
and assistance.



New partnership 
framework enables more 
predictable partnerships

Reduced selection 
obstacles for refugee-led 
organisations

On-line selection and 
streamlined due diligence 

(UNPP and streamlined 
procurement 
assessments)

Reduced reporting 
complexity (PROMS)

Document management 

enabling easier verification 
and audit (PROMS)

Continuous implementation 
monitoring and management 
of tasks (PROMS)

Automated archiving 
(PROMS)

Easier closure of projects 
(PROMS) 

MY Plan OP Plan
Assign Partners 

to Outputs
Formalize

Discuss & 

Agree
Implement

Monitor & 

Adjust
CloseFinish Audit

New Partner Agreements 
and revised Partner 
Handbook

Simpler Project 
Description

 

Simpler financial plans and 
reporting (PROMS)

Electronic approvals and 
signatures (PROMS)

How will we accelerate partnership reforms? 



TRAINING APPROACH



PROMS TRAINING & 
CHANGE MANAGEMENT APPROACH
PROMS will onboard all actors and train users before Go-Live, then support them at the time of need, keeping 

users up-to-date & involved in the long term

T R A I N

 Partner end users with live 
events to transfer  skills & 

knowledge on  PROMS

S U PPO R T

Partners on the job to perform 
transactions/tasks in the system, 

just in time

S U S T A IN

The change outcome & update 
users on changes to processes 

and the system

• Step by step in built guide in 
the system & quick reference 
guides

• Partner end user 
training and support 
material

Communication, refresher & 
update training + support 

documents /videos

E N G A G E

Partners in the  PROMS 
solution and communicate and 

the change impact

• Webinars, focal point & training 
ambassador  meetings, videos and 

newsletters



OGL (Oracle Guided Learning) 
sample guide
<Link>

Standard Oracle System 
training
<Link>

Feature Navigation Slides

<Link>

Training Product examples



OGL GUIDED LEARNING SELF-HELP SERVICE

Step-by-step process guides built 
into Aconex :

• Interactive walk through 
of Key PROMS processes

• PDF and Video of step by 

step  in printable or digital 
versions.

Training Material stored on a 
central server that is accessible to 
end users:

• Oracle Guided Learning

• Live training session 

recordings

• Online training content in 
centralised platform

• Video demos of key 
templates

ACONEX EXPLORE

Oracle standard support centre:

• Introductory Cloud SaaS 
Training

• 24/7 digital learning 
experience (videos and 

user guides)

• All standard system 
features and admin training

On-the-job and post go-liveTraining before go-live

LIVE EVENTS

Either face to face or online 
led by country and bureaux 
trainers:

• Learn about the PROMS 

solution and policy 
changes

• Understand your role in 
PROMS

• See demos on how to 
complete a process in 
PROMS system

HOW WILL WE TRAIN?



How will we support you?

Video Recordings

Recorded topics by BPOs/SMEs to support 

trainees who are unable to attend training/for 

knowledge refreshers.

Training kit

Up-to-date guidance materials stored in a 

centralized platform.

Job Aids & FAQs

Job aids per process

Issue resolution 

Self-help resources, local regional support 

and dedicated e-mail.  (see next slide)



Contact ACONEX Organization 
Administrator for support

Send e-mail to 
PROMShelp@unhcr.org, 
describing the issue

Review and respond to 
ServiceNow ticket

Escalate to  technical team for 
bug fix/workaround

If issue persists

PROMS user 
(partner personnel)

ACONEX organization 
administrator (partner 
personnel)

DSPR Implementation 
Management and Assurance 
Service (IMAS)

DIST / Oracle / 
BOARD / Accenture

PROMShelp@unhcr.org

If issue persists

If issue persists

Consult self-help learning resources (e.g., Partnership 
Handbook, UNPP)

PROMShelp@unhcr.org triggers 
creation of ServiceNow ticket

Levels of support for partner users

mailto:PROMShelp@unhcr.org
mailto:PROMShelp@unhcr.org


Change management support: regional drop-in sessions, training kits, learning content on a 

centralized hub.

Phase 1: Planning/setting-up 2024

Phase 2: PFR and verification

Phase 3: Monitoring/amendments

Phase 4: Closure and audit

Your PROMS path



How will Partners access training?



▪ All content will be centralised on 
a learning platform (coming soon)

▪ Access: either self-registration or open 
access

▪ Training kit:
– Glossary of terms
– Translation from English, Spanish and 

French  in time for end-user training
– Training path from phase 1 to phase 4
– Guide for where to find content
– Training plan
– Support system

How will we train the partners? 



THANK YOU
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