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@ Introduction

hen an organism’s environment changes, it either evolves to meet the
demands of its new world or it becomes extinct. So it is in business. In less than
a generation, the business world has been transformed in terms of methods,

O,

Organizations
that have evolved
have grown and
prospered. Those
that have not,
have failed. At the
same time, new
organizations
have sprung

up to exploit
changes. Those
well-suited to the
environment will
flourish. Those
ill-suited to it

will perish.

1 See also Adapt or disappear: To navigate inevitable upheaval, internal audit must lead the way, Deloitte, 2015,
<http://www2.deloitte.com/content/dam/Deloitte/za/Documents/risk/ZA_Risk_AdaptorDisappear_120815.pdf>

markets, technologies, regulations, and risks.

Similar dynamics exist for functions within organizations. Those that evolve to meet
the changing needs of the organization thrive and remain relevant. Those that do not
become marginalized and irrelevant.

Deloitte’s 2015 publication Adapt or Disappear’ first sounded this evolutionary theme
for Internal Audit. The intense interest and positive response to that article led to
development of Deloitte’s Global Chief Audit Executive (CAE) Survey, the results of
which are reported here.

Our research found that CAEs have serious concerns. They know that their
organizations are changing—that's been the case for a while. They also know that
Internal Audit needs to respond to meet the changing needs of their organizations.

Those organizations need Internal Audit to inform them about the future rather than
only report on the past. They need insights as well as information, advice as well as
assurance. They need reviews of not only financial and operational controls, but also
of strategic planning and risk management processes. They need internal auditors to
apply their rigor, objectivity, independence, and skills in new ways.

As the results of this survey indicate, Internal Audit will have to evolve in specific ways
in order to meet these needs. The needed changes are clearer than ever. CAEs must

now lead their functions to take the next critical steps. In addition, Internal Audit's key
stakeholders, notably the audit committee and the executive team, must support the

function as it takes those steps.



® Executive summary O

Introduction s the findings of Deloitte’s Global CAE Survey show, CAEs understand that
Internal Audit faces the need to change, yet many are struggling with how to act on
that understanding. These findings vividly portray key aspects of this struggle.
The change imperative

Together with Deloitte’s observations, they also indicate ways in which

Build influence and impact Internal Audit can evolve to increase its value to the organization.

Strengthen the skillset
More than 1,200 CAEs participated in this survey, a response that

Address critical skill gaps signifies their deep interest in the changes affecting Internal Audit, and
in how they should respond. Spanning 29 countries and a wide range
Use innovative resourcing models of industries, this research gauged CAEs' thinking about their functions'’

status, capabilities, activities, roles, and resources currently and over the

Embrace analytics next three to five years.
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@ Executive summary contnued

Among the key findings are these:
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CAEs recognize the need for
change.

Internal Audit needs more
impact and influence.

Gaps in skills must be
addressed.

Use of alternative resourcing
models will expand.

Analytics presents major
opportunities.

@ O
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Dynamic reporting is poised
to increase.

Advisory services will expand.

Innovation is important too.

Reviews of strategic planning
and risk management will
increase.

Stable Internal Audit budgets
may present challenges.
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@ Executive summary contnued

CAEs recognize the need for change. The

status quo is not an option when 85 percent of

CAEs expect their organization to change moderately
to significantly in the next three to five years, and
nearly as many (79 percent) expect similar change in
Internal Audit. The survey also found that most CAEs
believe that management and the audit committee
will expect Internal Audit to step up to meet

new challenges.

Internal Audit needs more impact and
influence. Only 28 percent of CAEs believe that their
functions have strong impact and influence within
the organization. A disturbing 16 percent noted that
Internal Audit has little to no impact and influence.
Meanwhile, almost two-thirds believe that Internal
Audit’s strength in these areas will be important

in the coming years. This disconnect—between
current and needed impact and influence—must
be addressed, for the good of Internal Audit and the
organization.

Gaps in skills must be addressed. More than
half of CAEs (57 percent) are not convinced that
their teams have the skills and expertise needed to
deliver on stakeholders' current expectations—Ilet
alone future demands. If Internal Audit can't fulfill
stakeholder expectations, how can it exert influence
and have an impact on the organization?

Use of alternative resourcing models will
expand. Facing a skills gap and talent shortage,

and the need for risk, cyber and other specialists,
many CAEs expect to expand their use of alternative
resourcing models. The use of co-sourcing is
expected to slightly increase with 30% of CAEs
planning to use this model. Significant increases in
the use of guest auditor and rotation programs are
expected to occur with the use of rotation programs,
in particular, expected to double.
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@ Executive summary contnued

Analytics presents major opportunities.

To increase its efficiency, value, and impact, Internal
Audit needs to expand its usage of analytics, as
indicated by several findings.

Use of analytics is largely at basic levels.
While 86 percent of respondents use analytics,
only 24 percent use them at an intermediate
level and 7 percent at an advanced level. Most
(66 percent) use basic, ad hoc analytics (e.g.
spreadsheets) or no analytics; those that use
them do so mainly in fieldwork and would
benefit by expanding their use in audit scoping
and planning.

Use of analytics is expected to increase.
Over the next three to five years, 58 percent of
respondents expect to be using analytics in at
least 50 percent of their audits. An impressive
37 percent expect to move to high usage—
employing analytics in at least 75 percent of
their audits.

Internal Audit faces barriers to greater use

of analytics. CAEs see talent gaps and accessing
quality data as key barriers to greater use of
analytics. Internal Audit’s skills remain heavily
weighted toward auditing operational and
financial areas; analytical and technology skills
need to be upgraded.
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@ Executive summary contnued

- Dynamic reporting is poised to increase.
Most Internal Audit groups communicate
with stakeholders through static text documents
and presentations. Use of text in particular is
expected to decrease (from 78 percent to
58 percent) as dynamic visualization tools increase
dramatically (from 7 percent to 35 percent). These
dynamic visualization tools enable Internal Audit
to deliver more insightful observations, interact
with stakeholders, and deliver greater value.

Advisory services will expand. More than half of
respondents (55 percent) expect the proportion of
advisory services they provide to expand over the
next three to five years. CAEs expect stakeholders
to look to Internal Audit for insights regarding the
future and to weigh in earlier on business initiatives.

Innovation is important too. CAEs cited risk
anticipation (39 percent) and data analytics

(34 percent) as the two innovations most likely to
impact Internal Audit over the next three to five
years. This reflects stakeholders’ desire for Internal
Audit to shift from mainly reporting on the past to
also anticipating the future.

Reviews of strategic planning and risk
management will increase. \While about one-
third of Internal Audit groups have evaluated their
organization'’s strategic planning process in the past

three years, over half expect to do so in the next

three to five years. A strong increase is also expected
in the number of Internal Audit groups reviewing their

risk management function.

* Stable Internal Audit budgets may present
challenges. Half of CAEs expect their budgets to
remain stable and another one-third (36 percent)
expect them to increase somewhat. While a lack
of cuts may be “good news,” the bad news is that
in times of disruption and evolution, flat or slowly
growing budgets may not be enough. Doing more

with less (or with the same) may be possible, but only

up to a point.

Consider the key dilemma: Most CAEs see change
ahead for their organizations and functions. But only
13 percent are very satisfied that their functions have
the skills to meet stakeholder expectations and only
28 percent believe that they have strong impact and
influence in their organizations. Meanwhile, two-
thirds believe that having impact and influence is very
important.

This situation calls for vigorous, focused, well-planned
responses. While each CAE must develop a response
tailored to his or her organization, function, and
stakeholders’ needs, throughout this publication we
suggest steps to take and summarize them in our
conclusion.

>



@ The change imperative (o1

rganizations are evolving to boost performance, address disruptors,
and stay competitive. Internal Audit functions need to understand the
Executive summary changes their organizations are undergoing and how to respond in ways that

The change imperative support stakeholders.

Build influence and impact

Introduction

Change expected within the organization over the next 3 to 5 years
Strengthen the skillset

Address critical skill gaps
Use innovative resourcing models
41% 44% 12% 1% 1%

Embrace analytics Significantly Moderately Not

. . change change at all sure
Adopt dynamic reporting

Increase advisory services
Innovate

Shift areas of focus

Do more with the same
Conclusion

Industry & regional insights
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@ The change imperative (ontinued) @

Furthermore, CAEs believe that the audit committee and management will expect their
Internal Audit functions to evolve.

Introduction

Executive summary

Given the widespread expectations of change, Internal Audit must respond proactively. Misjudgments—or failure to
€ change imperative take action—can exact painful costs in decreased Internal Audit effectiveness, relevance, and influence. But this is
not about change for the sake of change. It's about understanding the type and extent of change that Internal Audit

Build influence and impact
needs to make in order to meet stakeholders’ needs.

Strengthen the skillset

Address critical skill gaps Audit committee needs Internal Audit to evolve over the next 3 to 5 years

Use innovative resourcing models

Embrace analytics ﬁ m ﬁ
Adopt dynamic reporting 12% 52% 11% 9%

Significantly Moderately Not N/A Not
Increase advisory services change change atall sure

Innovate Management needs Internal Audit to evolve over the next 3 to 5 years

Shift areas of focus

Conclusion 14% 59% 14% 12%

Significantly Moderately Not Not

Industry & regional insights change change at all sure

Contact us

Q ©
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® nternal Audit lacks influence and impact

minority of CAEs believe they have the ability to exert influence over the

board of directors, executive team, and other key personnel and make a significant

impact within their organizations. Some even believe they have little to no
influence or impact. Yet CAEs also believe, correctly, that it will be important to have both

in the years ahead.

Current impact & influence of Internal Audit

Importance of having impact & influence over the
next 3 to 5 years

%

Little to Not
none sure

Strong Some

Make no mistake: Changes are already underway as
organizations call for a strong role on the part of Internal
Audit, backed by strong capabilities. Organizations need
help understanding and addressing strategic, cyber, and
other risks. Management needs help gauging the issues
and potential outcomes of decisions and initiatives.

-10 -

Very Somewhat Not Not
important important important sure

Audit committees and boards need help untangling the
complexities of the evolving business, technologies, and
competitive and regulatory environments.

Only Internal Audit possesses the objectivity,
independence, rigor, and enterprise-wide view needed
to help stakeholders understand and address these
challenges. Yet if nearly three-quarters of CAEs feel they
already lack strong impact and influence within their

organizations, the change imperative is crystal clear.



@ To increase influence, strengthen the skillset

nternal Audit needs to strengthen its skillset if it is to increase its impact
and influence within the organization. CAEs are clearly aware of this: Relatively
few are fully satisfied that their groups have the skills and expertise to deliver on
The change imperative stakeholders' expectations.

Introduction

Executive summary

Build influence and impact

Strengthen the skillset

Address critical skill gaps @ @ @
Use innovative resourcing models (Qh@@‘/_\/@% Q Q Q @ (ﬁ%
TR G Ry

Embrace analytics

Current satisfaction with Internal Audit’s capabilities

41% 32% 25%
Adopt dynamic reporting
Satisfied Somewhat satisfied Not satisfied Not sure
Increase advisory services
Innovate When more than half of CAEs are only somewhat satisfied, less than satisfied, or not

satisfied with their functions' capabilities, there is not only ample room—but also urgent
need—for improvement. A deficit in skills and expertise undoubtedly affects Internal
Audit’s ability to meet current organizational needs, as well as future needs. The situation
Conclusion may call for more than moderate change in many Internal Audit groups.

Shift areas of focus

Do more with the same

Industry & regional insights

Contact us
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@ Critical skills gaps must be addressead

look at specifically identified skills gaps helps to explain why CAEs are not
satisfied with their groups’ capabilities—and perhaps why those groups lack impact
and influence.

Introduction
Executive summary

The change imperative

Build influence and impact Top 5 gaps in capabilities

Strengthen the skillset Fraud prevention |

Address critical skill gaps innovation | 26% @

Use innovative resourcing models Model risk | 27%
These skills are what will enable
Internal Audit to respond to the

@ top priority areas of analytics and

innovation, and to key risks in their

Embrace analytics
Data analytics | 41%

Adopt dynamic reporting

Specialized IT | 42%
Increase advisory services

organizations. They go beyond the
long-standing skills associated with
reviews of controls and operational

and financial audits, so it's natural

that gaps would exist. However, given

Innovate

Shift areas of focus

Do more with the same

Conclusion _

the intended course of change, these
Industry & regional insights @ skills will need to be boosted.
Contact us

Q ©



@ Innovative resourcing models can help O
address skills gaps

he war for talent rages on and Internal Audit is not (yet) the magnet for talent
that CAEs would hope. To acquire specialized talent, Internal Audit groups are
increasingly using alternative resourcing models to supplement their core Internal

Introduction

Executive summary

The change imperative Audit teams.
Build influence and impact ) .

Resourcing models currently used by Internal Resourcing models expected to be used by Internal
Strengthen the skillset Audit to address talent needs Audit over the next 3 to 5 years to address talent needs

Address critical skill gaps

——— Cosouing
Use innovative resourcing models

777777777777777777777 Occasionaluseof

Embrace analytics external resources

) 1 N S N A No alternative 18%
Adopt dynamic reporting staffing models y
Increase advisory services

Guest auditor

Innovate 20% orograms 29%
Shift areas of focus

Do more with the same .
- Outsourcing -

Conclusion

) o 10% Rotation programs 20%
Industry & regional insights
Strategic non-local
Contact us 8 ___________________ febources T

Q ©




@ Innovative resourcing models can help O
address skills gaps ontinued)

CAEs expect that cosourcing will prevail as a popular alternative sourcing model—for
good reason. This model enables Internal Audit to secure specialized skills, additional

Introduction

Executive summary capacity, and just-in-time flexibility without long-term investment. The same is true for

The change imperative occasional use of external resources.

Build influence and impact Use of guest auditor programs, which bring people A few unexpected findings emerged in this area—the

Strengthen the skillset from the business into Internal Audit to assist with relatively small percentage who plan to use offshoring
specific reviews, is also expected to increase. These to reduce the costs of Internal Audit (8 percent) and the

Address critical skill gaps programs bring in individuals with an in-depth surprisingly high proportion who do not intend to use an

: : : understanding of the audit matter, enabling the Internal alternative staffing model (18 percent).
Use innovative resourcing models Audit team to ask more insightful questions, strengthen

its analysis, and deliver greater value. This business
knowledge is transferred to the Internal Audit team,
while an understanding of risk and control is transferred

Embrace analytics

Adopt dynamic reporting

to the business, along with a new ambassador for

Increase advisory services Internal Audit.

Innovate i i ey : i - -
Rotation programs bring similar benefits, cycling talent Deloitte believes that better use of

: from the business through Internal Audit and vice versa. : .

Shift areas of focus Hrevs | alternative staffing models, when
Many Internal Audit functions have not realized the _

Do more with the same significant benefits of these programs due to barriers, properly planned and implemented,
such as lack of senior management support. Also, a can do much to help Internal Audit

Conclusion rotation into Internal Audit is not universally seen as a address skills gaps, acquire expertise,

career accelerator. In our experience, careful planning, < e et A it
long-term commitment, senior executive support, and el ey LIS ES elmor e el Bl

wise choices regarding candidates increase the chances the organization.
of success.

Q ©

Industry & regional insights

Contact us




@ t's time to embrace analytics O

nalytics has taken hold in Internal Audit and is poised for greater usage.
Most Internal Audit groups have adopted analytics during fieldwork, using basic,

ad hoc tools and capabilities. But Internal Audit needs to embed analytics into their
The change imperative approaches, methods, and communications across virtually all activities.
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Current Internal Audit Current deployment of analytics

analytics capabilities

2 7% 66%
Advanced—

standard methods
and training, using
advanced tools and

g A

24%
Intermediate—some
standardization

of methods, some
repeatable analytics @

55%

Basic—ad hoc
analytics with limited C:) 32% .
repeatable solutions, = 25%
basic tools (e.g.

g spreadsheet, etc) O
O 1% @)
© O
Q

No analytics
capabilities

3%
Not sure
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Why? Because using analytics enables Internal Audit to
identify high priority areas, conduct audit activities more
efficiently, develop deeper insights, and communicate
results through visualization tools.

As to current deployment, the majority of
respondents use analytics in fieldwork,
but fewer do so in annual planning and
audit scoping. The latter are areas where
analytics could help to identify risk areas,
improve resource allocations, make audits
more impactful, and free up time for
advisory work. These are also areas in
which Deloitte sees analytics having the
most impact.

Use of analytics in internal audits is rising sharply
Most Internal Audit groups already intend to expand
their use of analytics. Those now using analytics will use
them more, and those not using analytics will start using
them. Currently, 38 percent of respondents use analytics
in 50 percent or more of their internal audits. That usage
is anticipated to jump to 58 percent over the next three
to five years. And an impressive 37 percent or more

plan on using analytics on at least 75 percent of their
internal audits.

-17 -

@ It's time to embrace analytics continues

In all of our
internal audits

In at least 75%,
but not all, of our
internal audits

In 50-74% of our
internal audits

In 25-49% of our
internal audits

In 1-24% of
our internal
audits

We dQ not use
analytics in our
internal audits

Not sure

Use of analytics in internal audits

10%

13%

15%

Current Next three to
five years

14%

23%

21%
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With analytical skills and a few simple
tools, Internal Audit can readily apply
analytics throughout the internal audit
life cycle. Activities would include using
analytics during audit scoping; using
resulting insights to inform the audit
plan; analyzing, comparing, profiling,
and visualizing data; and formulating
and testing key hypotheses from audit
planning through report development.

Currently, after applications like sampling
populations, basic data profiling, and reviewing
data quality, use of analytics drops off. With only
20 percent performing advanced data management
and aggregation, most Internal Audit uses of
analytics are actually quite basic. Without data
management and data aggregation capabilities,
activities are more or less limited to scanning files
and extracting simple samples. Yet the future—
the immediate future—is in data modeling for
behavioral analysis and predictive modeling for
insight and foresight.

-18 -

@ It's time to embrace analytics continues

Types of analytics regularly conducted

Population sampling and
basic data profiling

<= 0D

D\
Data quality reviews OZ\;IZED

Data visualization
including auditor and
reporting dashboards

Advanced data management
routines and aggregation of
disparate datasets

None

Data modelling including
behavioral and predictive
modelling

Not sure

Other

® 3

8%

®
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@ [t's time to embrace analytics «ontinues

Here's the real analytics opportunity: Having access to
all data within the organization, Internal Audit is uniquely
positioned to analyze multiple data sets to identify
trends, relationships, and anomalies that no one else

in the organization can identify. In addition, combining
data from inside and outside the organization can add
richness to stakeholders” understanding of risk. So, while
using analytics to deliver more insightful audits more
efficiently is a worthwhile goal, Internal Audit should also
capitalize on its position and abilities to deliver more
insightful views of business issues and risks.

The barriers to implementing analytics can be
overcome

So what's stopping Internal Audit from fully embracing
analytics? At the top of the list is that gap in skills and
capabilities.

-19-

Barriers to using analytics

Availability of skilled talent

Quality of data

Manual nature

Not enough time

Availability of internal data

Availability of tools

High costs

Lack of support

v (8) @) & v @) ) &) @

YOO 4

Availability of external data

Number of times selected 300 600
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Plans to build analytics capabilities

Training existing
in-house staff

Acquiring licenses or
other means to increase
availability of analytics tools

Leveraging co-source
partners

Hiring skilled professionals

Outsourcing

Not sure

We do not plan to establish
or grow our analytics
capabilities

Other

@ [t's time to embrace analytics «ontinues

29%
23%
23%
8%
8%
8%

3%

-20 -
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To acquire analytics capabilities, a
relatively high percentage of CAEs
plan to train (66 percent) and/or

hire (23 percent) staff, which

may reflect a desire to develop

talent specific to the industry and
organization. However, alternate
staffing models, such as outsourcing
(which is often done for information
technology audits), can support more
generalist activities like data extraction
and data management.

Also, while data quality and access may present

challenges, Deloitte has found that Internal Audit groups
that work with the available data, rather than waiting for
better data (or using “poor data quality” as an excuse for
inaction), can overcome these data challenges and start

deriving the benefits discussed here.
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@ Dynamic reporting is coming onscreen

ost Internal Audit functions communicate their findings through
the same static reports (i.e. text documents) and presentations that the
profession has used for years. Relatively few CAEs employ dynamic analytics
or visualization tools to communicate with their stakeholders.

This may well be contributing to Internal Audit’s low
impact and influence: Reams of necessary-but-not-useful
reports will not engage an executive team.

Many CAEs expect to shift from static to dynamic

(or interactive) communications using, for example,
analytics or visualization tools. This helps to meet the
organization’s need for more real-time and near real-
time reporting on processes, controls, and risks. It also
supports a focus on the future rather than the past, on
insights rather than data. Stakeholders want practical,

Present communication methods

[ D
938 @ 734

Static presentation

84

Dynamic
visualization tools

Static word
processing reports reports

60 60

Dynamic analytic Other
tools

Not sure

-21 -

actionable information, not report cards. Relevant
insights build credibility, in turn building the function’s
ability to make an impact and gain influence.

As television gained popularity in the last century, media
critic Marshall MclLuhan noted that, “The medium is the
message.” Today, when Twitter is quoted every day in
mainstream media, that statement is truer than ever.

To change its messaging, Internal Audit must change
the media it uses to deliver its messages.

Future expected communication methods

@ 674 688 421

Static presentation Static word Dynamic
reports processing reports visualization tools

349 48

Dynamic analytic Not sure Other
tools

&



@ CAES expect to increase advisory services

ore than half of CAEs expect to increase the proportion of advisory
services their groups deliver. Emphasizing advisory services can increase the
Executive summary function's impact and influence.

Introduction

The change imperative

Build influence and impact

Nature of Internal Audit’s services For example, advisory services, such as predictive risk

Strengthen the skillset over the next 3 to 5 years analysis and advice on risk mitigation—provided in the
planning stages of an initiative—will deliver more value

Address critical skill gaps than simply noting what management could have done

differently after the initiative has been launched or

Use innovative resourcing models
completed.

Embrace analytics
Advisory services expand Internal Audit's impact and

influence by enhancing the value provided. Therefore,
compared with assurance, advisory services lead more
surely to a seat at the table—or position the CAE more
firmly in that seat.

Adopt dynamic reporting

Increase advisory services 4

Innovate

55%
Proportion of advisory
services willincrease | Advisory services do demand that Internal Audit

have business, communication, and other skills

Shift areas of focus

Do more with the same 8% needed to provide them. They also call upon Internal
. Not Audit to develop a “brand” that the organization
Conclusion SHre 24% associates with an advisory perspective, as well as
Industry & regional insights No change with assurance services.
13%
Contact us Proportion of assurance

services will increase
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@ Internal Audit needs to innovate

0o make changes in its approaches and activities, Internal Audit should
embrace an innovative mindset, as well as actual innovations. However,
the function is not known for aggressive innovation.

For example, analytics has taken hold in
Internal Audit relatively recently; and many
groups have still not embedded analytics
into their Internal Audit activities.

CAEs identified risk anticipation as the innovative
development they expect to impact their functions
most in the next few years, as indicated by the adjacent
word cloud. (The larger the font size, the greater the
number of mentions by respondents.) That's not
surprising. When a risk event, financial loss, or case of
fraud arises, it's natural for stakeholders to ask,
“Where was Internal Audit?”

-23-

Key innovative developments expected to impact
Internal Audit

No innovation expected Transformation digital
Increasing size of the talent pool Shared IA service
Strenghening the bench and succession planning
Ability to audit news domains (eg. Quality of Services)
Collaborative assurance provision in
partnership with management
Culture more specialism Strategic auditing and
business impact Predictive analytics Risk
antiCipation Review of Agile Programs New talent
models (describe) Digitization improving the position of Internal
Audit so that it is recognized as a developer of risk management talents
for the entire organization
Synergy and integration
Expanding assurance activities to
HSEC space Strategic co-sourcing
Deep subject matter specialists

&



® nternal Audit needs to innovate e 00

In citing risk anticipation, data and predictive analytics, visualization, and cognitive technologies as the

Introduction . _ , . : . :
innovations most likely to affect Internal Audit, CAEs signal their understanding that stakeholders expect them

Executive summary to provide foresight. Those stakeholders want Internal Audit to use predictive and sensing tools as well as
other emerging technologies to gauge the likelihood of success or failure of an initiative, and to identify ways to
The change imperative increase the chances of success.

Bulld influence and impact Perhaps Internal Audit should adopt the mantra of many companies—if you are not

Strengthen the skillset moving forward, you are moving backward, if only in relation to everyone who is
moving forward.

Address critical skill gaps

Use innovative resourcing models

Embrace analytics

Adopt dynamic reporting

Increase advisory services

Innovate

Shift areas of focus

Do more with the same

Conclusion

Industry & regional insights

Contact us
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Do more with the same
Conclusion
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Strategic planning and risk management
@ should be areas of focus Q

n increasing focus on evaluating strategic planning processes and

risk management functions surely makes sense given the disruption

affecting organizations. Trends, such as peer-to-peer networks, collaborative

consumption, artificial intelligence, wearable technologies, user-created content,
and the Internet of things—together with relentless globalization—threaten prices,
margins, and entire business models and industries.

Internal Audit’s evaluation of the organization’s Internal Audit’s evaluation of the organization’s
strategic planning function or process risk management function or process
Yes No Not sure Yes No* No** Not sure

1 ’ ’ 1
Within the 35% 61% 4% 28% 16% 2%

past 3 years
53% ‘ 26% 21%

& & -

Over the - - -
next 3 years 0 (e 2 e
* we have a risk ** we don't
management have a risk
function/process management
but have not function/
evaluated it/do process

not expect to
evaluate it

®
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Innovate
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Conclusion
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@ Strategic planning and risk management
should be areas of fOCUS (ontinued)

O,

A review of the risk management
function can be revealing. Is there a
process to identify emerging risks?
Have the organization’s risk appetite
and risk tolerance been developed?
Have key risks been identified and key
risk indicators defined? How are they
being monitored? Have strategic risks
been considered (the latter is critical
given market, technology, and business
model disruptors)? Again, a review can
determine the effectiveness of the
function and related processes.
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In certain jurisdictions, regulators are focused on the
role of Internal Audit as the third line of defense for
risk governance. Some are requiring Internal Audit to
perform end-to-end reviews of the risk management
process as part of its independent assessment of key
second line of defense functions (for example, the risk
management function).

A review of the strategic planning
process can reveal, first, whether a
formal, comprehensive process even
exists. Does it consist of all key
stakeholders, including the board of
directors? Does it cover key elements,
such as scenario planning? Does it
combine top-down and bottom-up
elements in useful ways? Then, a review
can assess its components and their
effectiveness.

&



@ Do more with the same (or with less)

he Internal Audit budget picture portrays a good-news/not-great-news
scenario. The good news is that nine out of 10 CAEs expect their budgets to
remain stable, increase slightly, or increase significantly over the next few years.

Introduction
Executive summary
The change imperative

Build influence and impact
This indicates that organizations recognize Yet the finding that more than one-half of budgets will

the value of Internal Audit and are not remain the same or decrease in a time of continual
disruption and rising expectations is not great news.

Strengthen the skillset

Address critical skill gaps reducing its resources (or not reducing Internal Audit faces talent gaps and a need for
. . . them further). In fact, 40 percent of CAES  transformative change. Increased financial resources
Use innovative resourcing models _ ,
expect increases. would help the cause. Leaving budgets stable—let alone
Embrace analytics decreasing them—may not adequately fund the

required evolution.

Adopt dynamic reporting Not sure

Still, the ways in which Internal Audit allocates its
o Decrease  pdget will make the difference between adequate
significantly and outstanding performance. Even with budget
increases, Internal Audit will need to get creative, for

Increase advisory services

Innovate

Shift areas of focus sl,joer;reevé\]/?wi]t example in using analytics to improve audit efficiency
and harnessing visualization tools to communicate
Remain insights. The resourcing models noted in this survey,
. stable such as co-sourcing, guest auditor programs, and
Conclusion ncrease rotation programs, also present opportunities to use

Industry & regional insights somewhat  budget creatively.

Increase
significantly

Q ®

Contact us
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® An evolutionary crossroads

he business environment is dictating a need for organizations to
develop certain capabilities over the next several years, such as the ability to
anticipate risks and implement responses. Internal Audit can assist in developing
these capabilities, yet many Internal Audit groups lack the influence, skills, and
tools to do so. This presents an evolutionary challenge to organizations and their Internal
Audit functions.

Deloitte’s research points to a path forward. Internal
Audit—and only Internal Audit—has the professional
objectivity and independence, the intellectual rigor and
integrity, and the enterprise-wide perspective to assist
the organization in this time of change and opportunity.

Although the specific course of action will depend on the
Internal Audit group and organization in question, based
on Deloitte’s research the following steps are worth
considering;

Seek ways to increase impact and influence.
This overarching goal will be achieved by enhancing
the value Internal Audit delivers to stakeholders.
That calls for learning about the changes, issues,
disruptors, and risks that keep stakeholders awake at
night. Then, with management and audit committee
support, Internal Audit must develop ways to help
stakeholders address them more effectively.
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Embed analytics into Internal Audit activities.
Deloitte believes that analytics holds great potential
to transform Internal Audit. The cost and complexity
of analytical tools have fallen while their value to
Internal Audit has risen. From audit scoping and
planning to risk assessment and insight generation,
analytics enables Internal Audit to do more, and then
to communicate the results visually and interactively.
This area cries out for action—for example, an
assessment of current capabilities and needs, and a
pilot project to demonstrate analytics in action and
its value.

Streamline and visualize communications and
reports. Stakeholders want information and insights
in forms and formats that fulfill their needs. With
simple visualization tools, Internal Audit can highlight
the anomalies, risks, and issues that stakeholders
care about most. These methods demonstrate that
Internal Audit is taking a stakeholder-centered, issue-

oriented, future-focused approach.
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@ Aﬂ E\/O|UtIOﬂaI’y CI’OSSFOadS (continued)

Assess and address talent and skills gaps. The
talent shortage is real, as are skills gaps. Targeted
resources may be available through guest auditor
and rotation programs, co-sourcing, outsourcing,
and other arrangements. Given the complexity of
stakeholder needs and risks in areas such as cyber
threat management and data governance—and
potentially limited budget—it only makes sense to
explore such alternatives.

Review strategic planning and risk
management. These two areas are ripe for Internal
Audit review or, in some cases, more rigorous review.
Both areas are forward-looking and can benefit from
good doses of objectivity and foresight. Internal
Audit should ascertain that processes are sufficiently
robust, particularly in the context of expected
disruption and change.

Promote a culture of innovation within the
function. Keep abreast of changes affecting
organizations and new techniques being used

by leading Internal Audit functions. Expected
innovative developments, such as risk anticipation
and predictive analytics, should be explored and
implemented, if not already in place.
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* Marshal senior-level support. Work with key

stakeholders—the audit committee chair, chief
financial officer, and chief executive officer—to
support a program of specific changes that will yield
benefits. One would be to apply analytics in ways
that increase audit efficiency, reduce costs, or plug
cash leaks. Another would be to secure support for
rotation programs as a way to help address skills
gaps and to increase the number of ambassadors for
Internal Audit within the broader organization.

CAEs currently have real opportunities to shape
the evolution of their functions, organizations, and
profession.

Capitalizing on those opportunities calls for
taking action. Now.
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Introduction Change and influence

Executive summary
The change imperative
Build influence and impact

Strengthen the skillset

Address critical skill gaps - @

Use innovative resourcing models * Most CAEs in the Americas expect moderate to significant change within
their organizations, and believe that Internal Audit groups will need to

Embrace analytics evolve in order to be relevant and successful over the next three to five
years.

Adopt dynamic reporting CAEs in the Americas exert stronger influence and make a more significant

impact within the organization than those in other regions and, relative
to those in other regions, place the greatest importance on having strong
Innovate impact and influence over the next three to five years.

Increase advisory services

Shift areas of focus
Do more with the same

Conclusion
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Introduction Skills and resourcing

Executive summary

The change imperative
Build influence and impact
Strengthen the skillset
Address critical skill gaps

Use innovative resourcing models + Similar to those in other regions, Internal Audit groups in the Americas

primarily hold traditional audit skills in areas such as internal controls,
Embrace analytics finance, operations, and general IT.

Data analytics and specialized IT skills will be critical for Internal Audit
functions to have—however, they represent some of the larger skill gaps.
Similar to the other regions, Internal Audit groups in the Americas will
bridge their skill gaps primarily through use of co-sourcing arrangements
Innovate and guest auditor programs.

Adopt dynamic reporting

Increase advisory services

Shift areas of focus
Do more with the same

Conclusion

Industry & regional insights

Regional insights
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Introduction Scope of services

Executive summary

The change imperative
Build influence and impact
Strengthen the skillset

Address critical skill gaps w @
- Similar to those in other regions, the majority of Internal Audit groups in

Use innovative resourcing models the Americas primarily provide assurance services with some advisory

services; however, in this region, a higher proportion of respondents

Embrace analytics . . .
y expect the delivery of assurance services to increase over the next three to

Adopt dynamic reporting fiveyears. | | o
- Similar to the findings in the other regions, risk anticipation and data
Increase advisory services analytics are expected to be the key innovative developments for Internal

Audit over the next three to five years. Predictive analytics is expected to
be a greater source of innovation in the Americas relative to in the other
regions.

Innovate
Shift areas of focus
Do more with the same

Conclusion
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Introduction Data analytics

Executive summary
The change imperative

Build influence and impact nericas @
While the majority of Internal Audit functions in the Americas have

no analytics capabilities or basic capabilities, a higher proportion of
respondents here relative to the other regions have intermediate and
advanced analytics capabilities.

Strengthen the skillset

Address critical skill gaps

Use innovative resourcing models + Internal Audit functions in the Americas use their analytics capabilities
more frequently as part of the annual planning process, audit scoping, and
Embrace analytics during fieldwork, with a higher proportion applying analytics in 50 percent

or more of their audits.

This region is expected to continue using analytics on a greater proportion
of internal audits, relative to the other regions.

The most common use of data analytics is in population sampling and data

Adopt dynamic reporting

Increase advisory services

Innovate quality reviews, with data query tools such as ACL and IDEA being most
commonly used.
Shift areas of focus - Availability of talent with an analytics skillset remains a key barrier to

greater adoption of analytics, with most organizations likely to opt for in-

Do more with the same house training to address this gap.

Conclusion

Industry & regional insights

Regional insights

Industry insights
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Introduction Communication

Executive summary
The change imperative
Build influence and impact
Strengthen the skillset
Address critical skill gaps
Use innovative resourcing models erica @
Embrace analytics + The primary method of reporting to stakeholders will continue to be
through use of static text documents and presentations.
Adopt dynamic reporting * Relative to the other regions, adoption of dynamic communication tools is

likely to increase the most in the Americas over the next three to five years,

Increase advisory services with moderate use of these tools expected within the region.

Innovate
Shift areas of focus
Do more with the same

Conclusion
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Contact us

@ o



Introduction

Executive summary

The change imperative
Build influence and impact
Strengthen the skillset
Address critical skill gaps
Use innovative resourcing models
Embrace analytics

Adopt dynamic reporting
Increase advisory services
Innovate

Shift areas of focus

Do more with the same

Conclusion

Industry & regional insights

Regional insights

Industry insights

Contact us

S

® Regional insights

Budget

Internal Audit budgets are largely expected to remain stable, with some
expectation for increases over the next three to five years.
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Introduction Change and influence

Executive summary

The change imperative
Build influence and impact
Strengthen the skillset

Address critical skill gaps

Use innovative resourcing models Europe, Middle East & Africa (EMEA) @

Most CAEs in EMEA expect moderate to significant change within their

Embrace analytics L . . . .
Y organizations, and believe that Internal Audit groups will need to evolve in

Adopt dynamic reporting order to be relevant and successful over the next three to five years.
CAEs in EMEA exert strong influence and make a strong impact within the
Increase advisory services organization. While impact and influence is considered to be important in

EMEA, it is not viewed as critically as by CAEs in the Americas.
Innovate

Shift areas of focus
Do more with the same

Conclusion

Industry & regional insights
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Introduction Skills and resourcing

Executive summary
The change imperative

Build influence and impact

Strengthen the skillset

Address critical skill gaps Europe, Middle East & Africa (EMEA) @
+  CAEs in EMEA are the most satisfied with their Internal Audit groups’ skill
Use innovative resourcing models sets.

More Internal Audit groups in EMEA have traditional audit skills in areas
such as internal controls, finance, general IT than in the other regions.
Data analytic skills will be critical for Internal Audit functions to have—
however, represent some of the larger skill gaps, along with specialized IT.

Embrace analytics

Adopt dynamic reporting

Increase advisory services + More Internal Audit groups in EMEA expect to leverage co-source
arrangements, guest auditor programs and other alternative staffing
Innovate models to address talent gaps than in other regions.

Shift areas of focus

Do more with the same
Conclusion

Industry & regional insights

Regional insights

Industry insights
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Introduction Scope of services

Executive summary
The change imperative

Build influence and impact

Strengthen the skillset Europe, Middle East & Africa (EMEA) @
+ Internal Audit groups in EMEA currently have a heavier focus on delivering

Address critical skill gaps ) , , , , .
assurance services with some advisory services than in the other regions.

Use innovative resourcing models + A greater proportion of CAEs in EMEA do not expect the nature of services
provided by Internal Audit to change over the next three to five years,
Embrace analytics relative to those in the other regions. However, the majority does expect

the proportion of advisory services to increase.

Internal Audit functions in EMEA are most likely to have evaluated their
organization'’s risk management function or process in the past three to
five years; they are also most likely to do so in the future.

Adopt dynamic reporting

Increase advisory services

Innovate + More Internal Audit groups in EMEA expect to leverage co-source
arrangements, guest auditor programs, and other alternative staffing
Shift areas of focus models to address talent gaps than in other regions.

Do more with the same
Conclusion

Industry & regional insights

Regional insights

Industry insights
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Introduction Data analytics

Executive summary
The change imperative

Build influence and impact

Strengthen the skillset Europe, Middle East & Africa (EMEA) @
Address critical skill gaps + Internal Audit groups in EMEA primarily have basic analytics capabilities;

however, they are more likely than Internal Audit functions in APAC to use
Use innovative resourcing models data analytics now and over the next three to five years.

The most common use of data analytics is to conduct population sampling
and data quality reviews during fieldwork.

The majority of Internal Audit functions in EMEA utilize data query tools
such as ACL and IDEA to some extent.

Embrace analytics

Adopt dynamic reporting

Increase advisory services * Availability of talent with an analytics skillset remains a key barrier to
greater adoption of analytics, with most organizations likely to opt for in-

Innovate house training to address this gap. A third of Internal Audit groups in EMEA
also plan on hiring professionals with analytics skills and capabilities to

Shift areas of focus bridge the gap.

Do more with the same
Conclusion
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Introduction Communication
Executive summary
The change imperative
Build influence and impact
Strengthen the skillset
Address critical skill gaps
. . . Europe, Middle East & Africa (EMEA) @
Use innovative resourcing models . . , .
+ The primary method of reporting to stakeholders will continue to be
Embrace analytics through use of static text documents and presentations.
Fewer Internal Audit functions in EMEA employ dynamic visualization tools
Adopt dynamic reporting to communicate with their stakeholders, relative to the Americas.

While Internal Audit groups in EMEA expect to continue issuing static
reports, use of dynamic analytics and visualization tools is expected to
increase at a higher rate than in APAC.

Increase advisory services

Innovate
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Do more with the same

Conclusion
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Budget

Introduction

Executive summary

The change imperative
Build influence and impact
Strengthen the skillset
Address critical skill gaps

Use innovative resourcing models

Embrace analytics Europe, Middle East & Africa (EMEA) @

Adopt dynamic reporting + Internal Audit budgets are largely expected to remain stable, with some
expectation for increases over the next three to five years.

Increase advisory services

Innovate
Shift areas of focus
Do more with the same

Conclusion
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Introduction Change and influence

Executive summary
The change imperative
Build influence and impact

Strengthen the skillset

Address critical skill gaps

Use innovative resourcing models Asia-Pasific (APAC) @
+ While the majority of CAEs in the APAC region anticipate moderate to
Embrace analytics significant change within their organizations, a greater proportion relative
to the other regions expect their Internal Audit groups will not need to
Adopt dynamic reporting change significantly in order to be relevant and successful.

The extent of Internal Audit’s impact and influence is lower in APAC and is
not deemed to be as important over the next three to five years relative to
the other regions.

Increase advisory services

Innovate

Shift areas of focus
Do more with the same

Conclusion
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® Regional insights

Skills and resourcing

Asia-Pasific (APAC)

&

CAEs in APAC are the least satisfied with their Internal Audit groups’ skill
sets.

Internal Audit groups in APAC have strong regulatory skills, in addition to
traditional audit skills. General IT skills are not as strong in APAC as in the
other regions—a potential concern given the levels of IT-related risks in
business today.

APAC also has relatively lower model risk, general advisory, change
management, and industry-specific skills, the latter being quite low relative
to other regions.

While data analytics and specialized IT are becoming more critical skills for
Internal Audit functions to possess in APAC, they represent areas where
the skillset will need to be enhanced.

While guest auditor programs and co-sourcing arrangements are expected
to be used in APAC to address its resourcing needs over the next three to
five years, a higher proportion of CAEs relative to the other regions do not
expect to leverage any alternative staffing models.
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Introduction Scope of services

Executive summary
The change imperative
Build influence and impact

Strengthen the skillset

Address critical skill gaps Asia-Pasific (APAC) @
+ The majority of Internal Audit groups in APAC provide primarily assurance
Use innovative resourcing models services with some advisory services. A greater shift towards providing

more advisory services is expected in APAC than in the other regions.

Embrace analytics More CAEs in APAC anticipate that innovation in visualization and cognitive

Adopt dynamic reporting techhologles will .|mpact Internal lAUdIt over the next three to five years,
relative to those in the other regions.
Increase advisory services - Relatively fewer Internal Audit functions in APAC expect to evaluate the

organization’s strategic planning or risk management functions / processes

Innovate over the coming three to five years.

Shift areas of focus
Do more with the same
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Introduction Data analytics

Executive summary
The change imperative
Build influence and impact

Strengthen the skillset

Address critical skill gaps Asia-Pasific (APAC) @
Internal Audit's data analytics capabilities in APAC significantly lag those
Use innovative resourcing models in the Americas and EMEA and are used less frequently—a trend likely to

continue over the next three to five years.

Embrace analytics The majority of APAC Internal Audit groups do not use analytics tools

Adopt dynamic reporting regularly; when they do, their most common application is in conducting
population sampling and data quality reviews during fieldwork.

Increase advisory services + The talent gap remains a key barrier to adoption of analytics in APAC, with
most organizations planning on delivering training to existing in-house staff

Innovate to address this gaps.

Shift areas of focus
Do more with the same
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Introduction Communication

Executive summary
The change imperative
Build influence and impact

Strengthen the skillset

Address critical skill gaps Asia-Pasific (APAC) @
+ The primary method of reporting to stakeholders continues to be through
static text documents and presentations, with an emphasis on the former.
Fewer Internal Audit functions in APAC employ dynamic analytics or
visualization tools to communicate with their stakeholders, relative to the

Use innovative resourcing models

Embrace analytics

Adopt dynamic reporting other regions.
While Internal Audit groups in APAC expect to continue issuing static
Increase advisory services reports, use of dynamic analytics and visualization tools is expected to
increase.
Innovate

Shift areas of focus
Do more with the same
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Introduction BUdget
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Use innovative resourcing models Asia-Pasific (APAC) @
: +Although CAES' outlook on their Internal Audit budgets are more
Embrace analytics e , , _ _ o
pessimistic in APAC (with a slightly higher proportion anticipating
Adopt dynamic reporting decreases, relative to the other regions), budgets are largely expected to
remain stable over the next three to five years, with some expectation for
Increase advisory services increases.
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Change and influence

Consumer Business (CB)

Energy and Resources
(E&R)

Financial Services (FS)

Life Sciences & Health
Care (LS&HC)

Manufacturing

Public Sector (PS)

Real Estate (RE)

-54-

O
O

Technology, Media, and

(TMT)

Telecommunications




® ndustry insights

Introduction

Executive summary

The change imperative
Build influence and impact
Strengthen the skillset
Address critical skill gaps
Use innovative resourcing models
Embrace analytics

Adopt dynamic reporting
Increase advisory services
Innovate

Shift areas of focus

Do more with the same

Conclusion

Industry & regional insights

Regional insights

Industry insights

Contact us

S

Skills and resourcing

Consumer Business (CB)

Energy and Resources
(E&R)

Financial Services (FS)

Life Sciences & Health
Care (LS&HC)

Manufacturing

Public Sector (PS)

Real Estate (RE)

-55-

O
O

Technology, Media, and
Telecommunications
(TMT)

&




® ndustry insights

Introduction

Executive summary

The change imperative
Build influence and impact
Strengthen the skillset
Address critical skill gaps
Use innovative resourcing models
Embrace analytics

Adopt dynamic reporting
Increase advisory services
Innovate

Shift areas of focus

Do more with the same

Conclusion

Industry & regional insights

Regional insights

Industry insights

Contact us

S

Scope of services

©

Consumer Business (CB)

Energy and Resources
(E&R)

Financial Services (FS)

Life Sciences & Health
Care (LS&HC)

Manufacturing

Public Sector (PS)

Real Estate (RE)

-56-

O
O

Technology, Media, and
Telecommunications
(TMT)

&




® ndustry insights

Introduction

Executive summary

The change imperative
Build influence and impact
Strengthen the skillset
Address critical skill gaps
Use innovative resourcing models
Embrace analytics

Adopt dynamic reporting
Increase advisory services
Innovate

Shift areas of focus

Do more with the same

Conclusion

Industry & regional insights

Regional insights

Industry insights

Contact us

S

Data analytics

©

Consumer Business (CB)

Energy and Resources
(E&R)

Financial Services (FS)

Life Sciences & Health
Care (LS&HC)

Manufacturing

Public Sector (PS)

Real Estate (RE)
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Introduction

Executive summary

The change imperative
Build influence and impact
Strengthen the skillset
Address critical skill gaps
Use innovative resourcing models
Embrace analytics

Adopt dynamic reporting
Increase advisory services
Innovate

Shift areas of focus

Do more with the same

Conclusion

Industry & regional insights

Regional insights

Industry insights

Contact us

S

Communication

Consumer Business (CB)

Energy and Resources
(E&R)

Financial Services (FS)

Life Sciences & Health
Care (LS&HC)

Manufacturing

Public Sector (PS)

Real Estate (RE)
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Introduction

Executive summary

The change imperative
Build influence and impact
Strengthen the skillset
Address critical skill gaps
Use innovative resourcing models
Embrace analytics

Adopt dynamic reporting
Increase advisory services
Innovate

Shift areas of focus

Do more with the same

Conclusion

Industry & regional insights

Regional insights

Industry insights

Contact us

S

Budget

Consumer Business (CB)

Energy and Resources
(E&R)

Financial Services (FS)

Life Sciences & Health
Care (LS&HC)

Manufacturing

Public Sector (PS)

Real Estate (RE)
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Introduction Change and influence

Executive summary
The change imperative

Build influence and impact

Strengthen the skillset

Address critical skill gaps @

Use innovative resourcing models

Embrace analytics .
Consumer Business (CB)

Adopt dynamic reporting
ey Most CAEs in CB expect moderate to

Increase advisory services significant change within their organizations,
and believe their Internal Audit groups will
Innovate need to evolve in order to be relevant and

successful over the next three to five years
Shift areas of focus y

CAEs in CB exert partial influence and make

some impact within the organization, and,

Conclusion while believing that having strong impact and
influence will be important over the next three

Industry & regional insights to five years, they do not place as high an

importance on it as those in other industries.
Regional insights

Do more with the same

Industry insights

Contact us
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Introduction

Executive summary

The change imperative
Build influence and impact
Strengthen the skillset
Address critical skill gaps
Use innovative resourcing models
Embrace analytics

Adopt dynamic reporting
Increase advisory services
Innovate

Shift areas of focus

Do more with the same

Conclusion

Industry & regional insights

Regional insights

Industry insights

Contact us

S

Skills and resourcing

O

Consumer Business (CB)

Similar to those in other industries, Internal
Audit groups in CB primarily hold traditional
audit skills in areas such as internal controls,
finance, operations, and general IT. They also
hold skills in fraud prevention / detection.

Key skill gaps are expected in the domains of
specialized IT, data analytics, and innovation.

CB Internal Audit groups plan on bridging

the anticipated skill gap through continued
use of co-sourcing relationships and external
resources, and increased use of guest auditor
programs and non-local resources.
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Introduction Scope of services

Executive summary
The change imperative

Build influence and impact

Strengthen the skillset

Address critical skill gaps @

Use innovative resourcing models

Embrace analytics .
y Consumer Business (CB)

Adopt dynamic reporting Relative to groups in other industries,

Internal Audit groups in CB allocate a greater

Increase advisory services _ . _ _
proportion of their annual internal audit plans

Innovate to assurance services.

Shift areas of focus * More of these groups expect to increase the
proportion of assurance services provided

Do more with the same than in any other industry.

Conclusion + The majority of CB Internal Audit functions

expect to evaluate their organization’s risk
Industry & regional insights management function / process over the next
: I nr fiv rs.
Regional insights three to five years

Industry insights

Contact us
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Introduction Data analytics

Executive summary
The change imperative

Build influence and impact

Strengthen the skillset

Address critical skill gaps @
Consumer Business (CB)

Use innovative resourcing models

More CB Internal Audit groups utilize data

Embrace analytics visualization tools than in any other industry.

Adopt dynamic reporting + These groups expect to significantly increase
the frequency in which they use analytics, with
the majority planning on using them on more
Innovate than half of their internal audits over the next
three to five years.

Increase advisory services

Shift areas of focus
In addition to availability of skilled talent, CB

Do more with the same CAEs cite lack of time and/or headcount as
being a key barrier to increased adoption of
Conclusion analytics.

Industry & regional insights - To address the current gaps in capabilities,

. o many CB Internal Audit groups plan on
Regional insights training existing in-house staff or acquiring
Industry insights licenses or other means to increase the

availability of analytics tools.
Contact us

@ .
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Introduction Communication

Executive summary
The change imperative

Build influence and impact

Strengthen the skillset

Address critical skill gaps @

Use innovative resourcing models
Embrace analytics
Adopt dynamic reporting

Increase advisory services

Consumer Business (CB)
Innovate

Similar to those in other industries, CB Internal
Audit groups expect to enhance the way in
which they report by improving their use of
dynamic and visual communications.

Shift areas of focus
Do more with the same

Conclusion

Industry & regional insights

Regional insights

Industry insights

Contact us
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Budget

Introduction
Executive summary
The change imperative

Build influence and impact

Strengthen the skillset

Address critical skill gaps @

Use innovative resourcing models
Embrace analytics
Adopt dynamic reporting

Increase advisory services

Innovate Consumer Business (CB)

Shift areas of focus + Budgets are expected to remain stable for CB
Internal Audit groups over the next three to

Do more with the same five years.

Conclusion

Industry & regional insights

Regional insights

Industry insights

Contact us

@ .
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Introduction Change and influence

Executive summary
The change imperative

Build influence and impact

Strengthen the skillset

Address critical skill gaps ®

Use innovative resourcing models

Embrace analytics

Adopt dynamic reporting Energy and Resources (E&R)

Increase advisory services + Most CAEs in E&R expect moderate to
significant change within their organizations,

Innovate and believe their Internal Audit groups will

need to evolve in order to be relevant and

Shift areas of focus ,
successful over the next three to five years.

Do more with the same CAEs in E&R exert partial influence and

Conclusion make some impact within the organization,
and believe that strengthening these will be

Industry & regional insights important over the next three to five years.

Regional insights

Industry insights

Contact us
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Introduction

Executive summary

The change imperative
Build influence and impact
Strengthen the skillset
Address critical skill gaps
Use innovative resourcing models
Embrace analytics

Adopt dynamic reporting
Increase advisory services
Innovate

Shift areas of focus

Do more with the same

Conclusion

Industry & regional insights

Regional insights

Industry insights

Contact us

S

Skills and resourcing

O

Energy and Resources (E&R)

Similar to those in other industries, Internal
Audit groups in E&R primarily hold traditional
audit skills in areas such as internal controls,
finance, operations, and general IT. They also
hold skills in fraud prevention / detection.

Key skill gaps are expected in the domains of
specialized IT, data analytics, and innovation.

E&R Internal Audit groups plan on bridging the
anticipated skill gap through continued use of
co-sourcing relationships and increased use of
guest auditor programs.
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Introduction Scope of services

Executive summary
The change imperative

Build influence and impact

Strengthen the skillset

Address critical skill gaps ®

Use innovative resourcing models

Embrace analytics

Energy and Resources (E&R)

Adopt dynamic reporting E&R Internal Audit groups primarily provide
Increase advisory services assu‘rance services with some advisory
services.

Innovate Many of these groups expect to increase the

Shift areas of focus proportion of advisory services delivered,
relative to assurance services.

Do more with the same
The majority of E&R Internal Audit functions

Conclusion expect to evaluate their organization’s
strategic planning and risk management

Industry & regional insights functions / processes over the next three to

five years.
Regional insights d

Industry insights

Contact us

@ .
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Introduction Data analytics

Executive summary
The change imperative

Build influence and impact

Strengthen the skillset

Address critical skill gaps ®

Use innovative resourcing models Energy and Resources (E&R)
Embrace analytics + E&R Internal Audit groups are considered to
have stronger data analytics capabilities than
Adopt dynamic reporting those in other industries.
Increase advisory services + More of these groups deploy analytics
in all of their audits, and use analytics to
Innovate perform continuous auditing, than in any
Shift areas of focus othe.r industry. Frequent use is expected to
continue.
Do more with the same + In addition to availability of skilled talent, E&R

, CAEs cite poor data quality as being a key
Conclusion . : : .
barrier to increased adoption of analytics.

Industry & regional insights + Many E&R Internal Audit groups plan on

Regional insights training existing in-house staff or leveraging

o Co-source partners to address current gaps in

Industry insights Ircep &ap
capabilities.

Contact us
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Introduction Communication

Executive summary
The change imperative

Build influence and impact

Strengthen the skillset

Address critical skill gaps ®

Use innovative resourcing models
Embrace analytics

Adopt dynamic reportin
ptdy porting Energy and Resources (E&R)

Incr visor rvi . . . .
crease advisory services Similar to those in other industries, E&R

Innovate Internal Audit groups expect to enhance the
way in which they report by improving their
Shift areas of focus use of dynamic and visual communications.
Do more with the same +Relative to those in other industries, Internal
Audit groups in E&R will make the biggest shift
Conclusion towards use of dynamic visualization tools for

] - stakeholder communications.
Industry & regional insights

Regional insights

Industry insights

Contact us
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Budget

Introduction
Executive summary
The change imperative

Build influence and impact

Strengthen the skillset

Address critical skill gaps ®

Use innovative resourcing models
Embrace analytics

Adopt dynamic reporting

Increase advisory services Energy and Resources (E&R)

Innovate +Although the majority of E&R CAEs expect
stability, relative to those in other industries,
E&R CAEs are most pessimistic about their
Internal Audit budgets, with some expecting
at least some decrease over the next three to

Conclusion five years.

Industry & regional insights

Regional insights

Shift areas of focus

Do more with the same

Industry insights

Contact us
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Introduction Change and influence

Executive summary
The change imperative

Build influence and impact

Strengthen the skillset

Address critical skill gaps ®
Financial Services (FS)

Use innovative resourcing models

Most CAEs in FS expect moderate to

Embrace analytics s ,' : -
significant change within their organizations,

Adopt dynamic reporting and believe their Internal Audit groups will
need to evolve in order to be relevant and

Increase advisory services successful over the next three to five years.

Innovate +Itis believed that more Audit committees in

this industry than in any other will expect
moderate to significant change from their
Internal Audit functions.

Shift areas of focus

Do more with the same

. CAEs in FS exert stronger influence and
Conclusion make a more significant impact within the

Industry & regional insights organlzat!on than tho;e in other mdu;tnes
and, relative to those in other industries, place

Regional insights the greatest importance on having strong
Industry insights impact and influence over the next three to
five years.
Contact us

@ o
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Introduction Skills and resourcing

Executive summary
The change imperative

Build influence and impact

Strengthen the skillset

Address critical skill gaps ®

Use innovative resourcing models Financial Services (FS)

Embrace analytics +  CAEs in FS are the most satisfied with their

Internal Audit groups’ skill sets.
Adopt dynamic reporting
Similar to those in other industries, Internal

Increase advisory services Audit groups in FS primarily hold traditional
audit skills in areas such as internal controls,

Innovate finance, operations, and general IT. More
groups hold regulatory skills than in any other

Shift areas of focus .
industry.

Do more with the same Key skill gaps are expected in the domains of

specialized IT, data analytics, innovation, and

Conclusion .
model risk.
Industry & regional insights + FSInternal Audit groups plan on bridging the
Regional insights anticipated skill gap through continued use of

co-sourcing relationships and increased use of

Industry insights .
guest auditor programs.

Contact us
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Introduction Scope of services

Executive summary
The change imperative

Build influence and impact

Strengthen the skillset

Address critical skill gaps ®

Use innovative resourcing models

Embrace analytics Financial Services (FS)

More FS Internal Audit groups provide mostly
assurance services, with some advisory
services, than in any other industry.

Adopt dynamic reporting

Increase advisory services

The majority of these groups expect to
increase the proportion of advisory services
Shift areas of focus delivered, relative to assurance services.

Innovate

More FS Internal Audit groups have evaluated
their organizations’ strategic planning or risk
Conclusion management functions / processes within the
past three years than in any other industry.
Industry & regional insights This trend is expected to continue over the
. . next three to five years, with these evaluations
Regional insights
planned by many.

Do more with the same

Industry insights

Contact us
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Introduction Data analytics

Executive summary
The change imperative

Build influence and impact

Strengthen the skillset

Address critical skill gaps ®
Financial Services (FS)

Use innovative resourcing models

More FS Internal Audit groups are considered
to have advanced data analytics capabilities
than in any other industry; four in ten have at
least intermediate analytics capabilities.

Embrace analytics
Adopt dynamic reporting

Increase advisory services .
y More of these groups than in any other

Innovate industry utilize advanced analytics tools, and
these groups use their capabilities to perform
Shift areas of focus analytics during fieldwork more frequently

than those in other industries.
Do more with the same

In addition to availability of skilled talent, FS
Conclusion CAEs cite poor data quality as being a key

] — barrier to increased adoption of analytics.
Industry & regional insights

. o To address the current gaps in capabilities,
Regional insights many FS Internal Audit groups plan on
Industry insights training existing in-house staff or hiring skilled

professionals.
Contact us
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Communication

-~ 00060006

Address critical skill gaps @

Use innovative resourcing models

Introduction
Executive summary

The change imperative

Build influence and impact

Embrace analytics
Adopt dynamic reporting

Increase advisory services . . .
Y Financial Services (FS)

Innovate While increased use of dynamic analytics and

Shift areas of focus visualization tools is expected, FS Internal
Audit groups do not expect to modify the way

Do more with the same in which they report as significantly as those in
other industries.

Conclusion

Industry & regional insights

Regional insights

Industry insights

Contact us
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Budget

-~ 00060006

Address critical skill gaps @

Use innovative resourcing models

Introduction
Executive summary

The change imperative

Build influence and impact

Embrace analytics
Adopt dynamic reporting

Increase advisory services

Financial Services (FS)
Innovate

Relative to those in other industries, FS CAEs
are most optimistic about their Internal
Audit budgets, expecting some or significant
increase over the next three to five years.

Shift areas of focus
Do more with the same

Conclusion

Industry & regional insights

Regional insights

Industry insights

Contact us
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Change and influence

~ 90000000

Address critical skill gaps @

Use innovative resourcing models

Introduction
Executive summary

The change imperative

Build influence and impact

Embrace analytics Life Sciences & Health Care

Adopt dynamic reporting (LS&HC)

Increase advisory Services * More CAES in th|S iﬂdUStry thaﬂ in aﬂy Other
expect their organizations to change either

Innovate moderately or significantly over the next three

to five years.
Shift areas of focus

CAEs in LS&HC exert partial influence and
Do more with the same make some impact within the organization,
. and, while believing that having strong impact
Conclusion . . .
and influence will be important over the

Industry & regional insights next three to five years, they do not place as
high an importance on it as those in other
Regional insights industries.

Industry insights

Contact us
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Introduction

Executive summary

The change imperative
Build influence and impact
Strengthen the skillset
Address critical skill gaps
Use innovative resourcing models
Embrace analytics

Adopt dynamic reporting
Increase advisory services
Innovate

Shift areas of focus

Do more with the same

Conclusion

Industry & regional insights

Regional insights

Industry insights

Contact us

©

Skills and resourcing

00060000

O

Life Sciences & Health Care
(LS&HC)

Similar to those in other industries, Internal
Audit groups in LS&HC primarily hold
traditional audit skills in areas such as internal
controls, finance, operations, and general

IT. They also hold skills in fraud prevention /
detection and general advisory skills.

Key skill gaps are expected in the domains of
specialized IT and data analytics.

LS&HC Internal Audit groups plan on bridging
the anticipated skill gap through continued
use of co-sourcing relationships and increased
use of non-local resources and guest auditor
programs.

©




® ndustry insights 0000

Scope of services

~ 90000000

Address critical skill gaps @

Use innovative resourcing models

Introduction
Executive summary

The change imperative

Build influence and impact

Embrace analytics
Life Sciences & Health Care

Adopt dynamic reporting (LS&HC)

Increase advisory services
Relative to groups in other industries, Internal

Innovate Audit groups in LS&HC allocate a greater
proportion of their annual internal audit plans

Shift areas of focus to advisory services.

Do more with the same + The majority of LS&HC Internal Audit

, functions expect to evaluate their

Conclusion o, . . .
organization’s strategic planning and risk

Industry & regional insights management functions / processes over the

next three to five years.
Regional insights

Industry insights

Contact us
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Introduction

Executive summary

The change imperative
Build influence and impact
Strengthen the skillset
Address critical skill gaps
Use innovative resourcing models
Embrace analytics

Adopt dynamic reporting
Increase advisory services
Innovate

Shift areas of focus

Do more with the same

Conclusion

Industry & regional insights

Regional insights

Industry insights

Contact us

©

Data analytics

00006

00060000

Life Sciences & Health Care (LS&HC)

O

Internal Audit’s data analytics capabilities in LS&HC lag
those of groups in other industries.

LS&HC Internal Audit groups perform analytics as part
of audit scoping more frequently than those in other
industries.

In addition to training existing in-house staff, many
LS&HC Internal Audit groups plan on leveraging co-source
partners to address gaps in analytics capabilities.

Many LS&HC CAEs cite the manual nature of data
extraction, processing and/or analysis, and poor data
quality, as being key barriers to increased adoption of
analytics.

Many LS&HC Internal Audit groups plan on training existing
in-house staff or leveraging co-source partners to address
the current gaps in capabilities.
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Communication

~ 90000000

Address critical skill gaps @

Use innovative resourcing models

Introduction
Executive summary

The change imperative

Build influence and impact

Embrace analytics

Adopt dynamic reporting Life Sciences & Health Care
Increase advisory services (LS&HC)
Innovate + Internal Audit reporting is not expected

to change as much in LS&HC as in other
industries. Some of these groups even expect
to increase their use of traditional static
presentation reports.

Shift areas of focus

Do more with the same

Conclusion , ,
Some groups expect to increase their use of

Industry & regional insights dynamic analytics and visualization tools.

Regional insights

Industry insights

Contact us
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Budget

00060000

Address critical skill gaps @

Use innovative resourcing models

Introduction
Executive summary

The change imperative

Build influence and impact

Embrace analytics
Adopt dynamic reporting
Increase advisory services

Life Sciences & Health Care
Innovate (LS&HC)

Shift areas of focus .
Budgets are expected to remain stable for

Do more with the same LS&HC Internal Audit groups over the next

three to five years.
Conclusion

Industry & regional insights

Regional insights

Industry insights

Contact us
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Introduction

Executive summary

The change imperative
Build influence and impact
Strengthen the skillset
Address critical skill gaps
Use innovative resourcing models
Embrace analytics

Adopt dynamic reporting
Increase advisory services
Innovate

Shift areas of focus

Do more with the same

Conclusion

Industry & regional insights

Regional insights

Industry insights

Contact us

S

Change and influence

O

Fewer CAEs in this industry than in any other
expect their organizations and Internal Audit
functions to change over the next three to
five years.

Manufacturing

It is believed that fewer Audit committees in
Manufacturing than in any other industries
will expect moderate or significant change
from their Internal Audit functions

The extent of Internal Audit’s impact and
influence is lower in Manufacturing than in
any other industry and, while considered to
be important over the next three to five years,
it is not deemed to be as critical as for other
industries.
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Introduction Skills and resourcing

Executive summary
The change imperative

Build influence and impact

Strengthen the skillset

Address critical skill gaps ®
Use innovative resourcing models Manufacturing

Embrace analytics + CAEs in Manufacturing are the least satisfied

_ . with their Internal Audit groups’ skill sets.
Adopt dynamic reporting

Similar to those in other industries, Internal
Increase advisory services Audit groups in Manufacturing primarily hold
traditional audit skills in areas such as internal
controls, finance, operations, and general IT. They
also hold skills in fraud prevention / detection.

Innovate

Shift areas of focus

Key skill gaps are expected in the domains of

Do more with the same L : ,
specialized IT, data analytics, fraud prevention /

Conclusion detection, innovation, and model risk.
Industry & regional insights + Although many Manufactgrmg Internal Agdm
groups do not plan on using any alternative
Regional insights staffing models to bridge the anticipated skill
Industry insights gap, those that do intend to use alternative

models will use guest auditor programs.
Contact us

@ .
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Introduction Scope of services

Executive summary
The change imperative

Build influence and impact

Strengthen the skillset

Address critical skill gaps @

Use innovative resourcing models
Embrace analytics

Adopt dynamic reporting
Manufacturing
Increase advisory services
Relative to groups in other industries, more
Internal Audit groups in Manufacturing
provide only assurance services.

Innovate

Shift areas of focus

The majority of Manufacturing Internal
Audit functions expect to evaluate their
Conclusion organization’s risk management function /

process over the next three to five years.
Industry & regional insights

Regional insights

Do more with the same

Industry insights

Contact us
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Introduction Data analytics

Executive summary
The change imperative

Build influence and impact

Strengthen the skillset

Address critical skill gaps @
Use innovative resourcing models Manufacturing

Embrace analytics + Most Manufacturing Internal Audit groups

_ . have basic or no analytics capabilities.
Adopt dynamic reporting

Those that do have such capabilities
Increase advisory services use analytics to develop reporting more

frequently than those in other industries.
Innovate

In addition to availability of skilled talent,
Manufacturing CAEs cite lack of time and/
or head-count as being a key barrier to
increased adoption of analytics.

Shift areas of focus

Do more with the same

Conclusion In addition to training existing in-house

Industry & regional insights staff, many I\/Ianufact.u‘rmg. Internal Aud!t
groups plan on acquiring licenses or using

Regional insights other means of increasing the availability of
Industry insights analytics tools, to address the current gaps in
capabilities.
Contact us

@ .



® ndustry insights

Introduction Communication

Executive summary
The change imperative

Build influence and impact

Strengthen the skillset

Address critical skill gaps @

Use innovative resourcing models
Embrace analytics
Adopt dynamic reporting

Increase advisory services Manufacturing

Innovate
While increased use of dynamic analytics and
Shift areas of focus visualization tools is expected, Manufacturing
Internal Audit groups do not expect to modify
the way in which they report as significantly as
those in other industries.

Do more with the same
Conclusion

Industry & regional insights

Regional insights

Industry insights

Contact us
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Budget

Introduction
Executive summary
The change imperative

Build influence and impact

Strengthen the skillset

Address critical skill gaps @

Use innovative resourcing models
Embrace analytics
Adopt dynamic reporting

Increase advisory services

Innovate Manufacturing

Shift areas of focus + Budgets are expected to remain stable for
Manufacturing Internal Audit groups over the

Do more with the same next three to five years.

Conclusion

Industry & regional insights

Regional insights

Industry insights

Contact us
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-~ 0000006

Address critical skill gaps @

Use innovative resourcing models

Introduction
Executive summary
The change imperative

Build influence and impact

Embrace analytics

Adopt dynamic reporting Public Sector (PS)

Increase advisory services + Most CAEs in PS expect moderate to
significant change within their organizations,
and believe the Internal Audit groups will
Shift areas of focus need to evolve in order to be relevant and
successful over the next three to five years.

Innovate

Do more with the same L
© CAEs in PS exert partial influence and make

Conclusion some impact within the organization, and
believe that strengthening these will be

Industry & regional insights important over the next three to five years.

Regional insights

Industry insights

Contact us
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Introduction

Executive summary

The change imperative
Build influence and impact
Strengthen the skillset
Address critical skill gaps
Use innovative resourcing models
Embrace analytics

Adopt dynamic reporting
Increase advisory services
Innovate

Shift areas of focus

Do more with the same

Conclusion

Industry & regional insights

Regional insights

Industry insights

Contact us

©

Skills and resourcing

0006000

O

Public Sector (PS)

While Internal Audit groups in PS hold
traditional audit skills in areas such as internal
controls, finance, and operations, general IT
skills are not as frequently held as in other
industries. These groups more frequently
have general advisory skills than any other
industry, and many hold regulatory skills.

Key skill gaps are expected in the domains
of specialized IT, data analytics, innovation,
model risk, and change management.

PS Internal Audit groups plan on bridging the

anticipated skill gap through continued use of
external resources, and increased use of non-
local resources.
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Scope of services

-~ 0000006

Address critical skill gaps @

Use innovative resourcing models

Introduction
Executive summary
The change imperative

Build influence and impact

Embrace analytics Public Sector (PS)
Adopt dynamic reporting , o _
PS Internal Audit groups primarily provide
Increase advisory services assurance services with some advisory

services.

Innovate
More of these groups expect to increase the

Shift areas of focus proportion of advisory services provided than

in any other industry.
Do more with the same
The majority of PS Internal Audit functions

Conclusion expect to evaluate their organization’s

) — strategic planning and risk management
Industry & regional insights functions / processes over the next three to
Regional insights five years.

Industry insights

Contact us
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Data analytics

0006006

Address critical skill gaps @

Use innovative resourcing models
Public Sector (PS)

Introduction
Executive summary

The change imperative

Build influence and impact

Embrace analytics

PS Internal Audit groups use analytics more

Adopt dynamic reportin
ptay P & frequently than those in other industries.

Increase advisory services Usage is expected to increase further, with
the majority planning on using analytics on at
Innovate least half of their internal audits over the next

three to five years.
Shift areas of focus y

_ In addition to availability of skilled talent, PS
Do more with the same CAEs cite poor data quality as being a key
barrier to increased adoption of analytics.

Conclusion
) — + Many PS Internal Audit groups plan on training
Industry & regional insights existing in-house staff or leveraging co-source
Regional insights partners to address the current gaps in

Ities.
Industry insights capabilities

Contact us
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Communication

-~ 0000006

Address critical skill gaps @

Use innovative resourcing models

Introduction
Executive summary

The change imperative

Build influence and impact

Embrace analytics

Adopt dynamic reporting Public Sector (PS)

Increase advisory services + Similar to those in other industries, PS Internal
Audit groups expect to enhance the way in
which they report by improving their use of
dynamic and visual communications.

Innovate

Shift areas of focus

Relative to those in other industries, Internal
Audit groups in PS will make the biggest shift
Conclusion away from static word processing reports
toward use of dynamic analytics tools for

Industry & regional insights stakeholder communications.
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Introduction
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Increase advisory services
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Shift areas of focus + Budgets are expected to remain stable for PS
Internal Audit groups over the next three to

Do more with the same five years.

Conclusion
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Address critical skill gaps @

Use innovative resourcing models
Real Estate (RE)

Introduction
Executive summary

The change imperative

Build influence and impact

Embrace analytics

Most CAEs in RE expect moderate to

Adopt dynamic reportin
ey P 8 significant change within their organizations,

Increase advisory services and believe the Internal Audit groups will
need to evolve in order to be relevant and

Innovate successful over the next three to five years.

Shift areas of focus +Itis believed that fewer Audit committees

in RE and Manufacturing than in any other
industries will expect moderate or significant
change from their Internal Audit functions.

Do more with the same

Conclusion
. = +  CAEsin RE exert partial influence and make
Industry & regional insights some impact within the organization, and
Regional insights believe that strengthening these will be

o important over the next three to five years.
Industry insights
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Executive summary

The change imperative
Build influence and impact
Strengthen the skillset

Address critical skill gaps @
Real Estate (RE)

Use innovative resourcing models

Embrace analytics + While Internal Audit groups in RE hold
traditional audit skills in areas such as internal
Adopt dynamic reporting controls, finance, and operations, general IT

skills are not as frequently held as in other
industries. Many of these groups have general
advisory skills.

Increase advisory services

Innovate

Key skill gaps are expected in the domains of
data analytics, fraud prevention / detection,
Do more with the same specialized IT, innovation, and internal
controls.

Shift areas of focus

Conclusion . . .
+  While many RE Internal Audit functions do
not currently use alternate staffing models,
many plan on leveraging the organization’s
Regional insights formal rotation program or increasing their
Industry insights use of non-local resources and guest auditor

programs to bridge the anticipated skill gap.
Contact us
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Introduction
Executive summary

The change imperative

Build influence and impact

Embrace analytics Real Estate (RE)

Adopt dynamic reporting . _ , .
Relative to groups in other industries, more
Increase advisory services Internal Audit groups in RE provide only

advisory services.
Innovate
The majority of these groups expect to

Shift areas of focus increase the proportion of advisory services

delivered, relative to assurance services.
Do more with the same
The majority of RE Internal Audit functions

Conclusion expect to evaluate their organization’s
] = strategic planning and risk management
Industry & regional insights functions / processes over the next three to
Regional insights five years.

Industry insights
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Embrace analytics

Adopt dynamic reporting
Increase advisory services
Innovate

Shift areas of focus

Do more with the same

Conclusion

Industry & regional insights

Regional insights
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Data analytics

Real Estate (RE)

O

A quarter of RE Internal Audit groups have no analytics
capabilities and do not use analytics at all. Those that do
have these capabilities use them during fieldwork, as part
of audit scoping, to develop reporting and to perform
continuous auditing.

Over the next three to five years, the majority of these
groups intend to use analytics on at least half of their audits.

In addition to availability of skilled talent, a key barrier to
increased adoption of analytics by these groups is the
manual nature of data extraction, processing, and/or
analysis.

Many RE Internal Audit groups plan on training existing in-

house staff and acquiring licenses or using other means of
increasing the availability of analytics tools, to address the

current gaps in capabilities.
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Embrace analytics

Adopt dynamic reporting Real Estate (RE)

Increase advisory services o ' ' '
Similar to those in other industries, RE Internal

Innovate Audit groups expect to enhance the way in
which they report by improving their use of

Shift areas of focus dynamic and visual communications.

Do more with the same *Relative to those in other industries, Internal

. Audit groups in RE will make the biggest shift
Conclusion towards use of dynamic analytics tools for

T —— stakeholder communications.
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Introduction Change and influence

Executive summary
The change imperative

Build influence and impact

Strengthen the skillset

Address critical skill gaps ®

Use innovative resourcing models

Embrace analytics Technology, Media and
Adopt dynamic reporting Telecommunications (TMT)

The majority of CAEs in TMT expect significant

Increase advisory services i , .
change within their organizations over the

Innovate next three to five years. TMT is expected to
undergo the most significant change of all

Shift areas of focus industries.

Do more with the same + CAEs in TMT exert partial influence and make
some impact within the organization, and,

Conclusion while believing that having strong impact and

] ,, influence will be important over the next three
. .
to five years, they do not place as high an
Regional insights importance on it as those in other industries.

Industry insights
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Introduction Skills and resourcing

Executive summary

The change imperative

Build influence and impact
Strengthen the skillset

Address critical skill gaps ®

Use innovative resourcing models

Embrace analytics Technology, Media and

Adopt dynamic reporting Telecommunications (TMT)

Similar to those in other industries, Internal
Audit groups in TMT primarily hold traditional
audit skills in areas such as internal controls,
finance, operations, and general IT. They also
Shift areas of focus hold skills in fraud prevention / detection.

Increase advisory services

Innovate

Key skill gaps are expected in the domains of
data analytics and specialized IT.

Do more with the same

Conclusion TMT Internal Audit groups plan on bridging

Industry & regional insights the anticipated skill gap through continued

use of co-sourcing relationships, and
Regional insights increased use of guest auditor programs.

Industry insights
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Introduction Scope of services

Executive summary
The change imperative

Build influence and impact

Strengthen the skillset

Address critical skill gaps ®

Use innovative resourcing models

Embrace analytics

Technology, Media and

Adopt dynamic reporting Telecommunications (TMT)

Increase advisory services *  TMT Internal Audit groups primarily provide
assurance services with some advisory

Innovate services.

Shift areas of focus + The majority of these groups expect to
increase the proportion of advisory services

Do more with the same delivered, relative to assurance services.

Conclusion + The majority of TMT Internal Audit functions

) = expect to evaluate their organization’s risk
Industry & regional insights management function / process over the next
Regional insights three to five years.
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Introduction Data analytics

Executive summary
The change imperative

Build influence and impact

Strengthen the skillset

Address critical skill gaps ®
Technology, Media and

Use innovative resourcing models

, Telecommunications (TMT)
Embrace analytics

While many TMT Internal Audit groups do not use
analytics, those that do use them to perform continuous
auditing more frequently than those in other industries.

Adopt dynamic reporting

Increase advisory services

These groups intend to increase the proportion of audits
where analytics are used, with the majority intending to
use them on at least half of their internal audits over the
next three to five years.

Innovate
Shift areas of focus

Do more with the same In addition to availability of skilled talent, TMT CAEs cite

Conclusion lack of time and/or headcount as being a key barrier to
increased adoption of analytics.

Industry & regional insights
+ Many TMT Internal Audit groups plan on training existing

Regional insights in-house staff and acquiring licenses or using other means
of increasing the availability of analytics tools, to address

Industry insights . )
the current gaps in capabilities.
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Conclusion
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Conclusion

Industry & regional insights

S

® Appendix | Regional Internal Audit contacts

Terry Hatherell
Global and

Americas Internal
Audit Leader
thatherell@deloitte.ca

Peter Astley

Europe, Middle East & Africa
Internal Audit

Leader
pastley@deloitte.co.uk

Porus Doctor

Asia Pacific Internal Audit
Leader
podoctor@deloitte.com
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Sandy Pundmann
US Internal Audit Leader
spundmann@deloitte.com

Sarah Adams

Global IT Internal

Audit Leader
saradams@deloitte.com

Neil White

Global Internal Audit
Analytics Leader
nwhite@deloitte.com

>



Deloitte.

Deloitte refers to one or more of Deloitte Touche Tohmatsu Limited, a UK private
company limited by guarantee (“DTTL"), its network of member firms, and their
related entities. DTTL and each of its member firms are legally separate and
independent entities. DTTL (also referred to as “Deloitte Global”) does not provide
services to clients. Please see www.deloitte.com/about to learn more about our
global network of member firms.

This communication contains general information only, and none of Deloitte
Touche Tohmatsu Limited, its member firms, or their related entities (collectively,
the “Deloitte network”) is, by means of this communication, rendering professional
advice or services. Before making any decision or taking any action that may affect
your finances or your business, you should consult a qualified professional adviser.
No entity in the Deloitte network shall be responsible for any loss whatsoever
sustained by any person who relies on this communication.

© 2016. For information, contact Deloitte Touche Tohmatsu Limited.



	Left Menu Intro
	Left Menu Executive Summary
	Left Menu Change
	Left Lack of influence
	Left Strenghten
	Left Critical Skills
	Left Innovative resourcing
	Left Embrace analytics
	Left Dynamic
	Left CAEs
	Left Areas of focus
	Left Innovate
	Left Do more
	Left Evolutionary
	Left Regional Home
	Left Industry Home
	Left Appendix

	Map ChangeInfluence
	MapChangeInfluence Americas
	MapChangeInfluence Europe
	MapChangeInfluence Asia

	Map Skills
	Map Skills Americas
	Map Skills Europe
	Map Skills Asia

	Map Data Analytics
	Map Data Americas
	Map Data Asia
	Map Data Europe

	Map Budget
	Map Budget Americas
	Map Budget Europe
	Map Budget Asia

	Map Scope
	Map Scope Asia
	Map Scope Europe
	Map Scope Americas

	Map Commu
	Map Commu Americas
	Map Commu Europe
	Map Commu Asia

	Page executive summary 2
	Page executive summary 3
	Page executive summary 4
	Page Innovative 2
	Page Embrace 2
	Page Embrace 3
	Page Embrace 4
	Page Embrace 5
	Page Areas 2
	Page Internal 2
	Page Evolutionary 2
	Page Change 2
	IS Menu Change
	IS Menu Skills
	Box Sills 1
	Box Sills 2
	Box Sills 3
	Box Sills 4
	Box Sills 5
	Box Sills 6
	Box Sills 7
	Box Sills 8

	IS Menu Data
	IS Menu Comm
	IS Menu Budget
	IS Menu Scope
	Box Change 1
	Box Change 2
	Box Change 3
	Box Change 4
	Box Change 5
	Box Change 6
	Box Change 7
	Box Change 8
	Box Scope 1
	Box Scope 2
	Box Scope 3
	Box Scope 4
	Box Scope 5
	Box Scope 6
	Box Scope 7
	Box Scope 8
	Box Data 1
	Box Data 2
	Box Data 3
	Box Data 4
	Box Data 5
	Box Data 6
	Box Data 7
	Box Data 8
	Box Comm 1
	Box Comm 2
	Box Comm 3
	Box Comm 4
	Box Comm 5
	Box Comm 6
	Box Comm 7
	Box Comm 8
	Box Budget 1
	Box Budget 2
	Box Budget 3
	Box Budget 4
	Box Budget 5
	Box Budget 6
	Box Budget 7
	Box Budget 8
	Page executive summary 5
	Page Embrace 6

	Consumer business, p35149: 
	Consumer business, p3537: 
	Page 2: 
	Page 31: 
	Page 42: 
	Page 53: 
	Page 64: 
	Page 75: 
	Page 86: 
	Page 97: 
	Page 108: 
	Page 119: 
	Page 1210: 
	Page 1311: 
	Page 1412: 
	Page 1513: 
	Page 1614: 
	Page 1715: 
	Page 1816: 
	Page 1917: 
	Page 2018: 
	Page 2119: 
	Page 2220: 
	Page 2321: 
	Page 2422: 
	Page 2523: 
	Page 2624: 
	Page 2725: 
	Page 2826: 
	Page 2927: 
	Page 3028: 
	Page 3129: 
	Page 3230: 
	Page 3331: 
	Page 3432: 
	Page 3533: 
	Page 3634: 
	Page 3735: 
	Page 3836: 
	Page 3937: 
	Page 4038: 
	Page 4139: 
	Page 4240: 
	Page 4341: 
	Page 4442: 
	Page 4543: 
	Page 4644: 
	Page 4745: 
	Page 4846: 
	Page 4947: 
	Page 5048: 
	Page 5149: 
	Page 5250: 
	Page 5351: 
	Page 10852: 

	Consumer business, p3535: 
	Page 2: 
	Page 31: 
	Page 42: 
	Page 53: 
	Page 64: 
	Page 75: 
	Page 86: 
	Page 97: 
	Page 108: 
	Page 119: 
	Page 1210: 
	Page 1311: 
	Page 1412: 
	Page 1513: 
	Page 1614: 
	Page 1715: 
	Page 1816: 
	Page 1917: 
	Page 2018: 
	Page 2119: 
	Page 2220: 
	Page 2321: 
	Page 2422: 
	Page 2523: 
	Page 2624: 
	Page 2725: 
	Page 2826: 
	Page 2927: 
	Page 3028: 
	Page 3129: 
	Page 3230: 
	Page 3331: 
	Page 3432: 
	Page 3533: 
	Page 3634: 
	Page 3735: 
	Page 3836: 
	Page 3937: 
	Page 4038: 
	Page 4139: 
	Page 4240: 
	Page 4341: 
	Page 4442: 
	Page 4543: 
	Page 4644: 
	Page 4745: 
	Page 4846: 
	Page 4947: 
	Page 5048: 
	Page 5149: 
	Page 5250: 
	Page 5351: 
	Page 10852: 

	Consumer business, p3536: 
	Page 2: 
	Page 31: 
	Page 42: 
	Page 53: 
	Page 64: 
	Page 75: 
	Page 86: 
	Page 97: 
	Page 108: 
	Page 119: 
	Page 1210: 
	Page 1311: 
	Page 1412: 
	Page 1513: 
	Page 1614: 
	Page 1715: 
	Page 1816: 
	Page 1917: 
	Page 2018: 
	Page 2119: 
	Page 2220: 
	Page 2321: 
	Page 2422: 
	Page 2523: 
	Page 2624: 
	Page 2725: 
	Page 2826: 
	Page 2927: 
	Page 3028: 
	Page 3129: 
	Page 3230: 
	Page 3331: 
	Page 3432: 
	Page 3533: 
	Page 3634: 
	Page 3735: 
	Page 3836: 
	Page 3937: 
	Page 4038: 
	Page 4139: 
	Page 4240: 
	Page 4341: 
	Page 4442: 
	Page 4543: 
	Page 4644: 
	Page 4745: 
	Page 4846: 
	Page 4947: 
	Page 5048: 
	Page 5149: 
	Page 5250: 
	Page 5351: 
	Page 10852: 

	Consumer business, p3762: 
	Page 2: 
	Page 81: 
	Page 92: 
	Page 103: 
	Page 114: 
	Page 125: 
	Page 136: 
	Page 147: 
	Page 158: 
	Page 169: 
	Page 1710: 
	Page 1811: 
	Page 1912: 
	Page 2013: 
	Page 2114: 
	Page 2215: 
	Page 2316: 
	Page 2417: 
	Page 2518: 
	Page 2619: 
	Page 2720: 
	Page 2821: 
	Page 2922: 
	Page 3023: 
	Page 3124: 
	Page 3225: 
	Page 3326: 
	Page 3427: 
	Page 3528: 
	Page 3629: 
	Page 3730: 
	Page 3831: 
	Page 3932: 
	Page 4033: 
	Page 4134: 
	Page 4235: 
	Page 4336: 
	Page 4437: 
	Page 4538: 
	Page 4639: 
	Page 4740: 
	Page 4841: 
	Page 4942: 
	Page 5043: 
	Page 5144: 
	Page 5245: 
	Page 5346: 
	Page 10847: 

	Consumer business, p3764: 
	Page 2: 
	Page 31: 
	Page 42: 
	Page 53: 
	Page 64: 
	Page 75: 
	Page 106: 
	Page 117: 
	Page 128: 
	Page 139: 
	Page 1410: 
	Page 1511: 
	Page 1612: 
	Page 1713: 
	Page 1814: 
	Page 1915: 
	Page 2016: 
	Page 2117: 
	Page 2218: 
	Page 2319: 
	Page 2420: 
	Page 2521: 
	Page 2622: 
	Page 2723: 
	Page 2824: 
	Page 2925: 
	Page 3026: 
	Page 3127: 
	Page 3228: 
	Page 3329: 
	Page 3430: 
	Page 3531: 
	Page 3632: 
	Page 3733: 
	Page 3834: 
	Page 3935: 
	Page 4036: 
	Page 4137: 
	Page 4238: 
	Page 4339: 
	Page 4440: 
	Page 4541: 
	Page 4642: 
	Page 4743: 
	Page 4844: 
	Page 4945: 
	Page 5046: 
	Page 5147: 
	Page 5248: 
	Page 5349: 
	Page 10850: 

	Consumer business, p3765: 
	Page 2: 
	Page 31: 
	Page 42: 
	Page 53: 
	Page 64: 
	Page 75: 
	Page 86: 
	Page 97: 
	Page 118: 
	Page 129: 
	Page 1310: 
	Page 1411: 
	Page 1512: 
	Page 1613: 
	Page 1714: 
	Page 1815: 
	Page 1916: 
	Page 2017: 
	Page 2118: 
	Page 2219: 
	Page 2320: 
	Page 2421: 
	Page 2522: 
	Page 2623: 
	Page 2724: 
	Page 2825: 
	Page 2926: 
	Page 3027: 
	Page 3128: 
	Page 3229: 
	Page 3330: 
	Page 3431: 
	Page 3532: 
	Page 3633: 
	Page 3734: 
	Page 3835: 
	Page 3936: 
	Page 4037: 
	Page 4138: 
	Page 4239: 
	Page 4340: 
	Page 4441: 
	Page 4542: 
	Page 4643: 
	Page 4744: 
	Page 4845: 
	Page 4946: 
	Page 5047: 
	Page 5148: 
	Page 5249: 
	Page 5350: 
	Page 10851: 

	Consumer business, p3766: 
	Page 2: 
	Page 31: 
	Page 42: 
	Page 53: 
	Page 64: 
	Page 75: 
	Page 86: 
	Page 97: 
	Page 108: 
	Page 129: 
	Page 1310: 
	Page 1411: 
	Page 1512: 
	Page 1613: 
	Page 1714: 
	Page 1815: 
	Page 1916: 
	Page 2017: 
	Page 2118: 
	Page 2219: 
	Page 2320: 
	Page 2421: 
	Page 2522: 
	Page 2623: 
	Page 2724: 
	Page 2825: 
	Page 2926: 
	Page 3027: 
	Page 3128: 
	Page 3229: 
	Page 3330: 
	Page 3431: 
	Page 3532: 
	Page 3633: 
	Page 3734: 
	Page 3835: 
	Page 3936: 
	Page 4037: 
	Page 4138: 
	Page 4239: 
	Page 4340: 
	Page 4441: 
	Page 4542: 
	Page 4643: 
	Page 4744: 
	Page 4845: 
	Page 4946: 
	Page 5047: 
	Page 5148: 
	Page 5249: 
	Page 5350: 
	Page 10851: 

	Consumer business, p3767: 
	Page 2: 
	Page 31: 
	Page 42: 
	Page 53: 
	Page 64: 
	Page 75: 
	Page 86: 
	Page 97: 
	Page 108: 
	Page 119: 
	Page 1310: 
	Page 1411: 
	Page 1512: 
	Page 1613: 
	Page 1714: 
	Page 1815: 
	Page 1916: 
	Page 2017: 
	Page 2118: 
	Page 2219: 
	Page 2320: 
	Page 2421: 
	Page 2522: 
	Page 2623: 
	Page 2724: 
	Page 2825: 
	Page 2926: 
	Page 3027: 
	Page 3128: 
	Page 3229: 
	Page 3330: 
	Page 3431: 
	Page 3532: 
	Page 3633: 
	Page 3734: 
	Page 3835: 
	Page 3936: 
	Page 4037: 
	Page 4138: 
	Page 4239: 
	Page 4340: 
	Page 4441: 
	Page 4542: 
	Page 4643: 
	Page 4744: 
	Page 4845: 
	Page 4946: 
	Page 5047: 
	Page 5148: 
	Page 5249: 
	Page 5350: 
	Page 10851: 

	Consumer business, p3768: 
	Page 2: 
	Page 31: 
	Page 42: 
	Page 53: 
	Page 64: 
	Page 75: 
	Page 86: 
	Page 97: 
	Page 108: 
	Page 119: 
	Page 1210: 
	Page 1511: 
	Page 1612: 
	Page 1713: 
	Page 1814: 
	Page 1915: 
	Page 2016: 
	Page 2117: 
	Page 2218: 
	Page 2319: 
	Page 2420: 
	Page 2521: 
	Page 2622: 
	Page 2723: 
	Page 2824: 
	Page 2925: 
	Page 3026: 
	Page 3127: 
	Page 3228: 
	Page 3329: 
	Page 3430: 
	Page 3531: 
	Page 3632: 
	Page 3733: 
	Page 3834: 
	Page 3935: 
	Page 4036: 
	Page 4137: 
	Page 4238: 
	Page 4339: 
	Page 4440: 
	Page 4541: 
	Page 4642: 
	Page 4743: 
	Page 4844: 
	Page 4945: 
	Page 5046: 
	Page 5147: 
	Page 5248: 
	Page 5349: 
	Page 10850: 

	Consumer business, p3769: 
	Page 2: 
	Page 31: 
	Page 42: 
	Page 53: 
	Page 64: 
	Page 75: 
	Page 86: 
	Page 97: 
	Page 108: 
	Page 119: 
	Page 1210: 
	Page 1311: 
	Page 1412: 
	Page 2113: 
	Page 2214: 
	Page 2315: 
	Page 2416: 
	Page 2517: 
	Page 2618: 
	Page 2719: 
	Page 2820: 
	Page 2921: 
	Page 3022: 
	Page 3123: 
	Page 3224: 
	Page 3325: 
	Page 3426: 
	Page 3527: 
	Page 3628: 
	Page 3729: 
	Page 3830: 
	Page 3931: 
	Page 4032: 
	Page 4133: 
	Page 4234: 
	Page 4335: 
	Page 4436: 
	Page 4537: 
	Page 4638: 
	Page 4739: 
	Page 4840: 
	Page 4941: 
	Page 5042: 
	Page 5143: 
	Page 5244: 
	Page 5345: 
	Page 10846: 

	Consumer business, p3770: 
	Page 2: 
	Page 31: 
	Page 42: 
	Page 53: 
	Page 64: 
	Page 75: 
	Page 86: 
	Page 97: 
	Page 108: 
	Page 119: 
	Page 1210: 
	Page 1311: 
	Page 1412: 
	Page 1513: 
	Page 1614: 
	Page 1715: 
	Page 1816: 
	Page 1917: 
	Page 2018: 
	Page 2219: 
	Page 2320: 
	Page 2421: 
	Page 2522: 
	Page 2623: 
	Page 2724: 
	Page 2825: 
	Page 2926: 
	Page 3027: 
	Page 3128: 
	Page 3229: 
	Page 3330: 
	Page 3431: 
	Page 3532: 
	Page 3633: 
	Page 3734: 
	Page 3835: 
	Page 3936: 
	Page 4037: 
	Page 4138: 
	Page 4239: 
	Page 4340: 
	Page 4441: 
	Page 4542: 
	Page 4643: 
	Page 4744: 
	Page 4845: 
	Page 4946: 
	Page 5047: 
	Page 5148: 
	Page 5249: 
	Page 5350: 
	Page 10851: 

	Consumer business, p3771: 
	Page 2: 
	Page 31: 
	Page 42: 
	Page 53: 
	Page 64: 
	Page 75: 
	Page 86: 
	Page 97: 
	Page 108: 
	Page 119: 
	Page 1210: 
	Page 1311: 
	Page 1412: 
	Page 1513: 
	Page 1614: 
	Page 1715: 
	Page 1816: 
	Page 1917: 
	Page 2018: 
	Page 2119: 
	Page 2320: 
	Page 2421: 
	Page 2522: 
	Page 2623: 
	Page 2724: 
	Page 2825: 
	Page 2926: 
	Page 3027: 
	Page 3128: 
	Page 3229: 
	Page 3330: 
	Page 3431: 
	Page 3532: 
	Page 3633: 
	Page 3734: 
	Page 3835: 
	Page 3936: 
	Page 4037: 
	Page 4138: 
	Page 4239: 
	Page 4340: 
	Page 4441: 
	Page 4542: 
	Page 4643: 
	Page 4744: 
	Page 4845: 
	Page 4946: 
	Page 5047: 
	Page 5148: 
	Page 5249: 
	Page 5350: 
	Page 10851: 

	Consumer business, p3795: 
	Page 2: 
	Page 31: 
	Page 42: 
	Page 53: 
	Page 64: 
	Page 75: 
	Page 86: 
	Page 97: 
	Page 108: 
	Page 119: 
	Page 1210: 
	Page 1311: 
	Page 1412: 
	Page 1513: 
	Page 1614: 
	Page 1715: 
	Page 1816: 
	Page 1917: 
	Page 2018: 
	Page 2119: 
	Page 2220: 
	Page 2321: 
	Page 2422: 
	Page 2723: 
	Page 2824: 
	Page 2925: 
	Page 3026: 
	Page 3127: 
	Page 3228: 
	Page 3329: 
	Page 3430: 
	Page 3531: 
	Page 3632: 
	Page 3733: 
	Page 3834: 
	Page 3935: 
	Page 4036: 
	Page 4137: 
	Page 4238: 
	Page 4339: 
	Page 4440: 
	Page 4541: 
	Page 4642: 
	Page 4743: 
	Page 4844: 
	Page 4945: 
	Page 5046: 
	Page 5147: 
	Page 5248: 
	Page 5349: 
	Page 10850: 

	Consumer business, p3773: 
	Page 2: 
	Page 31: 
	Page 42: 
	Page 53: 
	Page 64: 
	Page 75: 
	Page 86: 
	Page 97: 
	Page 108: 
	Page 119: 
	Page 1210: 
	Page 1311: 
	Page 1412: 
	Page 1513: 
	Page 1614: 
	Page 1715: 
	Page 1816: 
	Page 1917: 
	Page 2018: 
	Page 2119: 
	Page 2220: 
	Page 2521: 
	Page 2622: 
	Page 2723: 
	Page 2824: 
	Page 2925: 
	Page 3026: 
	Page 3127: 
	Page 3228: 
	Page 3329: 
	Page 3430: 
	Page 3531: 
	Page 3632: 
	Page 3733: 
	Page 3834: 
	Page 3935: 
	Page 4036: 
	Page 4137: 
	Page 4238: 
	Page 4339: 
	Page 4440: 
	Page 4541: 
	Page 4642: 
	Page 4743: 
	Page 4844: 
	Page 4945: 
	Page 5046: 
	Page 5147: 
	Page 5248: 
	Page 5349: 
	Page 10850: 

	Consumer business, p3774: 
	Page 2: 
	Page 31: 
	Page 42: 
	Page 53: 
	Page 64: 
	Page 75: 
	Page 86: 
	Page 97: 
	Page 108: 
	Page 119: 
	Page 1210: 
	Page 1311: 
	Page 1412: 
	Page 1513: 
	Page 1614: 
	Page 1715: 
	Page 1816: 
	Page 1917: 
	Page 2018: 
	Page 2119: 
	Page 2220: 
	Page 2321: 
	Page 2422: 
	Page 2523: 
	Page 2624: 
	Page 2825: 
	Page 2926: 
	Page 3027: 
	Page 3128: 
	Page 3229: 
	Page 3330: 
	Page 3431: 
	Page 3532: 
	Page 3633: 
	Page 3734: 
	Page 3835: 
	Page 3936: 
	Page 4037: 
	Page 4138: 
	Page 4239: 
	Page 4340: 
	Page 4441: 
	Page 4542: 
	Page 4643: 
	Page 4744: 
	Page 4845: 
	Page 4946: 
	Page 5047: 
	Page 5148: 
	Page 5249: 
	Page 5350: 
	Page 10851: 

	Consumer business, p3775: 
	Page 2: 
	Page 31: 
	Page 42: 
	Page 53: 
	Page 64: 
	Page 75: 
	Page 86: 
	Page 97: 
	Page 108: 
	Page 119: 
	Page 1210: 
	Page 1311: 
	Page 1412: 
	Page 1513: 
	Page 1614: 
	Page 1715: 
	Page 1816: 
	Page 1917: 
	Page 2018: 
	Page 2119: 
	Page 2220: 
	Page 2321: 
	Page 2422: 
	Page 2523: 
	Page 2624: 
	Page 2725: 
	Page 3026: 
	Page 3127: 
	Page 3228: 
	Page 3329: 
	Page 3430: 
	Page 3531: 
	Page 3632: 
	Page 3733: 
	Page 3834: 
	Page 3935: 
	Page 4036: 
	Page 4137: 
	Page 4238: 
	Page 4339: 
	Page 4440: 
	Page 4541: 
	Page 4642: 
	Page 4743: 
	Page 4844: 
	Page 4945: 
	Page 5046: 
	Page 5147: 
	Page 5248: 
	Page 5349: 
	Page 10850: 

	Consumer business, p3776: 
	Page 2: 
	Page 31: 
	Page 42: 
	Page 53: 
	Page 64: 
	Page 75: 
	Page 86: 
	Page 97: 
	Page 108: 
	Page 119: 
	Page 1210: 
	Page 1311: 
	Page 1412: 
	Page 1513: 
	Page 1614: 
	Page 1715: 
	Page 1816: 
	Page 1917: 
	Page 2018: 
	Page 2119: 
	Page 2220: 
	Page 2321: 
	Page 2422: 
	Page 2523: 
	Page 2624: 
	Page 2725: 
	Page 2826: 
	Page 2927: 

	Consumer business, p3777: 
	Page 2: 
	Page 31: 
	Page 42: 
	Page 53: 
	Page 64: 
	Page 75: 
	Page 86: 
	Page 97: 
	Page 108: 
	Page 119: 
	Page 1210: 
	Page 1311: 
	Page 1412: 
	Page 1513: 
	Page 1614: 
	Page 1715: 
	Page 1816: 
	Page 1917: 
	Page 2018: 
	Page 2119: 
	Page 2220: 
	Page 2321: 
	Page 2422: 
	Page 2523: 
	Page 2624: 
	Page 2725: 
	Page 2826: 
	Page 2927: 
	Page 10828: 

	Consumer business, p3763: 
	Page 3: 
	Page 41: 
	Page 52: 
	Page 63: 
	Page 74: 
	Page 85: 
	Page 96: 
	Page 107: 
	Page 118: 
	Page 129: 
	Page 1310: 
	Page 1411: 
	Page 1512: 
	Page 1613: 
	Page 1714: 
	Page 1815: 
	Page 1916: 
	Page 2017: 
	Page 2118: 
	Page 2219: 
	Page 2320: 
	Page 2421: 
	Page 2522: 
	Page 2623: 
	Page 2724: 
	Page 2825: 
	Page 2926: 
	Page 3027: 
	Page 3128: 
	Page 3229: 
	Page 3330: 
	Page 3431: 
	Page 3532: 
	Page 3633: 
	Page 3734: 
	Page 3835: 
	Page 3936: 
	Page 4037: 
	Page 4138: 
	Page 4239: 
	Page 4340: 
	Page 4441: 
	Page 4542: 
	Page 4643: 
	Page 4744: 
	Page 4845: 
	Page 4946: 
	Page 5047: 
	Page 5148: 
	Page 5249: 
	Page 5350: 
	Page 10851: 

	Consumer business, p3580: 
	Consumer business, p3581: 
	Consumer business, p3579: 
	Consumer business, p35145: 
	Consumer business, p3582: 
	Consumer business, p3719: 
	Consumer business, p3720: 
	Consumer business, p35144: 
	Consumer business, p35101: 
	Consumer business, p35104: 
	Consumer business, p35105: 
	Consumer business, p35107: 
	Consumer business, p35111: 
	Consumer business, p35114: 
	Consumer business, p35115: 
	Consumer business, p35122: 
	Consumer business, p35117: 
	Consumer business, p35151: 
	Consumer business, p3721: 
	Consumer business, p3722: 
	Consumer business, p3723: 
	Consumer business, p35152: 
	Consumer business, p3724: 
	Consumer business, p3725: 
	Consumer business, p3726: 
	Consumer business, p35142: 
	Consumer business, p3734: 
	Consumer business, p3736: 
	Consumer business, p3737: 
	Consumer business, p3738: 
	Consumer business, p3596: 
	Consumer business, p3597: 
	Consumer business, p3583: 
	Consumer business, p3584: 
	Consumer business, p3585: 
	Consumer business, p3586: 
	Consumer business, p3731: 
	Consumer business, p3780: 
	Consumer business, p35153: 
	Consumer business, p3587: 
	Consumer business, p3727: 
	Consumer business, p3730: 
	Consumer business, p3779: 
	Consumer business, p35148: 
	Consumer business, p3588: 
	Consumer business, p3728: 
	Consumer business, p3729: 
	Consumer business, p3778: 
	Consumer business, p35147: 
	Consumer business, p3733: 
	Consumer business, p3735: 
	Consumer business, p3739: 
	Consumer business, p3589: 
	Consumer business, p35146: 
	Consumer business, p3759: 
	Consumer business, p3760: 
	Consumer business, p3761: 
	Consumer business, p3732: 
	Consumer business, p35143: 
	Consumer business, p3783: 
	Consumer business, p3793: 
	Consumer business, p3803: 
	Consumer business, p3740: 
	Consumer business, p3601: 
	Consumer business, p3592: 
	Consumer business, p3593: 
	Consumer business, p3590: 
	Consumer business, p3591: 
	Consumer business, p3594: 
	Consumer business, p3595: 
	Consumer business, p3577: 
	Page 30: 
	Page 311: 
	Page 322: 
	Page 333: 
	Page 344: 
	Page 355: 

	Consumer business, p3610: 
	Page 30: 
	Page 321: 
	Page 332: 
	Page 343: 
	Page 354: 

	Consumer business, p3611: 
	Page 30: 
	Page 311: 
	Page 332: 
	Page 343: 
	Page 354: 

	Consumer business, p360111: 
	Page 30: 
	Page 311: 
	Page 322: 
	Page 343: 
	Page 354: 

	Consumer business, p36061: 
	Page 30: 
	Page 311: 
	Page 322: 
	Page 333: 
	Page 354: 

	Consumer business, p3625: 
	Page 30: 
	Page 311: 
	Page 322: 
	Page 333: 
	Page 344: 

	Consumer business, p35118: 
	Page 30: 
	Page 311: 
	Page 322: 
	Page 333: 
	Page 344: 
	Page 355: 

	Consumer business, p3858: 
	Page 30: 
	Page 311: 
	Page 322: 
	Page 333: 
	Page 344: 
	Page 355: 

	Consumer business, p35124: 
	Consumer business, p35125: 
	Consumer business, p35126: 
	Consumer business, p35109: 
	Page 31: 
	Page 321: 
	Page 332: 
	Page 343: 
	Page 354: 

	Consumer business, p35127: 
	Consumer business, p35128: 
	Consumer business, p35129: 
	Consumer business, p35130: 
	Consumer business, p35131: 
	Consumer business, p35132: 
	Consumer business, p35133: 
	Consumer business, p35134: 
	Consumer business, p35135: 
	Consumer business, p35138: 
	Consumer business, p35137: 
	Consumer business, p35136: 
	Consumer business, p35139: 
	Consumer business, p35140: 
	Consumer business, p35141: 
	Consumer business, p3860: 
	Page 36: 
	Page 371: 
	Page 382: 
	Page 393: 
	Page 404: 
	Page 415: 

	Consumer business, p35119: 
	Page 36: 
	Page 371: 
	Page 382: 
	Page 393: 
	Page 404: 
	Page 415: 
	Page 546: 
	Page 557: 
	Page 568: 
	Page 579: 
	Page 5810: 
	Page 5911: 
	Page 6012: 
	Page 6113: 
	Page 6214: 
	Page 6315: 
	Page 6416: 
	Page 6517: 
	Page 6618: 
	Page 6719: 
	Page 6820: 
	Page 6921: 
	Page 7022: 
	Page 7123: 
	Page 7224: 
	Page 7325: 
	Page 7426: 
	Page 7527: 
	Page 7628: 
	Page 7729: 
	Page 7830: 
	Page 7931: 
	Page 8032: 
	Page 8133: 
	Page 8234: 
	Page 8335: 
	Page 8436: 
	Page 8537: 
	Page 8638: 
	Page 8739: 
	Page 8840: 
	Page 8941: 
	Page 9042: 
	Page 9143: 
	Page 9244: 
	Page 9345: 
	Page 9446: 
	Page 9547: 
	Page 9648: 
	Page 9749: 
	Page 9850: 
	Page 9951: 
	Page 10052: 
	Page 10153: 
	Page 10254: 
	Page 10355: 
	Page 10456: 
	Page 10557: 
	Page 10658: 
	Page 10759: 

	Consumer business, p3578: 
	Page 36: 
	Page 371: 
	Page 382: 
	Page 393: 
	Page 404: 
	Page 415: 

	Consumer business, p3619: 
	Page 36: 
	Page 381: 
	Page 392: 
	Page 403: 
	Page 414: 

	Consumer business, p3624: 
	Page 36: 
	Page 371: 
	Page 392: 
	Page 403: 
	Page 414: 

	Consumer business, p360115: 
	Page 36: 
	Page 371: 
	Page 382: 
	Page 403: 
	Page 414: 

	Consumer business, p36065: 
	Page 36: 
	Page 371: 
	Page 382: 
	Page 393: 
	Page 414: 

	Consumer business, p3677: 
	Page 36: 
	Page 371: 
	Page 382: 
	Page 393: 
	Page 404: 

	Consumer business, p363: 
	Consumer business, p351013: 
	Page 37: 
	Page 381: 
	Page 392: 
	Page 403: 
	Page 414: 

	Consumer business, p360: 
	Consumer business, p373: 
	Consumer business, p376: 
	Consumer business, p379: 
	Consumer business, p382: 
	Consumer business, p3861: 
	Page 42: 
	Page 431: 
	Page 442: 
	Page 453: 
	Page 464: 
	Page 475: 

	Consumer business, p35120: 
	Page 42: 
	Page 431: 
	Page 442: 
	Page 453: 
	Page 464: 
	Page 475: 

	Consumer business, p3598: 
	Page 42: 
	Page 431: 
	Page 442: 
	Page 453: 
	Page 464: 
	Page 475: 

	Consumer business, p3621: 
	Page 42: 
	Page 441: 
	Page 452: 
	Page 463: 
	Page 474: 

	Consumer business, p3626: 
	Page 42: 
	Page 431: 
	Page 452: 
	Page 463: 
	Page 474: 

	Consumer business, p360116: 
	Page 42: 
	Page 431: 
	Page 442: 
	Page 463: 
	Page 474: 

	Consumer business, p36066: 
	Page 42: 
	Page 431: 
	Page 442: 
	Page 453: 
	Page 474: 

	Consumer business, p3678: 
	Page 42: 
	Page 431: 
	Page 442: 
	Page 453: 
	Page 464: 

	Consumer business, p364: 
	Consumer business, p351014: 
	Page 43: 
	Page 441: 
	Page 452: 
	Page 463: 
	Page 474: 

	Consumer business, p361: 
	Consumer business, p374: 
	Consumer business, p377: 
	Consumer business, p380: 
	Consumer business, p383: 
	Consumer business, p3862: 
	Page 48: 
	Page 491: 
	Page 502: 
	Page 513: 
	Page 524: 
	Page 535: 

	Consumer business, p35121: 
	Page 48: 
	Page 491: 
	Page 502: 
	Page 513: 
	Page 524: 
	Page 535: 

	Consumer business, p3599: 
	Page 48: 
	Page 491: 
	Page 502: 
	Page 513: 
	Page 524: 
	Page 535: 

	Consumer business, p3623: 
	Page 48: 
	Page 501: 
	Page 512: 
	Page 523: 
	Page 534: 

	Consumer business, p3675: 
	Page 48: 
	Page 491: 
	Page 512: 
	Page 523: 
	Page 534: 

	Consumer business, p360117: 
	Page 48: 
	Page 491: 
	Page 502: 
	Page 523: 
	Page 534: 

	Consumer business, p36067: 
	Page 48: 
	Page 491: 
	Page 502: 
	Page 513: 
	Page 534: 

	Consumer business, p3679: 
	Page 48: 
	Page 491: 
	Page 502: 
	Page 513: 
	Page 524: 

	Consumer business, p365: 
	Consumer business, p351015: 
	Page 49: 
	Page 501: 
	Page 512: 
	Page 523: 
	Page 534: 

	Consumer business, p362: 
	Consumer business, p375: 
	Consumer business, p378: 
	Consumer business, p381: 
	Consumer business, p384: 
	Consumer business, p3614: 
	Page 54: 
	Page 551: 
	Page 572: 
	Page 583: 
	Page 594: 
	Page 605: 
	Page 616: 
	Page 637: 
	Page 648: 
	Page 659: 
	Page 6610: 
	Page 6711: 
	Page 6912: 
	Page 7013: 
	Page 7114: 
	Page 7215: 
	Page 7316: 
	Page 7517: 
	Page 7618: 
	Page 7719: 
	Page 7820: 
	Page 7921: 
	Page 8122: 
	Page 8223: 
	Page 8324: 
	Page 8425: 
	Page 8526: 
	Page 8727: 
	Page 8828: 
	Page 8929: 
	Page 9030: 
	Page 9131: 
	Page 9332: 
	Page 9433: 
	Page 9534: 
	Page 9635: 
	Page 9736: 
	Page 9937: 
	Page 10038: 
	Page 10139: 
	Page 10240: 
	Page 10341: 
	Page 10542: 
	Page 10643: 
	Page 10744: 

	Consumer business, p360174: 
	Page 54: 
	Page 551: 
	Page 562: 
	Page 583: 
	Page 594: 
	Page 605: 
	Page 616: 
	Page 627: 
	Page 648: 
	Page 659: 
	Page 6610: 
	Page 6711: 
	Page 6812: 
	Page 7013: 
	Page 7114: 
	Page 7215: 
	Page 7316: 
	Page 7417: 
	Page 7618: 
	Page 7719: 
	Page 7820: 
	Page 7921: 
	Page 8022: 
	Page 8223: 
	Page 8324: 
	Page 8425: 
	Page 8526: 
	Page 8627: 
	Page 8828: 
	Page 8929: 
	Page 9030: 
	Page 9131: 
	Page 9232: 
	Page 9433: 
	Page 9534: 
	Page 9635: 
	Page 9736: 
	Page 9837: 
	Page 10038: 
	Page 10139: 
	Page 10240: 
	Page 10341: 
	Page 10442: 
	Page 10643: 
	Page 10744: 

	Consumer business, p36083: 
	Page 54: 
	Page 551: 
	Page 562: 
	Page 573: 
	Page 594: 
	Page 605: 
	Page 616: 
	Page 627: 
	Page 638: 
	Page 659: 
	Page 6610: 
	Page 6711: 
	Page 6812: 
	Page 6913: 
	Page 7114: 
	Page 7215: 
	Page 7316: 
	Page 7417: 
	Page 7518: 
	Page 7719: 
	Page 7820: 
	Page 7921: 
	Page 8022: 
	Page 8123: 
	Page 8324: 
	Page 8425: 
	Page 8526: 
	Page 8627: 
	Page 8728: 
	Page 8929: 
	Page 9030: 
	Page 9131: 
	Page 9232: 
	Page 9333: 
	Page 9534: 
	Page 9635: 
	Page 9736: 
	Page 9837: 
	Page 9938: 
	Page 10139: 
	Page 10240: 
	Page 10341: 
	Page 10442: 
	Page 10543: 
	Page 10744: 

	Consumer business, p3878: 
	Page 54: 
	Page 551: 
	Page 562: 
	Page 573: 
	Page 584: 
	Page 605: 
	Page 616: 
	Page 627: 
	Page 638: 
	Page 649: 
	Page 6610: 
	Page 6711: 
	Page 6812: 
	Page 6913: 
	Page 7014: 
	Page 7215: 
	Page 7316: 
	Page 7417: 
	Page 7518: 
	Page 7619: 
	Page 7820: 
	Page 7921: 
	Page 8022: 
	Page 8123: 
	Page 8224: 
	Page 8425: 
	Page 8526: 
	Page 8627: 
	Page 8728: 
	Page 8829: 
	Page 9030: 
	Page 9131: 
	Page 9232: 
	Page 9333: 
	Page 9434: 
	Page 9635: 
	Page 9736: 
	Page 9837: 
	Page 9938: 
	Page 10039: 
	Page 10240: 
	Page 10341: 
	Page 10442: 
	Page 10543: 
	Page 10644: 

	Consumer business, p3600: 
	Page 54: 
	Page 551: 
	Page 562: 
	Page 573: 
	Page 584: 
	Page 595: 
	Page 606: 
	Page 617: 
	Page 628: 
	Page 639: 
	Page 6410: 
	Page 6511: 
	Page 6612: 
	Page 6713: 
	Page 6814: 
	Page 6915: 
	Page 7016: 
	Page 7117: 
	Page 7218: 
	Page 7319: 
	Page 7420: 
	Page 7521: 
	Page 7622: 
	Page 7723: 
	Page 7824: 
	Page 7925: 
	Page 8026: 
	Page 8127: 
	Page 8228: 
	Page 8329: 
	Page 8430: 
	Page 8531: 
	Page 8632: 
	Page 8733: 
	Page 8834: 
	Page 8935: 
	Page 9036: 
	Page 9137: 
	Page 9238: 
	Page 9339: 
	Page 9440: 
	Page 9541: 
	Page 9642: 
	Page 9743: 
	Page 9844: 
	Page 9945: 
	Page 10046: 
	Page 10147: 
	Page 10248: 
	Page 10349: 
	Page 10450: 
	Page 10551: 
	Page 10652: 
	Page 10753: 

	Consumer business, p3550: 
	Page 54: 
	Page 551: 
	Page 562: 
	Page 573: 
	Page 584: 
	Page 595: 
	Page 606: 
	Page 617: 
	Page 628: 
	Page 639: 
	Page 6410: 
	Page 6511: 
	Page 6612: 
	Page 6713: 
	Page 6814: 
	Page 6915: 
	Page 7016: 
	Page 7117: 
	Page 7218: 
	Page 7319: 
	Page 7420: 
	Page 7521: 
	Page 7622: 
	Page 7723: 
	Page 7824: 
	Page 7925: 
	Page 8026: 
	Page 8127: 
	Page 8228: 
	Page 8329: 
	Page 8430: 
	Page 8531: 
	Page 8632: 
	Page 8733: 
	Page 8834: 
	Page 8935: 
	Page 9036: 
	Page 9137: 
	Page 9238: 
	Page 9339: 
	Page 9440: 
	Page 9541: 
	Page 9642: 
	Page 9743: 
	Page 9844: 
	Page 9945: 
	Page 10046: 
	Page 10147: 
	Page 10248: 
	Page 10349: 
	Page 10450: 
	Page 10551: 
	Page 10652: 
	Page 10753: 

	Consumer business, p3551: 
	Page 54: 
	Page 551: 
	Page 562: 
	Page 573: 
	Page 584: 
	Page 595: 
	Page 606: 
	Page 617: 
	Page 628: 
	Page 639: 
	Page 6410: 
	Page 6511: 
	Page 6612: 
	Page 6713: 
	Page 6814: 
	Page 6915: 
	Page 7016: 
	Page 7117: 
	Page 7218: 
	Page 7319: 
	Page 7420: 
	Page 7521: 
	Page 7622: 
	Page 7723: 
	Page 7824: 
	Page 7925: 
	Page 8026: 
	Page 8127: 
	Page 8228: 
	Page 8329: 
	Page 8430: 
	Page 8531: 
	Page 8632: 
	Page 8733: 
	Page 8834: 
	Page 8935: 
	Page 9036: 
	Page 9137: 
	Page 9238: 
	Page 9339: 
	Page 9440: 
	Page 9541: 
	Page 9642: 
	Page 9743: 
	Page 9844: 
	Page 9945: 
	Page 10046: 
	Page 10147: 
	Page 10248: 
	Page 10349: 
	Page 10450: 
	Page 10551: 
	Page 10652: 
	Page 10753: 

	Consumer business, p3552: 
	Page 54: 
	Page 551: 
	Page 562: 
	Page 573: 
	Page 584: 
	Page 595: 
	Page 606: 
	Page 617: 
	Page 628: 
	Page 639: 
	Page 6410: 
	Page 6511: 
	Page 6612: 
	Page 6713: 
	Page 6814: 
	Page 6915: 
	Page 7016: 
	Page 7117: 
	Page 7218: 
	Page 7319: 
	Page 7420: 
	Page 7521: 
	Page 7622: 
	Page 7723: 
	Page 7824: 
	Page 7925: 
	Page 8026: 
	Page 8127: 
	Page 8228: 
	Page 8329: 
	Page 8430: 
	Page 8531: 
	Page 8632: 
	Page 8733: 
	Page 8834: 
	Page 8935: 
	Page 9036: 
	Page 9137: 
	Page 9238: 
	Page 9339: 
	Page 9440: 
	Page 9541: 
	Page 9642: 
	Page 9743: 
	Page 9844: 
	Page 9945: 
	Page 10046: 
	Page 10147: 
	Page 10248: 
	Page 10349: 
	Page 10450: 
	Page 10551: 
	Page 10652: 
	Page 10753: 

	Consumer business, p3859: 
	Page 54: 
	Page 551: 
	Page 562: 
	Page 573: 
	Page 584: 
	Page 595: 
	Page 606: 
	Page 617: 
	Page 628: 
	Page 639: 
	Page 6410: 
	Page 6511: 
	Page 6612: 
	Page 6713: 
	Page 6814: 
	Page 6915: 
	Page 7016: 
	Page 7117: 
	Page 7218: 
	Page 7319: 
	Page 7420: 
	Page 7521: 
	Page 7622: 
	Page 7723: 
	Page 7824: 
	Page 7925: 
	Page 8026: 
	Page 8127: 
	Page 8228: 
	Page 8329: 
	Page 8430: 
	Page 8531: 
	Page 8632: 
	Page 8733: 
	Page 8834: 
	Page 8935: 
	Page 9036: 
	Page 9137: 
	Page 9238: 
	Page 9339: 
	Page 9440: 
	Page 9541: 
	Page 9642: 
	Page 9743: 
	Page 9844: 
	Page 9945: 
	Page 10046: 
	Page 10147: 
	Page 10248: 
	Page 10349: 
	Page 10450: 
	Page 10551: 
	Page 10652: 
	Page 10753: 

	Consumer business, p3781: 
	Page 54: 
	Page 551: 
	Page 562: 
	Page 573: 
	Page 584: 
	Page 595: 
	Page 606: 
	Page 617: 
	Page 628: 
	Page 639: 
	Page 6410: 
	Page 6511: 
	Page 6612: 
	Page 6713: 
	Page 6814: 
	Page 6915: 
	Page 7016: 
	Page 7117: 
	Page 7218: 
	Page 7319: 
	Page 7420: 
	Page 7521: 
	Page 7622: 
	Page 7723: 
	Page 7824: 
	Page 7925: 
	Page 8026: 
	Page 8127: 
	Page 8228: 
	Page 8329: 
	Page 8430: 
	Page 8531: 
	Page 8632: 
	Page 8733: 
	Page 8834: 
	Page 8935: 
	Page 9036: 
	Page 9137: 
	Page 9238: 
	Page 9339: 
	Page 9440: 
	Page 9541: 
	Page 9642: 
	Page 9743: 
	Page 9844: 
	Page 9945: 
	Page 10046: 
	Page 10147: 
	Page 10248: 
	Page 10349: 
	Page 10450: 
	Page 10551: 
	Page 10652: 
	Page 10753: 

	Consumer business, p3782: 
	Page 54: 
	Page 551: 
	Page 562: 
	Page 573: 
	Page 584: 
	Page 595: 
	Page 606: 
	Page 617: 
	Page 628: 
	Page 639: 
	Page 6410: 
	Page 6511: 
	Page 6612: 
	Page 6713: 
	Page 6814: 
	Page 6915: 
	Page 7016: 
	Page 7117: 
	Page 7218: 
	Page 7319: 
	Page 7420: 
	Page 7521: 
	Page 7622: 
	Page 7723: 
	Page 7824: 
	Page 7925: 
	Page 8026: 
	Page 8127: 
	Page 8228: 
	Page 8329: 
	Page 8430: 
	Page 8531: 
	Page 8632: 
	Page 8733: 
	Page 8834: 
	Page 8935: 
	Page 9036: 
	Page 9137: 
	Page 9238: 
	Page 9339: 
	Page 9440: 
	Page 9541: 
	Page 9642: 
	Page 9743: 
	Page 9844: 
	Page 9945: 
	Page 10046: 
	Page 10147: 
	Page 10248: 
	Page 10349: 
	Page 10450: 
	Page 10551: 
	Page 10652: 
	Page 10753: 

	Consumer business, p3784: 
	Page 54: 
	Page 551: 
	Page 562: 
	Page 573: 
	Page 584: 
	Page 595: 
	Page 606: 
	Page 617: 
	Page 628: 
	Page 639: 
	Page 6410: 
	Page 6511: 
	Page 6612: 
	Page 6713: 
	Page 6814: 
	Page 6915: 
	Page 7016: 
	Page 7117: 
	Page 7218: 
	Page 7319: 
	Page 7420: 
	Page 7521: 
	Page 7622: 
	Page 7723: 
	Page 7824: 
	Page 7925: 
	Page 8026: 
	Page 8127: 
	Page 8228: 
	Page 8329: 
	Page 8430: 
	Page 8531: 
	Page 8632: 
	Page 8733: 
	Page 8834: 
	Page 8935: 
	Page 9036: 
	Page 9137: 
	Page 9238: 
	Page 9339: 
	Page 9440: 
	Page 9541: 
	Page 9642: 
	Page 9743: 
	Page 9844: 
	Page 9945: 
	Page 10046: 
	Page 10147: 
	Page 10248: 
	Page 10349: 
	Page 10450: 
	Page 10551: 
	Page 10652: 
	Page 10753: 

	Consumer business, p3785: 
	Page 54: 
	Page 551: 
	Page 562: 
	Page 573: 
	Page 584: 
	Page 595: 
	Page 606: 
	Page 617: 
	Page 628: 
	Page 639: 
	Page 6410: 
	Page 6511: 
	Page 6612: 
	Page 6713: 
	Page 6814: 
	Page 6915: 
	Page 7016: 
	Page 7117: 
	Page 7218: 
	Page 7319: 
	Page 7420: 
	Page 7521: 
	Page 7622: 
	Page 7723: 
	Page 7824: 
	Page 7925: 
	Page 8026: 
	Page 8127: 
	Page 8228: 
	Page 8329: 
	Page 8430: 
	Page 8531: 
	Page 8632: 
	Page 8733: 
	Page 8834: 
	Page 8935: 
	Page 9036: 
	Page 9137: 
	Page 9238: 
	Page 9339: 
	Page 9440: 
	Page 9541: 
	Page 9642: 
	Page 9743: 
	Page 9844: 
	Page 9945: 
	Page 10046: 
	Page 10147: 
	Page 10248: 
	Page 10349: 
	Page 10450: 
	Page 10551: 
	Page 10652: 
	Page 10753: 

	Consumer business, p3786: 
	Page 54: 
	Page 551: 
	Page 562: 
	Page 573: 
	Page 584: 
	Page 595: 
	Page 606: 
	Page 617: 
	Page 628: 
	Page 639: 
	Page 6410: 
	Page 6511: 
	Page 6612: 
	Page 6713: 
	Page 6814: 
	Page 6915: 
	Page 7016: 
	Page 7117: 
	Page 7218: 
	Page 7319: 
	Page 7420: 
	Page 7521: 
	Page 7622: 
	Page 7723: 
	Page 7824: 
	Page 7925: 
	Page 8026: 
	Page 8127: 
	Page 8228: 
	Page 8329: 
	Page 8430: 
	Page 8531: 
	Page 8632: 
	Page 8733: 
	Page 8834: 
	Page 8935: 
	Page 9036: 
	Page 9137: 
	Page 9238: 
	Page 9339: 
	Page 9440: 
	Page 9541: 
	Page 9642: 
	Page 9743: 
	Page 9844: 
	Page 9945: 
	Page 10046: 
	Page 10147: 
	Page 10248: 
	Page 10349: 
	Page 10450: 
	Page 10551: 
	Page 10652: 
	Page 10753: 

	Consumer business, p3787: 
	Page 54: 
	Page 551: 
	Page 562: 
	Page 573: 
	Page 584: 
	Page 595: 
	Page 606: 
	Page 617: 
	Page 628: 
	Page 639: 
	Page 6410: 
	Page 6511: 
	Page 6612: 
	Page 6713: 
	Page 6814: 
	Page 6915: 
	Page 7016: 
	Page 7117: 
	Page 7218: 
	Page 7319: 
	Page 7420: 
	Page 7521: 
	Page 7622: 
	Page 7723: 
	Page 7824: 
	Page 7925: 
	Page 8026: 
	Page 8127: 
	Page 8228: 
	Page 8329: 
	Page 8430: 
	Page 8531: 
	Page 8632: 
	Page 8733: 
	Page 8834: 
	Page 8935: 
	Page 9036: 
	Page 9137: 
	Page 9238: 
	Page 9339: 
	Page 9440: 
	Page 9541: 
	Page 9642: 
	Page 9743: 
	Page 9844: 
	Page 9945: 
	Page 10046: 
	Page 10147: 
	Page 10248: 
	Page 10349: 
	Page 10450: 
	Page 10551: 
	Page 10652: 
	Page 10753: 

	Consumer business, p3788: 
	Page 54: 
	Page 551: 
	Page 562: 
	Page 573: 
	Page 584: 
	Page 595: 
	Page 606: 
	Page 617: 
	Page 628: 
	Page 639: 
	Page 6410: 
	Page 6511: 
	Page 6612: 
	Page 6713: 
	Page 6814: 
	Page 6915: 
	Page 7016: 
	Page 7117: 
	Page 7218: 
	Page 7319: 
	Page 7420: 
	Page 7521: 
	Page 7622: 
	Page 7723: 
	Page 7824: 
	Page 7925: 
	Page 8026: 
	Page 8127: 
	Page 8228: 
	Page 8329: 
	Page 8430: 
	Page 8531: 
	Page 8632: 
	Page 8733: 
	Page 8834: 
	Page 8935: 
	Page 9036: 
	Page 9137: 
	Page 9238: 
	Page 9339: 
	Page 9440: 
	Page 9541: 
	Page 9642: 
	Page 9743: 
	Page 9844: 
	Page 9945: 
	Page 10046: 
	Page 10147: 
	Page 10248: 
	Page 10349: 
	Page 10450: 
	Page 10551: 
	Page 10652: 
	Page 10753: 

	Consumer business, p3789: 
	Page 54: 
	Page 551: 
	Page 562: 
	Page 573: 
	Page 584: 
	Page 595: 
	Page 606: 
	Page 617: 
	Page 628: 
	Page 639: 
	Page 6410: 
	Page 6511: 
	Page 6612: 
	Page 6713: 
	Page 6814: 
	Page 6915: 
	Page 7016: 
	Page 7117: 
	Page 7218: 
	Page 7319: 
	Page 7420: 
	Page 7521: 
	Page 7622: 
	Page 7723: 
	Page 7824: 
	Page 7925: 
	Page 8026: 
	Page 8127: 
	Page 8228: 
	Page 8329: 
	Page 8430: 
	Page 8531: 
	Page 8632: 
	Page 8733: 
	Page 8834: 
	Page 8935: 
	Page 9036: 
	Page 9137: 
	Page 9238: 
	Page 9339: 
	Page 9440: 
	Page 9541: 
	Page 9642: 
	Page 9743: 
	Page 9844: 
	Page 9945: 
	Page 10046: 
	Page 10147: 
	Page 10248: 
	Page 10349: 
	Page 10450: 
	Page 10551: 
	Page 10652: 
	Page 10753: 

	Consumer business, p3790: 
	Page 54: 
	Page 551: 
	Page 562: 
	Page 573: 
	Page 584: 
	Page 595: 
	Page 606: 
	Page 617: 
	Page 628: 
	Page 639: 
	Page 6410: 
	Page 6511: 
	Page 6612: 
	Page 6713: 
	Page 6814: 
	Page 6915: 
	Page 7016: 
	Page 7117: 
	Page 7218: 
	Page 7319: 
	Page 7420: 
	Page 7521: 
	Page 7622: 
	Page 7723: 
	Page 7824: 
	Page 7925: 
	Page 8026: 
	Page 8127: 
	Page 8228: 
	Page 8329: 
	Page 8430: 
	Page 8531: 
	Page 8632: 
	Page 8733: 
	Page 8834: 
	Page 8935: 
	Page 9036: 
	Page 9137: 
	Page 9238: 
	Page 9339: 
	Page 9440: 
	Page 9541: 
	Page 9642: 
	Page 9743: 
	Page 9844: 
	Page 9945: 
	Page 10046: 
	Page 10147: 
	Page 10248: 
	Page 10349: 
	Page 10450: 
	Page 10551: 
	Page 10652: 
	Page 10753: 

	Consumer business, p3794: 
	Page 54: 
	Page 551: 
	Page 562: 
	Page 573: 
	Page 584: 
	Page 595: 
	Page 606: 
	Page 617: 
	Page 628: 
	Page 639: 
	Page 6410: 
	Page 6511: 
	Page 6612: 
	Page 6713: 
	Page 6814: 
	Page 6915: 
	Page 7016: 
	Page 7117: 
	Page 7218: 
	Page 7319: 
	Page 7420: 
	Page 7521: 
	Page 7622: 
	Page 7723: 
	Page 7824: 
	Page 7925: 
	Page 8026: 
	Page 8127: 
	Page 8228: 
	Page 8329: 
	Page 8430: 
	Page 8531: 
	Page 8632: 
	Page 8733: 
	Page 8834: 
	Page 8935: 
	Page 9036: 
	Page 9137: 
	Page 9238: 
	Page 9339: 
	Page 9440: 
	Page 9541: 
	Page 9642: 
	Page 9743: 
	Page 9844: 
	Page 9945: 
	Page 10046: 
	Page 10147: 
	Page 10248: 
	Page 10349: 
	Page 10450: 
	Page 10551: 
	Page 10652: 
	Page 10753: 

	Consumer business, p3802: 
	Page 54: 
	Page 551: 
	Page 562: 
	Page 573: 
	Page 584: 
	Page 595: 
	Page 606: 
	Page 617: 
	Page 628: 
	Page 639: 
	Page 6410: 
	Page 6511: 
	Page 6612: 
	Page 6713: 
	Page 6814: 
	Page 6915: 
	Page 7016: 
	Page 7117: 
	Page 7218: 
	Page 7319: 
	Page 7420: 
	Page 7521: 
	Page 7622: 
	Page 7723: 
	Page 7824: 
	Page 7925: 
	Page 8026: 
	Page 8127: 
	Page 8228: 
	Page 8329: 
	Page 8430: 
	Page 8531: 
	Page 8632: 
	Page 8733: 
	Page 8834: 
	Page 8935: 
	Page 9036: 
	Page 9137: 
	Page 9238: 
	Page 9339: 
	Page 9440: 
	Page 9541: 
	Page 9642: 
	Page 9743: 
	Page 9844: 
	Page 9945: 
	Page 10046: 
	Page 10147: 
	Page 10248: 
	Page 10349: 
	Page 10450: 
	Page 10551: 
	Page 10652: 
	Page 10753: 

	Consumer business, p3791: 
	Page 54: 
	Page 551: 
	Page 562: 
	Page 573: 
	Page 584: 
	Page 595: 
	Page 606: 
	Page 617: 
	Page 628: 
	Page 639: 
	Page 6410: 
	Page 6511: 
	Page 6612: 
	Page 6713: 
	Page 6814: 
	Page 6915: 
	Page 7016: 
	Page 7117: 
	Page 7218: 
	Page 7319: 
	Page 7420: 
	Page 7521: 
	Page 7622: 
	Page 7723: 
	Page 7824: 
	Page 7925: 
	Page 8026: 
	Page 8127: 
	Page 8228: 
	Page 8329: 
	Page 8430: 
	Page 8531: 
	Page 8632: 
	Page 8733: 
	Page 8834: 
	Page 8935: 
	Page 9036: 
	Page 9137: 
	Page 9238: 
	Page 9339: 
	Page 9440: 
	Page 9541: 
	Page 9642: 
	Page 9743: 
	Page 9844: 
	Page 9945: 
	Page 10046: 
	Page 10147: 
	Page 10248: 
	Page 10349: 
	Page 10450: 
	Page 10551: 
	Page 10652: 
	Page 10753: 

	Consumer business, p3792: 
	Page 54: 
	Page 551: 
	Page 562: 
	Page 573: 
	Page 584: 
	Page 595: 
	Page 606: 
	Page 617: 
	Page 628: 
	Page 639: 
	Page 6410: 
	Page 6511: 
	Page 6612: 
	Page 6713: 
	Page 6814: 
	Page 6915: 
	Page 7016: 
	Page 7117: 
	Page 7218: 
	Page 7319: 
	Page 7420: 
	Page 7521: 
	Page 7622: 
	Page 7723: 
	Page 7824: 
	Page 7925: 
	Page 8026: 
	Page 8127: 
	Page 8228: 
	Page 8329: 
	Page 8430: 
	Page 8531: 
	Page 8632: 
	Page 8733: 
	Page 8834: 
	Page 8935: 
	Page 9036: 
	Page 9137: 
	Page 9238: 
	Page 9339: 
	Page 9440: 
	Page 9541: 
	Page 9642: 
	Page 9743: 
	Page 9844: 
	Page 9945: 
	Page 10046: 
	Page 10147: 
	Page 10248: 
	Page 10349: 
	Page 10450: 
	Page 10551: 
	Page 10652: 
	Page 10753: 

	Consumer business, p3772: 
	Page 54: 
	Page 551: 
	Page 562: 
	Page 573: 
	Page 584: 
	Page 595: 
	Page 606: 
	Page 617: 
	Page 628: 
	Page 639: 
	Page 6410: 
	Page 6511: 
	Page 6612: 
	Page 6713: 
	Page 6814: 
	Page 6915: 
	Page 7016: 
	Page 7117: 
	Page 7218: 
	Page 7319: 
	Page 7420: 
	Page 7521: 
	Page 7622: 
	Page 7723: 
	Page 7824: 
	Page 7925: 
	Page 8026: 
	Page 8127: 
	Page 8228: 
	Page 8329: 
	Page 8430: 
	Page 8531: 
	Page 8632: 
	Page 8733: 
	Page 8834: 
	Page 8935: 
	Page 9036: 
	Page 9137: 
	Page 9238: 
	Page 9339: 
	Page 9440: 
	Page 9541: 
	Page 9642: 
	Page 9743: 
	Page 9844: 
	Page 9945: 
	Page 10046: 
	Page 10147: 
	Page 10248: 
	Page 10349: 
	Page 10450: 
	Page 10551: 
	Page 10652: 
	Page 10753: 

	Consumer business, p3615: 
	Page 54: 
	Page 561: 
	Page 572: 
	Page 583: 

	Consumer business, p3627: 
	Page 54: 

	Consumer business, p3628: 
	Page 54: 

	Consumer business, p3631: 
	Page 54: 

	Consumer business, p3637: 
	Page 54: 

	Consumer business, p3639: 
	Page 54: 

	Consumer business, p3640: 
	Page 54: 

	Consumer business, p3642: 
	Page 54: 

	Consumer business, p3649: 
	Page 54: 

	Consumer business, p3612: 
	Page 55: 
	Page 561: 
	Page 572: 
	Page 583: 
	Page 594: 
	Page 615: 
	Page 626: 
	Page 637: 
	Page 648: 
	Page 659: 
	Page 6710: 
	Page 6811: 
	Page 6912: 
	Page 7013: 
	Page 7114: 
	Page 7315: 
	Page 7416: 
	Page 7517: 
	Page 7618: 
	Page 7719: 
	Page 7920: 
	Page 8021: 
	Page 8122: 
	Page 8223: 
	Page 8324: 
	Page 8525: 
	Page 8626: 
	Page 8727: 
	Page 8828: 
	Page 8929: 
	Page 9130: 
	Page 9231: 
	Page 9332: 
	Page 9433: 
	Page 9534: 
	Page 9735: 
	Page 9836: 
	Page 9937: 
	Page 10038: 
	Page 10139: 
	Page 10340: 
	Page 10441: 
	Page 10542: 
	Page 10643: 
	Page 10744: 

	Consumer business, p3629: 
	Page 55: 

	Consumer business, p3630: 
	Page 55: 

	Consumer business, p3632: 
	Page 55: 

	Consumer business, p3638: 
	Page 55: 

	Consumer business, p3641: 
	Page 55: 

	Consumer business, p3643: 
	Page 55: 

	Consumer business, p3644: 
	Page 55: 

	Consumer business, p3650: 
	Page 55: 

	Consumer business, p3633: 
	Page 56: 

	Consumer business, p3634: 
	Page 56: 

	Consumer business, p3635: 
	Page 56: 

	Consumer business, p3645: 
	Page 56: 

	Consumer business, p3646: 
	Page 56: 

	Consumer business, p3647: 
	Page 56: 

	Consumer business, p3648: 
	Page 56: 

	Consumer business, p3651: 
	Page 56: 

	Consumer business, p3636: 
	Page 57: 

	Consumer business, p3652: 
	Page 57: 

	Consumer business, p3653: 
	Page 57: 

	Consumer business, p3654: 
	Page 57: 

	Consumer business, p3655: 
	Page 57: 

	Consumer business, p3656: 
	Page 57: 

	Consumer business, p3657: 
	Page 57: 

	Consumer business, p3658: 
	Page 57: 

	Consumer business, p3659: 
	Page 58: 

	Consumer business, p3660: 
	Page 58: 

	Consumer business, p3661: 
	Page 58: 

	Consumer business, p3662: 
	Page 58: 

	Consumer business, p3663: 
	Page 58: 

	Consumer business, p3664: 
	Page 58: 

	Consumer business, p3665: 
	Page 58: 

	Consumer business, p3666: 
	Page 58: 

	Consumer business, p3617: 
	Page 59: 

	Consumer business, p3667: 
	Page 59: 

	Consumer business, p3668: 
	Page 59: 

	Consumer business, p3669: 
	Page 59: 

	Consumer business, p3670: 
	Page 59: 

	Consumer business, p3671: 
	Page 59: 

	Consumer business, p3672: 
	Page 59: 

	Consumer business, p3673: 
	Page 59: 

	Consumer business, p3674: 
	Page 59: 

	Consumer business, p3613: 
	Page 60: 
	Page 621: 
	Page 632: 
	Page 643: 
	Page 654: 
	Page 665: 
	Page 686: 
	Page 697: 
	Page 708: 
	Page 719: 
	Page 7210: 
	Page 7411: 
	Page 7512: 
	Page 7613: 
	Page 7714: 
	Page 7815: 
	Page 8016: 
	Page 8117: 
	Page 8218: 
	Page 8319: 
	Page 8420: 
	Page 8621: 
	Page 8722: 
	Page 8823: 
	Page 8924: 
	Page 9025: 
	Page 9226: 
	Page 9327: 
	Page 9428: 
	Page 9529: 
	Page 9630: 
	Page 9831: 
	Page 9932: 
	Page 10033: 
	Page 10134: 
	Page 10235: 
	Page 10436: 
	Page 10537: 
	Page 10638: 
	Page 10739: 

	Consumer business, p38027: 
	Page 60: 
	Page 661: 
	Page 722: 
	Page 783: 
	Page 844: 
	Page 905: 
	Page 966: 

	Consumer business, p38026: 
	Page 60: 
	Page 661: 
	Page 722: 
	Page 783: 
	Page 844: 
	Page 905: 
	Page 1026: 

	Consumer business, p38025: 
	Page 60: 
	Page 661: 
	Page 722: 
	Page 783: 
	Page 844: 
	Page 965: 
	Page 1026: 

	Consumer business, p37025: 
	Page 60: 
	Page 661: 
	Page 722: 
	Page 783: 
	Page 904: 
	Page 965: 
	Page 1026: 

	Consumer business, p3839: 
	Page 60: 
	Page 661: 
	Page 722: 
	Page 843: 
	Page 904: 
	Page 965: 
	Page 1026: 

	Consumer business, p3838: 
	Page 60: 
	Page 661: 
	Page 782: 
	Page 843: 
	Page 904: 
	Page 965: 
	Page 1026: 

	Consumer business, p3837: 
	Page 60: 
	Page 721: 
	Page 782: 
	Page 843: 
	Page 904: 
	Page 965: 
	Page 1026: 

	Consumer business, p4038: 
	Page 60: 
	Page 661: 
	Page 722: 
	Page 783: 
	Page 844: 
	Page 905: 
	Page 966: 
	Page 1027: 

	Consumer business, p38024: 
	Page 61: 
	Page 671: 
	Page 732: 
	Page 793: 
	Page 854: 
	Page 915: 
	Page 976: 

	Consumer business, p38013: 
	Page 61: 
	Page 671: 
	Page 732: 
	Page 793: 
	Page 854: 
	Page 915: 
	Page 1036: 

	Consumer business, p38012: 
	Page 61: 
	Page 671: 
	Page 732: 
	Page 793: 
	Page 854: 
	Page 975: 
	Page 1036: 

	Consumer business, p37023: 
	Page 61: 
	Page 671: 
	Page 732: 
	Page 793: 
	Page 914: 
	Page 975: 
	Page 1036: 

	Consumer business, p3835: 
	Page 61: 
	Page 671: 
	Page 732: 
	Page 853: 
	Page 914: 
	Page 975: 
	Page 1036: 

	Consumer business, p3834: 
	Page 61: 
	Page 671: 
	Page 792: 
	Page 853: 
	Page 914: 
	Page 975: 
	Page 1036: 

	Consumer business, p3829: 
	Page 61: 
	Page 731: 
	Page 792: 
	Page 853: 
	Page 914: 
	Page 975: 
	Page 1036: 

	Consumer business, p4037: 
	Page 61: 
	Page 671: 
	Page 732: 
	Page 793: 
	Page 854: 
	Page 915: 
	Page 976: 
	Page 1037: 

	Consumer business, p4036: 
	Page 62: 
	Page 681: 
	Page 742: 
	Page 803: 
	Page 864: 
	Page 925: 
	Page 986: 
	Page 1047: 

	Consumer business, p38019: 
	Page 62: 
	Page 681: 
	Page 742: 
	Page 803: 
	Page 864: 
	Page 925: 
	Page 986: 

	Consumer business, p38020: 
	Page 62: 
	Page 681: 
	Page 742: 
	Page 803: 
	Page 864: 
	Page 925: 
	Page 1046: 

	Consumer business, p38021: 
	Page 62: 
	Page 681: 
	Page 742: 
	Page 803: 
	Page 864: 
	Page 985: 
	Page 1046: 

	Consumer business, p37029: 
	Page 62: 
	Page 681: 
	Page 742: 
	Page 803: 
	Page 924: 
	Page 985: 
	Page 1046: 

	Consumer business, p38022: 
	Page 62: 
	Page 681: 
	Page 742: 
	Page 863: 
	Page 924: 
	Page 985: 
	Page 1046: 

	Consumer business, p38023: 
	Page 62: 
	Page 681: 
	Page 802: 
	Page 863: 
	Page 924: 
	Page 985: 
	Page 1046: 

	Consumer business, p38032: 
	Page 62: 
	Page 741: 
	Page 802: 
	Page 863: 
	Page 924: 
	Page 985: 
	Page 1046: 

	Consumer business, p38030: 
	Page 63: 
	Page 691: 
	Page 752: 
	Page 813: 
	Page 874: 
	Page 935: 
	Page 996: 

	Consumer business, p38029: 
	Page 63: 
	Page 691: 
	Page 752: 
	Page 813: 
	Page 874: 
	Page 935: 
	Page 1056: 

	Consumer business, p38028: 
	Page 63: 
	Page 691: 
	Page 752: 
	Page 813: 
	Page 874: 
	Page 995: 
	Page 1056: 

	Consumer business, p37027: 
	Page 63: 
	Page 691: 
	Page 752: 
	Page 813: 
	Page 934: 
	Page 995: 
	Page 1056: 

	Consumer business, p3843: 
	Page 63: 
	Page 691: 
	Page 752: 
	Page 873: 
	Page 934: 
	Page 995: 
	Page 1056: 

	Consumer business, p3842: 
	Page 63: 
	Page 691: 
	Page 812: 
	Page 873: 
	Page 934: 
	Page 995: 
	Page 1056: 

	Consumer business, p3841: 
	Page 63: 
	Page 751: 
	Page 812: 
	Page 873: 
	Page 934: 
	Page 995: 
	Page 1056: 

	Consumer business, p4035: 
	Page 63: 
	Page 691: 
	Page 752: 
	Page 813: 
	Page 874: 
	Page 935: 
	Page 996: 
	Page 1057: 

	Consumer business, p4034: 
	Page 64: 
	Page 701: 
	Page 762: 
	Page 823: 
	Page 884: 
	Page 945: 
	Page 1006: 
	Page 1067: 

	Consumer business, p3806: 
	Page 64: 
	Page 701: 
	Page 822: 
	Page 883: 
	Page 944: 
	Page 1005: 
	Page 1066: 

	Consumer business, p3807: 
	Page 64: 
	Page 761: 
	Page 822: 
	Page 883: 
	Page 944: 
	Page 1005: 
	Page 1066: 

	Consumer business, p3808: 
	Page 64: 
	Page 701: 
	Page 762: 
	Page 883: 
	Page 944: 
	Page 1005: 
	Page 1066: 

	Consumer business, p3809: 
	Page 64: 
	Page 701: 
	Page 762: 
	Page 823: 
	Page 884: 
	Page 945: 
	Page 1066: 

	Consumer business, p38011: 
	Page 64: 
	Page 701: 
	Page 762: 
	Page 823: 
	Page 884: 
	Page 945: 
	Page 1006: 

	Consumer business, p38031: 
	Page 64: 
	Page 701: 
	Page 762: 
	Page 823: 
	Page 884: 
	Page 1005: 
	Page 1066: 

	Consumer business, p37028: 
	Page 64: 
	Page 701: 
	Page 762: 
	Page 823: 
	Page 944: 
	Page 1005: 
	Page 1066: 

	Consumer business, p3831: 
	Page 65: 
	Page 711: 
	Page 832: 
	Page 893: 
	Page 954: 
	Page 1015: 
	Page 1076: 

	Consumer business, p3832: 
	Page 65: 
	Page 771: 
	Page 832: 
	Page 893: 
	Page 954: 
	Page 1015: 
	Page 1076: 

	Consumer business, p3833: 
	Page 65: 
	Page 711: 
	Page 772: 
	Page 893: 
	Page 954: 
	Page 1015: 
	Page 1076: 

	Consumer business, p38014: 
	Page 65: 
	Page 711: 
	Page 772: 
	Page 833: 
	Page 894: 
	Page 955: 
	Page 1076: 

	Consumer business, p38015: 
	Page 65: 
	Page 711: 
	Page 772: 
	Page 833: 
	Page 894: 
	Page 955: 
	Page 1016: 

	Consumer business, p38016: 
	Page 65: 
	Page 711: 
	Page 772: 
	Page 833: 
	Page 894: 
	Page 1015: 
	Page 1076: 

	Consumer business, p37026: 
	Page 65: 
	Page 711: 
	Page 772: 
	Page 833: 
	Page 954: 
	Page 1015: 
	Page 1076: 

	Consumer business, p4033: 
	Page 65: 
	Page 711: 
	Page 772: 
	Page 833: 
	Page 894: 
	Page 955: 
	Page 1016: 
	Page 1077: 

	Consumer business, p3836: 
	Page 66: 
	Page 721: 
	Page 782: 
	Page 843: 
	Page 904: 
	Page 965: 
	Page 1026: 

	Consumer business, p3828: 
	Page 67: 
	Page 731: 
	Page 792: 
	Page 853: 
	Page 914: 
	Page 975: 
	Page 1036: 

	Consumer business, p38018: 
	Page 68: 
	Page 741: 
	Page 802: 
	Page 863: 
	Page 924: 
	Page 985: 
	Page 1046: 

	Consumer business, p3840: 
	Page 69: 
	Page 751: 
	Page 812: 
	Page 873: 
	Page 934: 
	Page 995: 
	Page 1056: 

	Consumer business, p3805: 
	Page 70: 
	Page 761: 
	Page 822: 
	Page 883: 
	Page 944: 
	Page 1005: 
	Page 1066: 

	Consumer business, p3830: 
	Page 71: 
	Page 771: 
	Page 832: 
	Page 893: 
	Page 954: 
	Page 1015: 
	Page 1076: 



