Investing in technology
and people
PwC’s Global Annual Review 2019

In today’s complex and fast-moving world, our clients rightly demand that
we use technology more effectively to create greater value. They tell us
they need more insight and faster, real time answers.
At PwC, we’re listening and taking action to achieve that.
We’re on a digital transformation journey marked by key investments in
technology and a focus on upskilling our people. This includes investing
in upskilling our 276,000 people around the world to prepare them for the
digital world of tomorrow. Read more.

We’re on a digital
transformation journey
marked by key investments
in technology and a focus on
upskilling our people.

Our digital transformation
We follow a structured approach to transformation based on three key
elements:
Business-led innovation:
•	the adoption and promotion of common technologies and initiatives
such as data analytics, artificial intelligence, and robotic process
automation
•	the development of tools and digital assets to enable standardisation,
simplification and automation of existing services, and the development
of new services
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Citizen-led innovation: unlocking the creativity and innovative power
of our people to provide new solutions and improve the efficiency of our
services.
To do this, we’re upskilling our people and offering them a range of
programmes including:
•	Digital Accelerators: self-nominated individuals serving as the ‘fuel’ for
digital transformation efforts in a country
•	Digital Academies: two-day courses on bots, automation, and dynamic
visualisation capabilities
•	Digital Hub: aggregates 27+ digital topics and 350+ learning assets in
one place
• Podcasts: covering a range of digital topics
• Digital Fitness App: PwC’s global online learning environment
The following training modules are also being rolled out across the world:
•	Learning Bursts: Dynamic alerts pushed to our people, ensuring that
digital remains top of mind
•	Personal Trainers: Alignment of specialists to those seeking training in
particular areas
•	Digital Quests: Immersive virtual training and simulated application on
key digital topics

The investments
PwC has made in
technology are making
my life simpler as it’s
taking away some
of those manual
elements of my job
and lets me focus on
building relationships
and solving important
problems.
Tamal Bhattacharya
Management consultant,
PwC UK

•	Digital Badges: Portable and shareable demonstration of digital
knowledge
Supporting programmes: We are enabling better client service delivery
through cloud programmes such as Google, Microsoft and Salesforce, as
well as effective internal operations through solutions including Workday
and a new sophisticated learning platform available across the network.
Combined, these cloud solutions support real-time data availability,
efficient decision making, and help boost overall quality. Having this
connected ecosystem is key to enabling our digital change journey.
We are investing US$1 billion in solutions and supporting programmes to
create a connected ecosystem and drive innovation and quality. Our aim:
to use the combination of people and technology to be the most relevant
organisation for our stakeholders and one of the most cloud-enabled
organisations in the world.
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Our clients range from leading multinational companies, to small start
ups, from family businesses and governments, to charities and private
individuals. And they’re located in nearly every country in the world. While
we serve a wide range of clients, we work more and more with private
organisations as investors increasingly target the private sector.
We help each of them to understand their needs and priorities, build trust
with their stakeholders, solve problems and create the value they need to
be successful.
Our client base includes:

85%

of the companies
in the Fortune
Global 500 list

93%

of the companies
in the S&P Europe
350 list

86%

of the companies
in the US Fortune
500 list

78% 80%
of the companies
in the S&P Asia
50 list

of those in the
S&P Latin America
40 list

In the past year,
we have served
200,000 clients,
including more
than 100,000
entrepreneurial
and private
businesses.
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Looking at PwC’s total revenues in the past year, 73% came from clients
served by multiple PwC firms, with the remainder being clients served by
one firm, including governments and their agencies.

Global front office transformation
A critical component of our strategy is to evolve our approach to the
market and the client experience, powered by technology and data. We
have been implementing Salesforce – a global, cloud-based customer
management system – across our network and now have 75,000+
users live in 19 PwC territories. While the technology is important, this
programme has been about supporting our client relationships with
cutting-edge technology and data.
Salesforce gives us a 360 degree view of our clients and deep insight into
our businesses. This transformation is designed to help us collaborate
more effectively, create a better client experience, help our people be more
efficient, and drive data-led decisions.
Our goal is to use the combination of people and technology to be the
most relevant organisation for our stakeholders and one of the most cloudenabled organisations in the world. Read more.

We’re helping clients
understand how
best to pilot AI and
automation, test it and
gradually scale it in a
responsible way that
puts their people and
their customers at the
centre.
Elizabeth Ajayi
AI and Robotics Tech Lead,
PwC UK

Global and regional client bases - company indices/lists
Indices
Audit clients
		

Non audit
client

Companies
not served

Fortune Global 500

31%

54%

15%

US Fortune 500

27%

59%

14%

S&P Europe 350

34%

59%

7%

FTSE 100

30%

60%

10%

S&P Asia 50

46%

32%

22%

S&P Latin America 40

30%

50%

20%

85%

of Fortune Global 500
companies are PwC clients

Audit clients include both sole and joint audits. Non-audit clients are those companies where PwC did not
provide statutory audit services and where revenues exceeded US$500,000 in FY19
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PwC doesn’t see a
technology problem; it sees
a business problem. PwC’s
“reframing” approach for
digital carries through to
the firm’s AI practice:
PwC doesn’t come to fix
the plumbing but instead
to transform a client.
The Forrester Wave™
AI Consultancies, Q3 2019 report
which cites PwC as a Leader

Helping clients deal with challenges and capitalise on
opportunities
Around the world, our clients see many opportunities driven by
technological advances and demographic changes, but also more
challenges driven by growing complexity in areas like regulation and
geopolitical events.
Our latest Global CEO Survey found that business leaders are increasingly
concerned about threats outside their control such as trade conflicts and
policy uncertainty. They are also contending with significant gaps in their
own capabilities and finding the right talent, and many feel that they are
struggling to extract the maximum value out of their client and market
data.
It is our role to help clients deal with these challenges, anticipate and
manage risks to growth, and help them capitalise on opportunities
to innovate and expand. This includes helping clients use emerging
technologies such as artificial intelligence successfully and responsibly so
they benefit both business and society. This is something we’re delighted
to do for a large and growing number of organisations and individuals
around the world.
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Clients of PwC firms as a percentage of the Fortune Global 500

Consumer Markets

84%

34%

Energy, Utilities and Resources

76%

19%

92%

Financial Services
43%

Health Industries

95%

24%

Industrial Manufacturing and
Automotive

83%

24%

Private Equity and Sovereign
Investment Funds

100%

14%

Technology, Media and
Telecommunications

87%

35%
n Total clients n Audit clients
Audit clients include both sole and joint audits. Non-audit clients are those companies where PwC did not
provide statutory audit services and where revenues exceeded US$500,000 in FY19
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We employ people from diverse cultures and backgrounds and with a wide
range of experiences. And we’re committed to making sure everyone who
works at PwC feels comfortable bringing their true selves to work.
Advancing and supporting diversity and inclusion isn’t just the right
thing to do. An inclusive workplace enables us to embrace the diverse
backgrounds and perspectives of all our people to create better outcomes
for stakeholders and society.

Tracking progress, ensuring accountability
We have learned that to make progress on diversity and inclusion, talent
data is key. Globally, we measure and track diversity progress in our
leadership pipeline at PwC, and use this data to make strategic decisions.
Based on data for its country, each PwC firm creates and implements
annual diversity plans with the full support of that firm’s senior partner. At
the end of every year, each senior partner is responsible for reporting on
progress made towards the annual diversity plan, and held accountable for
that progress.

70%

of our people told us the
people they work for make
the effort to get to know
them and what they uniquely
bring to PwC

We also use results from our Global People Survey to understand how
our people experience diversity and inclusion at PwC. This year, 70% of
our people told us the people they work for make the effort to get to know
them and what they uniquely bring to PwC (2018: 69%). And when asked
whether they are satisfied with the actions leadership is taking to build a
diverse and inclusive work environment, 68% agreed – up from 63% last
year.
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Breaking the glass ceiling
One of our priorities is to increase the number of women in leadership
positions. PwC firms around the world have many different programmes
in place to help women reach their full potential. Although we have much
more work to do, particularly at the highest levels of leadership, we are
seeing some positive results:
• Globally,
	
PwC firms’ female partner admissions across the PwC network
have increased from 23% in 2013 to 30% in 2019
• Female
	
representation in the partnership has gradually increased from
13% in 2006 to 21% in 2019
• This
	
year, 51% of campus hires and 45% of experienced hires globally
were female
• While
	
the gender balance on our Global Leadership Team is good, we
still have much to do to reach gender diversity across our Network
Leadership Team and Strategy Council (which is composed of the senior
partners of our 21 largest firms).

51%

of campus hires globally
were female

PwC is also an active supporter of UN Women’s HeForShe movement,
which aims to mobilise men around the world as advocates of change for
global gender equality. As a HeForShe IMPACT champion, we continue to
take action to engage all our people in advancing gender equality. To date,
over 100,000 PwC people, including more than 49,700 PwC men, have
made the HeForShe pledge.

Female representation in our global workforce
FY19

FY18

FY17

FY13

44%

47%

50%

0%

0%

0%

0%

0%

33%

33%

33%

11%

0%

0%

5%

0%

Partners

21%

20%

19%

17%

Managing directors/directors

35%

34%

33%

31%

Senior managers

44%

41%

40%

38%

Managers

46%

46%

46%

47%

Senior associates

50%

50%

49%

49%

Associates

52%

53%

52%

51%

Global leadership team
Network leadership team
Global board
Strategy council
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Looking at a country level, a number of PwC Strategy Council firms have
– or are close to – reaching gender parity on their territory leadership
teams, including Australia (44%) and the Netherlands (43%). Other parts of
the world where we are seeing progress include PwC firms in Canada
(33%), the UK (33%), China/Hong Kong (30%) and the US (30%). In Africa,
PwC’s regional leadership team is made up of 33%women, while PwC
Southern Africa appointed its first female CEO in 2019.

Ensuring pay equity
The PwC network is committed to pay equity. PwC firms regularly
conduct comprehensive reviews of compensation data to understand
any differences between and among staff, and make adjustments as
appropriate. Some member firms may choose to add additional types of
pay equity reviews, such as compensation differences among partners, or
an analysis along racial/ethnic lines.
The decision to publish any pay information is a local one that is taken
by individual member firms based on their own local circumstances and
regulatory environments.
Several PwC firms have disclosed this information, including PwC
Australia, PwC Ireland and PwC UK. And PwC Switzerland has obtained
the EQUAL-SALARY certification after having been audited by an
independent third party.

Ultimately, our goal
is to create a truly
diverse workplace,
where all people have
equal opportunities
to progress and every
single person feels like
they belong.
Betty Ann Jarrett
Global Human Capital Leader,
PwC

Focusing on all dimensions of diversity
Our commitment to diversity includes all dimensions of diversity, including
ethnic, LGBT+, age, disability and thought and skills diversity.
For example, in the past year, we joined the Partnership for Global LGBTI
Equality, a coalition of organisations working in collaboration with the
World Economic Forum to advance global progress for equality and social
and economic inclusion for LGBT+ people. In FY19, we marched with
Pride in cities around the world, and in June 2019 we brought together 200
PwC LGBT+ leaders and people from 28 countries to share knowledge,
network and talk about LGBT+ issues at our first ever Global LGBT+
Summit. Find out more and watch our leaders talk about what Pride means
to them.
Ultimately, our goal is to create a truly diverse workplace, where all people
have equal opportunities to progress and every single person feels like
they belong.
We’ve set the bar high, and while we have more work to do, we’re on
the right track and working hard to get there. To find out more about our
approach to diversity and inclusion, take a look at The PwC diversity
journey.
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We believe business has a key role to play in addressing societal
challenges.
Today, the systems underpinning society are being challenged like
never before. We believe we have a responsibility to actively support the
evolution of these systems so that they benefit communities more widely.
This is particularly important in the context of the growing dislocation
between economic growth and social progress. For many years, three
forces – globalisation, ‘financialisation’ (a focus on financial measures of
success) and technology – drove growth in the global economy and, in
turn, ongoing improvements in many people’s lives. At the same time,
there has also been large scale mistrust and dissatisfaction in growing
portions of the population in many countries.
It is important to address these concerns by addressing their underlying
causes. What’s needed is a realignment of societal and economic systems
– including changes to the role that business plays in both.
One of the ways in which we are addressing these issues is through our
collaboration with the T20 (a network of think tanks that provides policy
recommendations to the G20) and Global Solutions, a multi-stakeholder
initiative. We have contributed our perspectives to policy discussions
on critical global issues such as scaling up business impact on the
Sustainable Development Goals (SDGs), delivering workforce productivity
growth, corporate governance, and digital skills strategies. We have also
taken part in the annual Global Solutions Summit as well as roundtables
and panel discussions around the world. Read our policy briefs.
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Together, we are highlighting the need to create common purpose by
realigning societal and economic systems so that they once again deliver
what society needs, including changing the role that business plays in
both. Achieving this requires nothing short of systemic change and we’ve
outlined 11 principles that provide a starting point for conversation.
In 2019, we will also celebrate 10 years as the exclusive knowledge partner
of the Asia Pacific Economic Cooperation (APEC) CEO Summit which
brings together business leaders, policy makers and heads of state from
across Asia Pacific to discuss key topics including making globalisation
and technological advances work for all. In November 2019, the meeting
will be held in Santiago, Chile, under the theme of ‘Co-creating the future–
improving lives together’.

We are highlighting the need
to create common purpose
by realigning societal and
economic systems so that
they once again deliver what
society needs, including
changing the role that
business plays in both.

In addition to the work that we do with the T20 and APEC, PwC is
also a long-standing strategic partner of the World Economic Forum
(Forum) where we work together on issues ranging from the impact of
5G on mobility and the potential of 4IR to help achieve the Sustainable
Development Goals, to sustainable reporting and the development of
future cities.
This year, we collaborated with the Forum to consult over 50 board
members and corporate executives, and used their feedback to develop
a guide to help corporate boards drive effective climate governance.
We provided technical feedback on the 2019 Status Report on Climaterelated Financial Reporting and surveyed International Emissions Trading
Association members around carbon pricing and what’s needed to achieve
the Paris Agreement.
With regards to the environment, we also explored the opportunities and
challenges around the journey of going circular, being smarter with our
resources, and our impact on the planet in two key reports (the road to
circularity and closing the loop). We invite you to take a look and assess
what going circular could mean to you and your business.
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Community investment
Our community investments are an important part of our efforts to
build trust in society and solve important problems. In FY18, we set an
ambitious global target: to invest in the future and growth of 15 million
people, non-governmental organisations (NGOs), and social and micro
enterprises to help them maximise their potential by 2022. We are
delighted to report that we are on target to achieve this goal. Since the
launch of our ambition, we’ve reached 8.5 million beneficiaries.
This progress is thanks to the ongoing efforts and dedication of our people.
In FY19, over 61,000 PwC people contributed more than 925,000 hours –
of which more than 676,000 hours were spent sharing their professional
skills. This year, our volunteers spent more time in their communities than
in FY18, with an approximate increase of one hour per volunteer.
Many of our community investment programmes are focused on
supporting the next generation, by helping young people to upskill and
develop the digital and technology skills they’ll need to thrive in the new
world. In FY20 and beyond, we want to direct more of our community
initiatives to this area. Find out more.

In FY19, over 61,000 PwC
people contributed more
than 925,000 hours – of
which more than 676,000
hours were spent sharing
their professional skills.

When disaster strikes, our foundations work with local organisations
providing support and aid to people and communities. The recent
hurricane in the Bahamas – Hurricane Dorian – was one of the strongest
storms to ever make landfall in the Atlantic and it left behind widespread
destruction and devastation. The PwC US Charitable Foundation provided
much needed financial support to a team on the ground, helping with its
immediate response and recovery efforts. Our support provided critical
medical care, damage assessment, and route clearance enabling access
to affected communities. Our support will not only help address the
immediate but also the long-term recovery needs to support communities
to get back on their feet.

Community investment (US$)
		

FY17

FY18

FY19

% Change

Cash and in kind donations		

63,945,097

68,606,901

80,921,759

18%

Volunteer hours		

30,444,131

33,423,510

34,200,244

2%

Pro bono and discounted engagements1		

36,463,030

52,229,598

59,131,877

13%

Management costs		

13,332,068

11,885,499

20,092,499

69%

Total community investment1		

144,184,326

166,145,508

194,346,379

17%

1	Updated to align with London Benchmarking group principles
Note: Unless otherwise stated all CR data reflects the performance of our 21 largest firms.
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We aim to reach 15 million people,
NGOs and social and micro
enterprises by 2022

		

FY18

FY19

% Change

Total

NGOs		

13,824

37,963

175%

51,787

Social and micro enterprises		

1,127

1,666

48%

2,793

Students and educators		

3,150,082

5,281,716

68%

8,431,798

Total # of beneficiaries reached		

3,165,033

5,321,345

68%

8,486,378

Volunteer hours
		

FY17

FY18

FY19

% Change

Skilled + professional hours		

549,236

619,920

676,206

9%

General hours		

206,575

231,116

249,612

8%

Total # of volunteer hours		

755,811

851,036

925,818

9%

		

FY17

FY18

FY19

% Change

Skilled + professional participants		

32,091

29,514

29,716

1%

General participants		

27,613

31,059

31,568

2%

Total # of volunteers		

59,704

60,573

61,284

1%

PwC volunteers

Note: Unless otherwise stated all CR data reflects the performance of our 21 largest firms.
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Following the 2015 Rohingya refugee crisis, the PwC network set up semi
durable, primary healthcare structures at refugee camps in Kutupalong
and Balukhali through humanitarian efforts and programmes. Further
enhancements have been carried out so that the healthcare camps can
operate comfortably. These include windows and ventilators, shade nets,
solar lamps and fans, and wash facilities. From July 2018 to July 2019,
the camp had 57,275 patient footfalls (male 22,856, female 34,419) who
were provided free medical support. In addition, we are currently deploying
61 shelter units with comprehensive support infrastructure for sanitation,
clean drinking water and public lighting.

Environmental stewardship
Every business needs to address its environmental impacts, and in line with
societal expectations and the PwC values, we’re working to do just that.
We remain a proud signatory to the UN Global Compact and are
committed to operating responsibly in line with the ten principles. We are
using our skills and expertise to demonstrate how the UN Sustainable
Development Goals (SDGs) can be delivered and are also using technology
to raise awareness about the goals. PwC Netherlands has developed an
immersive VR experience that brings to life the urgency of the SDGs while
demonstrating how emerging technologies can solve some of the most
important problems of today.

65%

of our offices are powered
by renewable energy.
We are a member of RE100
and are on track to meet our
commitment to go 100%
renewable.

To address our environmental impacts, in FY18 we announced a global
commitment to drive efficiencies, go 100% renewable, and offset 100%
air travel emissions. This sets a strong and consistent baseline, with our
member firms being encouraged to set local targets to supplement and
build upon this ambition.
Greenhouse gas emissions (tCO2e)
		

FY17

FY18

FY19

% Change

Scope 1 (direct emissions from owned and
controlled buildings and vehicles)		

33,530

35,381

33,088

-6%

Scope 2 (indirect emissions from heat and
electricity)		

154,029

126,293

124,248

-2%

Scope 3 (air travel)		

431,286

426,945

504,962

18%

Total gross emissions		

618,845

588,619

662,299

13%

Per capita emissions (tCO2e/employee)		

3.42

3.18

3.19

0%

Renewable energy
(% of total energy consumption)		

55%

60%

65%

8%

Purchased carbon offsets		

185,931

151,000

557,589

269%

Note: Unless otherwise stated all CR data reflects the performance of our 21 largest firms.
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By the end of FY19, a large number of our member firms were working
towards our global ambition. Our environmental ambition now covers
nearly 90% of our global revenues.
This financial year, we made good progress in reducing the energy
consumed in our buildings and vehicles, decreasing our Scope 1 and
Scope 2 emissions by 6% and 2%, respectively. The proportion of
electricity coming from renewable sources also increased, from 60% in
FY18 to 65%, which supports our goal of becoming 100% renewable.
Business travel is a part of our business and, while our headcount has
grown, we have kept emissions per employee flat. This does mean,
however, that absolute emissions have increased.
Air travel remains our largest source of carbon emissions, and this year we
saw an increase in Scope 3 emissions. We are managing this by exploring
how to increase our use of online meetings and use less carbon intensive
forms of travel, such as rail, within the context of stricter travel policies.
To mitigate the impact of our air travel, and as part of our environmental
ambition, we are also now supporting a range of high-quality carbon
reduction projects. These projects not only reduce carbon emissions, but
allow us to take responsibility for our impact while we investigate longerterm solutions.
Examples of the offset projects we support include the Paradigm
Kenya Improved Cookstoves, which tackles household air pollution and
deforestation; Rimba Raya Biodiversity Reserve REDD+ in Indonesia,
which preserves carbon-dense tropical peat swamp by helping to halt
deforestation; and the award-winning Seneca Meadows Landfill Gas
Project in New York, which captures methane from waste to reduce GHG
emissions and generate renewable energy. The projects we are helping to
support have collectively impacted over 4.6 million people, protected or
restored 636,000 hectares of forest, and created over 480 new full time
jobs. Find out more about all our offset projects.

100%
of air travel offset in FY19

We are supporting a range
of high quality carbon
offset projects to mitigate
the impact of our air travel
emissions. Collectively these
projects have impacted over
4.6 million people, protected
or restored 636,000 hectares
of forest, and created over
480 new full-time jobs.

To raise awareness around climate change, and to coincide with World
Environment Day, we collaborated with WWF to shine a light on the
importance of wildlife and nature in providing a stable and benign planet
for humans, and the vital role business has to play. Called Our Planet:
Our Business, the film aims to build awareness of nature loss within the
corporate world. We hosted live screenings for our people and other
relevant audiences across the globe, giving them the opportunity to join
a lunchtime webcast or local events to hear from PwC experts and WWF
representatives.
Find out more about our approach to corporate responsibility and read
stories about some of our CR activities around the world.

Note: Unless otherwise stated all CR data reflects the performance of our 21 largest firms.
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Being open about how the PwC network is organised and governed, and the
high standards that we expect all PwC firms to follow, is important to us.
We understand the impact that our work can have on our stakeholders,
the capital markets, and the communities in which we operate. Therefore,
we wanted to share some details about our legal structure, our policies on
independence, and remuneration.
We believe that the key factors that differentiate PwC from our competition
are the talent of our people, the breadth of the PwC network, and the
standards with which PwC firms comply.

Doing the best we can
across the world is
essential to delivering the
right solutions for PwC’s
clients and stakeholders
and maintaining PwC’s
reputation for excellence.

Network standards, policies and governance
To support transparency and consistency, each PwC member firm’s
Territory Senior Partner signs an annual confirmation of compliance with
PwC’s standards.
Each member firm also has an elected governance board to oversee
the performance of the firm’s leadership and to provide direction and
guidance. While traditionally these governance boards have been made
up of partners from that firm, increasingly external independent people are
joining these boards or member firms are setting up additional advisory
bodies made up of external independent members. This is good practice
and we are encouraging its wider adoption across member firms in the
PwC network.
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Annual standard compliance confirmations cover a range of areas,
including independence, ethics and business conduct, enterprise risk
management, governance, anti-corruption, anti-money laundering, antitrust, insider trading and information protection. In addition, member firms
are required to confirm compliance with other business-related standards
(i.e. strategy and alignment, leadership and management, people, brand,
technology, investment, serving clients).
Confirmations are reviewed and member firms are required to develop an
action plan to address specific matters where they are not in compliance
and/or where process improvements are needed. The action plans are also
reviewed and their execution monitored.
All member firm partners and staff are also required to complete individual
Annual Compliance Confirmations indicating their understanding of, and
compliance with, those policies which are applicable to them.
There are some common principles and processes to guide PwC member
firms in applying PwC’s standards. Major elements include:
The way we do business
PwC member firms undertake their business activities within the
framework of applicable professional standards, laws, regulations and
internal policies. These are supplemented by a PwC Code of Conduct
applicable to all of their partners and staff.
Sustainable culture
To promote continuing business success, PwC member firms nurture a
culture that supports and encourages PwC people to behave appropriately,
with integrity and ethically, especially when they have to make tough
decisions.
PwC people have ready access to a wide array of support networks within
their respective firms – both formal and informal – and technical specialists
to help them reach appropriate solutions.
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Policies and processes
In addition to the common standards and policies of the PwC network,
PwC member firms also have access to common methodologies,
technologies and supporting materials for many services.
These methodologies, technologies and materials are designed to help
member firms, partners and staff perform their work more consistently, and
promote quality while supporting their compliance with the way PwC does
business.
Conflicts of Interest
Given the broad nature of our operations and the many clients that we
serve, PwC does face risks of potential conflicts of interest. We take any
potential conflict of interest very seriously and if a conflict is identified,
we take timely steps to resolve or remove it. PwC firms maintain internal
controls and processes to identify potential conflicts, comply with relevant
regulations. We also have in place programmes intended to reinforce the
need to act in accordance with PwC codes of conduct and frameworks for
ethical decision making at both a member firm and network level.

PwC Network approach to government roles and
assignments
PwC has put in place a set of principles that our Network expects to
be followed by all firms when hiring a former government official or
when someone from PwC takes a senior post in government, due to the
potential for conflicts of interest to arise. When we refer to government
in this instance, it covers not only organisations regarded as strictly
governmental, but also organisations that regulate or have public oversight
of the professional services that we provide.
Having a set of principles for use across the PwC network helps us take
a consistent approach and is intended to minimise potential conflicts and
avoid the perception that confidences gained from one role could be used
in another or for the advantage of a PwC firm.
Principles
When we recruit staff from governments and related agencies or when our
people leave to join those organisations, our principles are:
1. When
		
Government Officials join PwC, we uphold any professional
restrictions the government or the law imposes on them. Where there
are no rules, we put appropriate restrictions in place.
2. When
		
Government Officials join PwC they do not represent us in front
of those government bodies they previously represented for a period of
at least one year or for a longer period if prescribed by the government.
3. When
		
a senior PwC person joins a body that has regulatory oversight
of PwC and our practitioners, we advise the body of any ongoing
financial interest they have in PwC (e.g., pension arrangements), and
ask that the individuals are not involved in making decisions about
PwC for at least one year and until that financial interest concludes.
4. We
		 take steps to request retired partners advise us prior to accepting
appointments with any government body or regulatory agency so we
can uphold the practice outlined in point three (3) above.
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There will be differences in how these principles apply to local
circumstances for our member firms as local laws or regulations could
override the principles or provide additional requirements with which a
PwC firm must comply. However, we expect member firms to have a
common minimum approach in line with these principles.

Complaints and allegations – Speak Up. Listen Up. Follow up.
Our Code of Conduct lays out the framework and reinforces the
importance of conducting business according to professional standards,
laws, and regulations, as well as our own policies, values, and standards,
even as we work across borders. The Code of Conduct and behaviours
we seek to reinforce are brought to life in numerous ways for our people,
including formal training, leadership programmes emphasising a ‘Speak up
Culture’ and ‘Respect at Work’, and in our day-to-day work and handling
of complaints and investigations.
Speak up. Speaking up is crucial to our culture at PwC – it is a living
example of our values and an essential first step. Speaking up when
something doesn’t seem right demonstrates integrity and that we have the
courage to do the right thing. It helps to prevent mistakes and misconduct
and fosters innovation. Speaking up shows that we care about each other
and our business. And it helps us live up to our commitment to deliver
quality outcomes. Each PwC person – no matter what their level or role – is
empowered to speak up when dealing with a situation that doesn’t seem
right. Each has a responsibility to report and express their concerns.
Each member firm in the PwC network provides a mechanism to report
issues, which is available both internally and externally. There is also a
confidential global ‘Contact Us’ email option on pwc.com/codeofconduct
which is available to anyone who may have concerns to report at PwC
and beyond.
Listen up. Listening and collaboration means we consult with our colleagues
so that concerns are heard and addressed in an open and professional
manner. We consult with our supervisors, coaches, ethics teams and human
capital representatives. They are responsible for addressing and escalating
as necessary the issues brought to their attention.

Each PwC person – no
matter what their level or
role – is empowered to
speak up when dealing
with a situation that doesn’t
seem right.
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Follow up. For any allegation, complaint, or concern, we investigate and
address the situation in an appropriate way. If a concern is reported, it will
be handled with appropriate confidentiality and discussed with others only
as needed. Disciplinary action is taken as appropriate and in accordance
with established accountability frameworks in each member firm.
Non Retaliation. PwC is committed to protecting our people against
retaliation. Retaliation is serious misconduct that will not be tolerated, and
any PwC professional, whether a member firm partner or staff, who takes
retaliatory action will be held accountable.

Managing independence
As auditors of financial statements and providers of other types of
professional services, PwC firms and their partners and staff are expected
to comply with the fundamental principles of objectivity, integrity and
professional behaviour.
In relation to assurance clients, independence underpins these
requirements. Compliance with these principles is fundamental to the role
we play in the capital markets and serving our clients.
PwC has implemented policies and processes based on the ISQC1, issued
by the International Accounting and Auditing Standards Board, the Code
of Ethics for professional accountants issued by the International Ethics
Standards Board for Accountants (IESBA), and, where applicable, the
rules and standards issued by other regulatory authorities, such as the
US Securities and Exchange Commission, the PCAOB, and the European
Commission.
These policies and processes are designed to help PwC comply with
relevant professional and regulatory standards of independence that apply
to the provision of assurance services.
Where other local standards go beyond the international requirements,
compliance with those standards is also required of the member firm in
that jurisdiction.
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Each PwC firm has a designated partner with appropriate seniority and
standing, typically supported by other specialists, who is responsible
for managing the independence processes and providing support to
the business. Compliance processes rely on, among other things, a
combination of business activities and monitoring systems.
Managing independence requirements
PwC maintains a system identifying entities which are subject to
independence requirements for PwC firms and their partners and practice
staff. This drives many of PwC’s controls and processes and assists in
determining the independence status of entities before a PwC firm enters
into a new audit or non-audit engagement or business relationship.
PwC continues to invest in systems and processes that provide an
integrated approach that promotes compliance and data quality.
Firm and personal relationships independence requirements apply to the
interests and relationships of each PwC firm and to their partners, as well
as to practice staff involved in providing services to an assurance client
or its related entities. The independence requirements are set out in the
PwC Independence Policy, supplemented by any local requirements. Key
controls include:
•	Monitoring of investments acquired and held by each firm, and their
partners and practice staff managers
•	Annual independence compliance confirmation – every partner and
practice staff member is required to complete an annual confirmation
of their compliance with relevant aspects of the independence policies,
including personal independence
•	Personal independence compliance testing – all PwC firms conduct
personal independence compliance testing on a random sample basis
as a means of testing compliance with personal independence policies
•	Approval of joint business relationships – before a PwC firm enters into
a new joint business relationship, it must evaluate it for compliance
with the PwC independence policies. All PwC firms are required to
periodically review such joint business or financial relationships to
ensure their ongoing permissibility
•	A rotation tracking system that monitors compliance with requirements
relating to the rotation of audit engagement leaders and other key audit
partners.
Controls over non-audit services
Before providing non-audit services to entities that are subject to
independence restrictions, all PwC firms are required to obtain
authorisation from the group audit engagement partner responsible for
services to that entity (or a related entity). We are continually investing
in improving our support system, indicating PwC’s commitment to
have effective, efficient, and technology-enabled processes to support
independence.

pwc.com/annualreview

PwC’s Global Annual Review 2019

To assist this process and promote understanding of the independence
requirements that apply, PwC has developed a comprehensive set
of policy and supplementary guidance documents that address the
provision of non-audit services to audit clients and their related entities.
These documents are based on the provisions of the International Ethics
Standards Board for Accountants (IESBA) Code of Ethics, as well as the
rules and standards issued by other regulatory authorities. PwC firms
supplement this for local standards.
Our member firms are required to only provide those non-audit services to
our audit clients that are permissible under the applicable rules. In many
instances, these non-audit services are required by law or regulations to
be performed by the auditor. However, while ensuring we have the right
controls in place regarding the provision of non-audit services to audit
clients, we are also conscious of the impression that the sale of non-audit
services to our audit clients can create and some misconceptions that
exist around this.
In FY19 over 70% of revenues from our audit clients in major global
indices were for audit services, and less than 30% for non-audit services.
The level of provision of non-audit services to audit clients is also declining
with the figures in FY18 for the same group of clients being 69% audit
services and 31% non-audit services, and for FY17, 68% audit services
and 32% non-audit services.
Revenues from audit clients

30%

31%

32%

70%

69%

68%

2019

2018

2017

70%

of revenues from our
audit clients in major global
indices were for audit
services

n Audit services n Non-audit services
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We are very conscious of the need to be independent and to be
transparent about how we deal with independence. We also firmly believe
that having an array of skills and competencies within our member firms is
fundamental to delivering audit quality. In addition, the ability to attract and
retain talent by offering diverse and challenging career opportunities will
continue to be essential in delivering quality audits, particularly as the audit
evolves into the future.
Consultation and training
Consultation by engagement teams on independence issues is embedded
in the PwC culture. Teams are encouraged to consult with independence
specialists when a matter is complex, or in the case of doubt.
PwC’s processes are supported by training of partners and staff. All PwC
firms are required to develop and implement a training plan to provide
partners and practice staff with annual or ongoing training relating to
independence appropriate to their position and role.
Monitoring
Each PwC firm is responsible for monitoring the effectiveness of its quality
management systems.
This includes performing reviews of the PwC member firm’s systems
and procedures, and sample reviews at the individual engagement level,
including the approval and conduct of non-audit services.
These reviews include a focus on independence and application of
required policies and processes.
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PwC monitors each firm’s compliance with professional standards and
policies, including those relating to independence, through visits to PwC
firms. The monitoring programme is based on professional standards
relating to quality control, including ISQC1, PCAOB Quality Control
Standards and other applicable professional standards.
Any departure from independence requirements in the PwC independence
policies and/or external regulations is evaluated. PwC firms follow the
relevant procedural steps set out in the IESBA Code of Ethics and/or
that are issued by other regulatory authorities, which involves discussion
with those charged with governance of the client regarding the nature of
the breach, the impact on objectivity, and whether steps can be taken to
address any threats to independence.
PwC firms also follow applicable local requirements relating to the
reporting of independence matters. Disciplinary measures may follow.
Acquisitions
PwC has established protocols and processes that are followed for any
proposed acquisition of another entity by a PwC firm to ensure that any
independence issues are identified and addressed.
In FY19, PwC firms completed nine acquisitions in our Advisory practice
and formed four alliances and strategic investments around the world
in our Assurance and Advisory practices – expanding our professional
capabilities in strategic areas such as data analytics, user experience,
digital transformation, and healthcare technology.

Partner remuneration
An essential element of PwC’s ethos is a set of common principles for
remuneration of partners in PwC firms, based on partner performance and
quality of work.
The underlying premise of the partner income philosophy is to encourage,
recognise and reward partners as individuals and as members of teams,
but also as owners of the business. Reward is based on their contribution
to their respective firms and, where relevant, to the wider network.

We’re committed to the
development of all our
partners and staff in all parts
of our business around the
world.

Quality is one of the most important measures in assessing a partner’s
contribution.

Continuing education
We’re committed to the development of all member firm partners and
staff in all parts of the PwC businesses around the world. We invest in
leadership development to ensure we set the right tone at the top and
create a positive working environment where people can grow and reach
their full potential. Investing in the development of our people also allows
us to continually improve the quality of our services.
Our Network Leadership Development Programme is designed to
accelerate the development of approximately 200 select member firm
partners annually, thereby building our leadership bench strength for the
future. Now in its third year, this 22-month experience provides participants
with the opportunity to engage in a series of assignments and formal
learning activities, several team challenges, leadership networking and
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connections with an assigned mentor. In addition, there are two in-person
events that feature intensive cultural and business immersions in important
and diverse markets around the world, such as China, India and the
United States.
We also offer online learning tools and resources through Vantage, a cloudbased innovation that delivers training on a wide range of topics to our
276,000 people across the network. This platform enables all our people to
customise their learning for both content and usage. An innovative feature
includes Playlists, a way to create personalised learning by grouping
together a combination of podcasts, videos, websites, reading articles and
job aids, that can be saved and played back at a time that suits the user,
and shared with others. A simple but engaging and effective way of helping
individuals to personalise and take control of the learning they need and
access it anytime. Learn more.
Learning and education in our Assurance practice
The PwC approach to Assurance learning and education is to provide
access to a curriculum of formal learning and technical courses needed to
prepare staff and partners for the delivery of quality assurance services.
In some cases, PwC member firms may supplement this curriculum to
address additional local training needs.
PwC member firms are committed to delivering quality assurance services
around the world. To maximise consistency in the network, the curriculum
provided covers the PwC audit approach and tools; updates on auditing
standards and their implications; and areas of focus in specific audit risk
areas and/or areas of focus for enhanced quality.
This curriculum is designed using a blend of delivery approaches, which
include remote access, classroom learning and on-the-job support. The
curriculum supports PwC’s primary training objective of audit quality, while
providing practitioners with the opportunity to sharpen their professional
judgment, scepticism, technical and professional skills.
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The curriculum is available to the network in multiple modules, allowing
PwC member firms to select when they will deliver different portions of the
curriculum based on local needs.
The conversion to modular content along with other innovative learning
approaches have led to formal recognition from the broader learning
community. In both 2017 and 2018, PwC’s Learning and Education won a
Brandon Hall Group silver award for excellence in the ‘Best Strategy for a
Corporate Learning University’.
While our classroom materials have a variety of designs and formats that
deliver the learning experience, all follow consistent principles:
• Focus on practical application
• Simulate on-the-job experiences
• Make it real
• Make use of technology in the classroom where appropriate
Our remote access materials – available through the new learning platform
Vantage – also have a variety of designs and formats that deliver the
learning experience, including the following:
•	eLearns that allow participants to work at their own pace, access
learning when needed, and provide feedback. Some examples include
a simulated on-the-job experience in an immersive solution; use of
gamification; and individualised, real-time feedback and coaching based
on choices made by the learner during the eLearn
•	Microlearning, how-to videos and performance support videos that
are accessible at time of need and are small, easy-to-absorb learning
activities. These learning activities range from short lessons on how to
use technical tools, to on-the-job-support to reinforce concepts learned
in formal training.
In 2019, we won two Brandon Hall Group bronze awards for excellence in
the ‘Best Use of Games and Simulations for Learning’ for two courses we
created that simulated on-the-job experience decisions using gamification/
learning game theory and which provided real-time feedback and coaching
based on choices made by the learner during the training.

Legal structure, ownership, network arrangements and
leadership
Network arrangements and member firms
In many parts of the world, the right to practise audit and accountancy
is granted only to firms that are majority-owned by locally qualified
professionals. PwC is a global network of separate firms, operating locally
in countries around the world.
PwC firms are members of PricewaterhouseCoopers International Limited
and have the right to use the PricewaterhouseCoopers name.
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As members of the PwC network, PwC firms share knowledge, skills and
resources. This membership facilitates PwC firms to work together to
provide quality services on a global scale to international and local clients,
while retaining the advantages of being local businesses – including being
knowledgeable about local laws, regulations, standards and practices.
PricewaterhouseCoopers International Limited
PricewaterhouseCoopers International Limited (PwCIL) is a UK private
company limited by guarantee. PwCIL acts as a coordinating entity for
PwC firms and does not practise accountancy or provide services to
clients. PwCIL works to develop and implement policies and initiatives to
create a common and coordinated approach for PwC firms in key areas
such as strategy, brand, and risk and quality.
PwC firms use the PwC name and draw on the resources and
methodologies of the PwC network. In return, member firms are required to
comply with common policies and the standards of the PwC network.
Network Leadership Team
The Network Leadership Team (NLT) sets the overall strategy for the PwC
network and the standards to which PwC firms agree to adhere. The NLT
is made up of the Chairman of the PwC network, the senior partners of the
US, the UK and China member firms, and a fifth member appointed by the
Global Board, currently the chairman of PwC Europe. The Chairman of the
PwC network and the fifth member may serve for a maximum of two terms
of no more than four years each in their respective capacities. The terms of
the other NLT members are limited by the arrangements in their respective
firms. The NLT typically meets bi-weekly and on further occasions as
required.
Strategy Council
The Strategy Council, which is made up of senior partners of the 21 largest
PwC firms and regions, agrees on the strategic direction of the network
and facilitates alignment for the execution of strategy. The Strategy Council
meets on average four times a year.
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Global Leadership Team
The Global Leadership Team (GLT) is appointed by, and reports to, the
NLT. Its members are responsible for leading teams drawn from PwC
member firms to coordinate and lead PwC’s activities across all areas of
the business. The GLT typically meets monthly and on further occasions as
needed.
Global Board
The Board, which consists of 18 elected members, is responsible for the
governance of PwCIL, oversight of the Network Leadership Team, and
approval of network standards.
The Board does not have an external role outside PwC. Board members
are elected every four years by partners exercising their votes through their
member firms. The current Board, with members from 13 countries, took
up office in April 2017.
Board members may serve a maximum of two terms of four years each.
During FY19, the Board met 11 times, either in person or by conference call.
Transparency
Many PwC member firms publish annual transparency reports disclosing
information relating to legal structure and ownership, governance
structure, internal quality control system, quality assurance, education
and independence practices, and partner remuneration. To read
transparency reports for PwC member firms in the EU, click here.
Other PwC member firms that publish transparency reports include our
firms in the UK and Australia.

© 2019 PwC. All rights reserved. PwC refers to the PwC network and/or one or more of its member firms,
each of which is a separate legal entity. Please see www.pwc.com/structure for further details.
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Our people are the heart of our organisation, and we invest significant
resources in making PwC a great place to work.
With over 276,000 professionals around the world, we come from many
different backgrounds and places. Guided by our purpose, culture and
values, we work together to build trust in society and solve problems for
clients and the communities in which we live and work.
In FY19, PwC’s global headcount grew 10% to 276,005 people. We saw
the largest headcount increases in Central and Eastern Europe (19%),
Western Europe (17%), and Australasia and Pacific Islands (17%). The
PwC network’s global presence remains strong with 1,008 offices in 742
locations across 157 countries.
PwC people by region
FY19

FY18

Growth

Americas

73,801

71,222

3.6%

Asia

73,856

68,963

7.1%

Australasia and Pacific Islands 10,444

8,966

16.5%

Central and Eastern Europe

13,695

11,538

18.7%

Western Europe

88,064

75,151

17.2%

Middle East and Africa

16,145

15,090

7.0%

276,005

250,930

10.0%

Total

276,005
PwC people around
the world
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PwC people by service line
FY19

FY18

FY17

115,438

107,691

103,019

Advisory

68,194

62,613

58,817

Tax

55,261

50,243

46,904

Support staff

37,112

30,383

27,495

276,005

250,930

236,235

FY19

FY18

FY17

11,464

11,093

10,865

222,275

201,164

188,406

42,266

38,673

36,964

276,005

250,930

236,235

Assurance

Total

10%

Increase in global headcount
in FY19

PwC people and partners

Partners1
Client service staff
Practice support staff
Total

Upskilling our people
The world of work is changing rapidly. Like many of our clients, we’re going
through a digital and workforce transformation ourselves to adapt and get
ready for the future.
To continue to serve our stakeholders and deliver on our purpose, we need
to help our people prepare for the changes that lie ahead and create an
environment where people and technology thrive together to accomplish
more than they could apart.
We are investing heavily in upskilling our people. Our goal is to provide our
people with dedicated time to invest in developing the skills required to be
successful in the digital world and to provide the best programmes and
tools for them to do so.
We offer a range of different programmes and tools to unlock the creativity
and innovative power of our people to provide new solutions and improve
the efficiency and impact of our services. For example, in the US, over
28,000 people are taking part in our Digital Academies – two-day courses
on bots, automation, and dynamic visualisation capabilities.
Globally, we also offer a Digital Fitness app, which provides people with
a personalised assessment of their own digital acumen. To date, over
100,000 PwC people are actively using the app. Another tool is Vantage,
a sophisticated learning platform which gives people direct, easy and fast
access to a wealth of learning content from PwC and beyond.
1	The prior year figures above have been restated to include Partner admissions on 1 July for the relevant year.
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And we’re rolling out other training modules across the world, including
Learning Bursts – dynamic alerts pushed to our people to make sure that
digital remains top of mind, and Personal Trainers – aligning specialists to
those seeking training in particular areas.

Using data and technology to improve the people
experience
FY19 also marked a major transformation in terms of our people
processes, which were standardised and streamlined through the
implementation of one consistent global human capital management
system – Workday. The project was all about simplifying processes in order
to create the people experience we’re looking to deliver. Our continued
focus on realising the benefits of this technology (among others) supports
our culture which is data-driven, technology-enabled and people-led.

Welcoming new joiners
In FY19, 69,734 people joined PwC firms – including 38,053 graduates and
school leavers and 26,749 experienced professionals. This is a testament
to our continued attractiveness as an employer of choice.
PwC people by new joiners
FY19

FY18

FY17

Graduates and school leavers 38,053

27,016

28,238

Experienced professionals

26,749

32,924

25,982

4,932

4,836

5,032

69,734

64,776

59,252

Support staff
Total

69,734
People joined PwC in FY19

Graduate recruits
PwC is among the largest recruiters of graduates in the world and in
addition to graduates, we are increasingly working with schools to recruit
apprentices from a wide range of educational backgrounds. We are
committed to attracting the best people to PwC and offering them exciting
career opportunities.
Student surveys confirm that PwC is one of the most attractive
organisations for graduates.
As we continue to embed technology across the PwC network and digitise
our services, we’re increasingly looking for graduates with degrees in
science, technology, engineering and mathematics.
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PwC in student rankings

Globally, PwC was ranked the third most attractive
employer among all employers in 2019 – up from
sixth position in 2018
Source: Universum

Among the Big Four networks, PwC was named
the second most attractive employer worldwide
for business students and third most attractive
for engineering/IT students in 2019
Source: Universum

According to Universum, PwC is among the most attractive employers in
Sweden (#5)
Singapore (#7)
China (#8)
Switzerland (#10)
Germany (#11)
the US (#11)
South Korea (#16)

In the UK,
PwC came
second in the
Times Top
100 Graduate
Employer of
Choice ranking

In Brazil, PwC was
ranked the most
attractive employer for
IT students among the
Big Four in 2019
Source: Universum
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Encouraging international moves
PwC’s international mobility programme is extensive and key to helping
us build the global acumen of our people so they can best support our
multinational clients. Our strategy continues to evolve to support client
needs, drive business growth, enhance quality, and create opportunities
for our people. In FY19, the total number of new international moves
increased by 10% to 3,294 – up from 3,006 in FY18. These moves took
place across 118 countries, compared to 112 countries in FY18.
Looking at different types of mobility, new long-term international
assignments increased by 2% (1,072), new short-term assignments
increased by 15% (1,337), and international transfers increased by 12%
(885). The proportion of new international moves undertaken by women
was 45% (FY18: 43%).

Creating a positive workplace
Every year, we conduct a survey to find out how our people feel about
working at PwC. This year, 81% took part in the survey (2018: 81%).
At 75%, our global people engagement score is consistent with last
year (2018: 74%). This score reflects the extent to which employees feel
passionate about their jobs and are committed to the organisation.
The vast majority of the 202,973 people who completed the survey told
us that they are proud to work at PwC (83%), would recommend PwC as
a great place to work (73%), and expect or plan to be working at PwC 12
months from now (73%).
Our people also tell us PwC is a place where they can grow and achieve
their career ambitions, with 78% agreeing they have the opportunity to
work on challenging assignments that contribute to their development
(2018: 77%).

83%

Of our people are proud to
work at PwC

Building a culture that inspires people to learn is important too and here we
are seeing positive results. More than three quarters of our people (79%)
feel they are encouraged to try new things and learn from failure, up from
76% last year.
But there are also opportunities for us to improve. The percentage of
PwC employees who feel that the people they work for are considerate of
their life outside work has remained static at 65%. On the upside, 80% of
people say their team leaders trust them to use flexibility options without
compromising the quality of their work.
We continue to invest in programmes to help our people work flexibly and
manage their energy and personal wellbeing so they can be their best
selves at home and at work. Read about some of the everyday habits
we’re encouraging our people to embrace.
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The firm’s upskilling
programme has equipped
me with the tools to
make me an even better
storyteller.

Kiran Rane
Senior manager,
Advisory practice,
PwC US

Results of our 2019 Global People Survey (% of people agreeing)

83%

I am proud to work for PwC

81%
I would recommend PwC as a great place to work

73%
71%

I expect to be working at PwC 12 months from now

73%
72%

78%

I have the opportunity to work on challenging
assignments that contribute to my develoment

77%
The people I work for are considerate of
my life outside of work

65%
65%

n FY19 n FY18
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New world. New skills.
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We know that automation is threatening many existing jobs, and that
there is a severe shortage of qualified talent for the new digital economy.
Together, these trends have broadened the gap between the skills people
have and those needed for a new world.
There is an urgent need for organisations, governments, educators and
citizens to come together to fix this growing problem. Business has an
important role to play. We are committed to playing a part in tackling this
growing mismatch. We’re aiming to help millions of people around the world
improve their understanding, skills and knowledge for the digital world.
We will achieve this by accelerating the upskilling of our own people,
helping other organisations prepare their workforces, convening
stakeholders including governments and institutions, and making upskilling
a key focus of our community programmes. Over the next four years, we
are investing US$3 billion, primarily in training our people, and also in
developing and sharing technologies to support clients and communities.

Accelerating the upskilling of our own people
We are focused on digitally upskilling all of our 276,000 people. We
will roll out different programmes that meet their particular needs, from
skills academies to digital fitness apps to leadership development. A
proportion of our workforce will develop specialist skills in areas including
data analytics, robotics process automation and artificial intelligence
for use in their work. For others, it’s about understanding the potential
of new technologies so they can advise clients, communities, and other
stakeholders. Read more.
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Helping organisations prepare their workforces
We’re helping organisations in the public and private sectors to anticipate
the skills they will need in the future, and work together on comprehensive
solutions. Find out more.

Convening debate
Each nation will need to approach upskilling differently. This is a global
issue, but each country will need to address it in light of their economy,
demographics and access to technology. Therefore, we want to convene
discussions and work with a broad group of stakeholders to help find
solutions that work in each country.

Making upskilling a focus of our community initiatives
We know the digital divide exists and is becoming more pronounced. It is
also likely to affect the most disadvantaged more acutely. Therefore, while
many of our community initiatives are already focused on upskilling, we
want to direct more of them to this area.

When you think about
technology specifically
in organisations, it is
impacting every single
job.
Carol Stubbings
Global Leader, People and
Organisation, PwC UK

We also want to support the next generation. As a large employer, we
have good relationships with schools and are working to upskill students
and teachers.
For example, our Access Your Potential programme in the United States
focuses on building the skills of teachers and students to ultimately build a
more diverse tech-enabled workforce. In the United Kingdom, through the
Tech She Can Charter, we are working with many organisations that share
our vision to increase the number of women working in technology roles.
Find out more about our impact on society and key highlights for FY19.
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Our approach to delivering quality services across
all our operations and network
Focus on Quality...
The quality of our work is at the heart of our organisation and we invest
significant and increasing resources in its continuous enhancement across
all of our businesses. This investment is targeted into many different areas,
including training (technical, ethical and behavioural), methodologies,
adding resources in key areas and exploring new ways of delivering our
work. Each investment reflects a common determination to understand the
factors that drive quality and identify opportunities for enhancement.

We are investing heavily
in new technology to drive
continuous improvement
in the capabilities and
effectiveness of all our
services.

We are also investing heavily in new technology to drive continuous
improvement in the capabilities and effectiveness of all of our services.
We are proud to have been the first of the global professional services
networks to have published its internal audit quality inspection results. It is
very important that we are transparent about both the efforts that we are
making to enhance quality, and also the results and the impact that these
efforts are having. The publication of this data over the last few years,
along with public discourse on the subject of the audit, has quite rightly
put an increasing focus on the issue of audit quality, which we discuss in
detail below.
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… right across all our businesses
The quality of our work across the full range of our services, including
Tax and Advisory, is equally important and it has been a key focus for us
internally both in terms of how best to test, measure and enhance quality,
but also the levels of investment we need to make to ensure our quality is
at the level we and our stakeholders expect.
Some examples of how we are looking at quality across our Tax and
Advisory business include:
•	More than 30 of our largest firms across the PwC network have
established tax policy panels. A Tax Policy Panel comprised of
senior partners and subject matter experts who determine whether a
potential tax project or advice position fits with our brand values and
our Global Tax Code of Conduct
•	To continue to enhance the quality of our large-scale Advisory projects,
we undertake ‘in flight’ reviews to check on progress against objectives
and successful and timely delivery so that we may make any necessary
changes and adjustments. In FY19, over 200 in flight reviews were
undertaken on projects carried out by our 21 largest firms around
the world.

30+

of our largest firms across
the PwC network have
established tax policy panels
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Definition and culture
At PwC, we define quality service as one that consistently meets the
expectations of our stakeholders and which complies with all applicable
standards and policies.
An important part of delivering against this quality definition is building a
culture across a network of 276,000 people that emphasises that quality is
the responsibility of everyone. Continuing to enhance this culture of quality
is a significant area of focus for our global and local leadership teams and
one which plays a key part in the measurement of their performance.

Measurement and transparency
For all our businesses, each PwC firm – as part of the agreement by
which they are members of the PwC network – is required to have in place
a rigorous quality management system (QMS); to annually complete a
QMS performance assessment; and to communicate the results of these
assessments to global leadership. These results are then discussed in
detail with the leadership of each local firm and if they are not at the
level expected, a remediation plan is agreed with local leadership taking
personal responsibility for its successful implementation.
As our services change and develop, and the needs and expectations of
our stakeholders also change, we are continually reviewing and updating
the scale, scope and operations of our quality management systems
and investing in programmes to enhance the quality of the services that
we provide. For example, we have recently renewed our focus on ‘tone
at the top’ of our organisation and are creating the right culture for high
performance and high quality. Knowing how important tone at the top
is, we are implementing an enhanced and consistent measurement of
leadership effectiveness and quality right across our network.

Specific focus on audit quality
Delivering quality audits is core to our purpose. To that end, our member
firms are committed to providing a quality audit. However, where our work
falls below the standards that we set for ourselves and are set by the
regulators, we are disappointed and also criticised. We take each of these
instances very seriously and work hard to learn lessons and to enhance
the quality of audits that we undertake in the future.

The right objectives and capabilities…
To help our member firms put this strategy into effect, the PwC network
has established clear objectives around audit quality and provides
support to help those firms meet these objectives. Our member firms can
only deliver quality audit services if they have access to the necessary
capabilities – both in terms of people and technology. That’s why our
quality objectives focus on having the right capabilities – both at a member
firm level and across our network – and on using these capabilities to meet
our own standards and the professional requirements. These capabilities
can only be developed under the right leadership and quality culture,
promoting the right values.
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James Chalmers
Global Assurance
Leader, PwC

Enabled by technology
New technologies will transform the way audits are performed in the
future, resulting in a step-change in quality, insight and experience for
audit professionals and clients. Aura – our enterprise resource planning
system for the audit – is at the heart of how we build and execute the audit
plan, and drives global quality and consistency. Our latest release – Aura
Platinum – is cloud-based and lays the foundation for future digitisation
and automation.

Delivering quality audits
is core to our purpose
of building trust in society
and solving important
problems.

The PwC network has
established clear objectives
around audit quality and
provides support to help our
member firms meet these
objectives.

We are already trialling GL.ai globally, our ground-breaking bot that
detects anomalies in a company’s general ledger using advanced artificial
intelligence (AI) technology. Innovations such as these are the foundations
for a future where AI and automation will enable people and technology
to collaborate in new ways to create the next generation audit – with
unparalleled speed and accuracy; where technology eliminates human bias
and error and augments human judgment; and where vast volumes of data
can be analysed and interpreted in seconds using advanced analytics and
visualisation.

Integrated and aligned in the right way
The quality objectives focus on having the right people supported by
effective methodologies, processes, and technology appropriately directed
and supervised. These represent the capabilities that we believe are
relevant to achieving and sustaining audit quality. To help our member
firms achieve these objectives, we also have a number of dedicated
functions at a network level that develop practical tools, guidance and
systems to support and monitor audit quality across our network. We’ve
integrated and aligned these elements to create a comprehensive, holistic
and interconnected quality management framework that is tailored to
reflect the individual circumstances at each member firm across the PwC
network.
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Delivering a quality end-product consistently
Central to the framework is the recognition that quality management is
not a separate concept; it needs to be embedded in everything we do as
individuals, teams, firms and the network. To support consistency and
guide member firms, the quality objectives are supported by designated
key activities which are considered necessary to achieve the quality
objectives, focused mainly on building a quality infrastructure and
organisation. Member firms supplement and design those key activities
as appropriate to respond to risks they have identified to achieving each
quality objective.

Values and judgments
Performing quality audits requires more than just the right processes.
At its core, an auditor’s role is to assess with a “reasonable” degree of
assurance whether the financial statements prepared by the company’s
management are free of “material misstatements” – reaching a professional
judgment on whether the financial statements present a fair picture of
the company’s financial performance and position. To carry out this
assessment effectively, the auditor needs to use all the capabilities that
have been built up in line with our quality objectives. These include
applying ethical behaviour in accordance with PwC’s values, professional
scepticism, specialist skills and judgment – all supported by state-of-theart technology.
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Measuring the quality of our audits - internally
Monitoring and measuring our quality results and recognition and
accountability for quality are important aspects of continuous
improvement.
A vital component of any quality audit is fulfilling the requirements of the
applicable auditing and professional standards, such as independence and
ethical requirements.
As part of our internal monitoring, we regularly perform independent
reviews of a sample of completed audits to check whether the audit
evidence gathered is sufficient and reliable and complies with relevant
standards. We learn from these reviews and take steps to respond in an
appropriate way to address and remediate potential root causes, including
making changes to the quality management system when needed.

Results of our internal audit inspections

5.1%
94.9%

7.8%
92.2%

8.8%
91.2%

Between 2015 and 2019,
we reviewed a total of

9,415 audits
by member firms worldwide.

2019

2018

n Compliant audits (%) n Non-compliant audits (%)

2017
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Results of our internal audit engagement reviews:
2019

2018

2017

2016

2015

1,768

1,890

1,870

1,977

1,910

Compliant (%)

76.5%

76.0%

72.8%

74.4%

75.4%

Compliant with review matters (%)

18.4%

16.2%

18.4%

18.9%

18.3%

Total compliant (%)

94.9%

92.2%

91.2%

93.3%

93.7%

91

147

164

132

120

5.1%

7.8%

8.8%

6.7%

6.3%

Total audit engagement reviews

Non-compliant
Non-compliant (%)

Between 2015 and 2019, we reviewed a total of 9,415 audits by member
firms worldwide, and the results are set out in the table above. 44% of
those audits were ‘public interest entities’ (essentially listed and other
significant companies) – and amongst these, 225 were classified as noncompliant over the five years. After a detailed evaluation of the instances
of non-compliance, we observed that the vast majority of the instances of
non-compliance did not involve inappropriate opinions being issued. Nor
required a restatement of the audited organisation’s financial statements
and/or for the audit opinion to be withdrawn or reissued, but rather a need
for improvement in how the audit work was performed and documented.
We continue to invest heavily in enhancing audit quality, continuously
review the clients with whom we work, and reassess what we believe to
be appropriate. We know that we have more to do and that we need to
reduce the level of non-compliant audits further. We remain committed to
additional investment and actions needed to further enhance quality at
both a local firm level and across the PwC network.
We take all instances of non-compliance seriously, and each member firm
acts to understand the circumstances which led to its quality objectives
not being met, to identify the potential root causes of the problem, and to
make improvements to its controls, systems or approaches as needed to
stop it from happening again. Our member firms also reflect quality in the
evaluation, reward and accountability of the relevant audit partners and
leadership teams.

And externally, through the eyes of the audit regulators
In addition to our internal review programme, our member firms are
subject to monitoring and inspection by external regulators. Some 55 of
these regulators are members of the International Forum of Independent
Audit Regulators (IFIAR). In 2015, as an initiative to improve audit quality,
nine leading audit regulators represented on IFIAR’s Global Audit Quality
Working Group, and the six biggest global audit networks agreed on a
target to decrease the proportion of audits of listed public interest entities
identified with findings from regulator inspections on an aggregate basis.
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Starting with a baseline result for the six networks of 39% of audits with
findings in IFIAR’s 2015 Survey, the target was to reduce that figure by
at least 25% over a four year period on an aggregate basis, to below
29% which will be reported in the 2019 IFIAR Survey to be published in
2020. The equivalent figure for PwC for these nine regulators indicates a
reduction from 34% in 2015 down to 20% in the 2018 survey published
in May 2019. We believe we are on track to meet our element of the IFIAR
target in respect of the 2019 Survey.

As part of our network
audit quality management
framework, PwC’s member
firms make significant
investments in audit quality.

Impact of non-compliance
Where an audit is deemed to be non-compliant, we consider what,
if any, impact this may have on the financial statements of the entity.
This exercise is being undertaken for the recently completed inspection
cycle and we will update this website with the latest data as soon as it
becomes available. For the 2018 inspection cycle, of the 1,890 audits that
we reviewed through our own inspection process, 147 were rated as
non-compliant, and of these non-compliant audits, six required a
restatement of the audited organisation’s financial statements and/or
for the audit opinion to be withdrawn or reissued.

Engaging with stakeholders
As part of our network audit quality management framework, PwC’s
member firms make significant investments in audit quality. Each
investment reflects a common determination to understand the factors that
drive quality, to identify opportunities for improvement, and to make those
enhancements promptly to prevent issues from recurring.
The depth and breadth of resources across our global network aim to
help firms understand different industry sectors and their emerging risks
and challenges – in turn positioning our firms to anticipate, identify and
address audit issues. What’s more, our common standards provide a basis
for regular and productive interactions with audit committees, boards and
regulators worldwide. And we are eager to keep engaging with others to
share, listen and learn – while continuing to invest in enhancing the quality
of every audit we undertake.
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