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Main Network Regions in the Netherlands
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Düsseldorf

Amsterdam

Brussels

Berlin

Nuon Company profile (2005)

 Net turnover of € 5  Bn 
 Operational Profit € 1,1 Bn
 Total assets  € 11.2 Bn
 Power generation capacity  4000  MWe
 Generated electricity   14  GWh
 Generated heat 6.8  TJ
 Employees 9665  FTE
 Corporate auditors 10  FTE
 Network Services auditors 6  FTE
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Critical Success Factors

 Quality of work

 Staffing 

 Add value

 Positioning

 Visibility

 Open mind

 Creativity

 Communication

 Customer Satisfaction

 Demonstrate successes

 Follow up on recommendations
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Staffing Issues

 Recruit only experienced auditors

 Ensure every uses the same reference (IIA-Professional 
Practices Framework)

 Have a right mix of knowledge and skills in the team

 Look for the unusual in the résumé (hidden talents)

 All auditors should be excellent communicators

 Encourage thinking outside the box

 Create a team spirit
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Staff Qualifications

 Certified Internal Auditor

 Certificate in Control Self Assessment

 Certified Government Auditing Professional

 Quality Management Systems Lead Auditor (ISO 9001)

 Environmental auditor (ISO 14001)

 Safety auditor

 Operational auditor

 Chartered Accountant

 ICT

 …
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Staff Satisfaction

 Assignment of audits in line with the interest of staff members 

 Empower the auditor 

 Encourage open communication

 Praise them for a job well done

 Meet bi-weekly to discuss any issues

 Discuss results of Corporate employee satisfaction survey

 Agree a challenging personal development scheme 

 Discuss progress on personal development formally

 Recognise achievements in staff magazines

 Encourage to write articles for internal and external magazines

 Encourage networking in/outside the company
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Use in house experts

 Engineers

 Experts on environmental regulations

 Operational regional managers to work in another region 

 Safety experts

 Trainers

 Limited time

 Experienced auditor has the lead

 Write report jointly
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Type of Audits

 Operational

 Technical

 Safety 

 Environmental

 Reliability of reporting

 Project evaluations
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Type of Consultancy

 Advise on the impact of the Dutch Corporate Governance Code

 Support development of Enterprise Risk Management System

 Advise on Operational Improvements

 Advise on reviews by non experienced auditors

 Mediation
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Other Activities

 Organise workshops/seminars

 Facilitate ERM sessions

 Assist in set up of environmental self scan

 Mediation

 Facilitate Self Assessments on strategic directions of ICT, long 
term sick leave, technical improvements, innovations

 …
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Annual Audit Planning

 Meet with Management to discuss input/concerns

 Agree on in sourcing of experts

 Include consultancy

 Include facilitating self assessments

 Make a realistic plan 

 Be flexible with updates 

 Align with corporate values
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Audit Plan Align with Corporate values

 Safety

 Quality of Services

 Sustainability (environment)

 Legal aspects

 Financial performance

 Image

 Compliance with specific Utility Regulations
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Reporting

 Agree draft reports with customer 

 Be clear about distribution list (in draft version) 

 Include management‟s comments and action plan

 Issue reports timely

 Report interim when needed (oral or in writing)

 Ensure excellent writing

 Make sure that recommendations are very clear

 Include photo‟s, graphs, drawing when feasible
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Audit reports: Quick glance on results
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Audit reports: Use of photos
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Audit reports: Use recognized paradigms
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Communication: Audit reports

Don‟t forget:

This is your main product !
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Customer Satisfaction

 Agree Audit approach with customer

 Have interim meetings when needed

 Inform customer timely about delays

 Submit evaluation form after completion for audit and 
consultancy work

 Discuss form with customer when needed

 Monitor overall satisfaction with kpi

 Analyse results of surveys and take preventative measures
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Customer Satisfaction: Evaluation form

1. Purpose and Scope were clearly communicated with me

2. Through put time of the audit was acceptable

3. My concerns with operational aspects have been taken into 
account adequately

4. Communication on the progress and findings of the audit was 
timely and adequate

5. The auditors have satisfactory expertise

6. The auditors showed respect

7. The auditors met promises

8. Results of the audit were clearly communicated and put in the 
right perspective

9. Audit recommendations are constructive and feasible

10.The audit added value to my department
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Organise Workshops/seminars 
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Workshop Risk Management

 Create own Materials
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Workshop Risk Management: Books

 Give away books
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Seminar Project Audit

 Starting point: existing IIA seminar

 Third party provider: ACS

 Taylor made, focussing on project development standards 
used by Nuon

 Limited preparation time

 Marketing also outside own environment

 Several project managers attended

 Created good network 

 Created new opportunities: to include audit as a standard 
phase in the project life cycle.
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Other services: Facilitate CSA Sessions

 Invest in preparing CSA sessions with customer

 Start with “comfort zone” subject (e.g. Internal Controls)

 Expand  gradually with related topics (e.g. Risk Management)

 Be responsive to new requests, even outside the comfort zone

 Evaluate each sessions with the customer

 Familiarise with Groupware software 

 Produce session reports very quickly (software allows to print 
during the session)

 Enjoy the fun!
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Quality Assessment

 Self assessment QMS (ISO 9001)

 Peer review by other internal QMS auditors

 External audit by accredited ISO auditors

 External review by IIA-Netherlands
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Quality Management System (ISO 9001)

 Strives for continuous improvement

 Pilot for a QMS for the whole division

 Hence, increased visibility for the audit function

 Fully external certified 3 years ago

 Re-certified in 2006

 Three staff auditors are trained ISO auditors

 Documents processes

 Structured approach

 Mandatory internal and external audits  
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Communication/visibility

 Develop a communication plan

 Include all available channels

 Define topics to communicate

 Match the topics with the best available channels

 Include graphs/photo‟s/cartoons

 Look for new technologies (webcasts, mp3, polls)

 Make sure the info on intranet is current and links are working
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Communication Plan:Channels

 Internal magazines in print

 External magazines (o.a. IIA)

 Digital Newsletters

 Regular meetings

 BUs/Division gatherings

 Masterclasses

 Introduction Programs

 General Training Programs

 Intranet
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Communication: Website
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Communication: Website links

 General mailbox address

 Audit Charter

 Complaint form

 Mission/products/responsibilities

 IIA Professional Practices Framework

 Frequently asked questions
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Communication: Website FAQ

 What is an audit ?

 How much time will it cost me ?

 Is cooperation mandatory ?

 Do I have to drop everything to help the auditor ?

 What happens with the information I provide ?

 What are the consequences for me ?

 What are the results of an audit ?

 Where can I find more information ?
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Communication: Topics

 Certification ISO system

 Internal ISO audits

 Summary of audit findings

 Risk Management

 Feedback from Workshops/seminars

 Report on CSA sessions

 Corporate Governance

 Environmental issues

 Safety aspects

 Audit process

 Follow up monitoring

 …
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Newsletter
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Audit of Realization processes started

Joint audit by Regional 
managers and auditors

info: Audit Department

„Look in another man‟s 
kitchen‟



How to look bigger than you are, Helsinki 8 September 2006

41

Attire Audit

Next Friday the Audit department will 

perform observation audits on the 

tidiness of employees’ cloths.

This is based on the paragraph decency 

and respect from the Corporate Code 

of Conduct.
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Attire Audit

Next Friday the Audit department will 

perform observation audits on the 

tidiness of employees’ cloths.

This is based on the paragraph decency 

and respect from the Corporate Code 

of Conduct.

1st of 
April !
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Visibility: Distribute books and magazines
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More information: www.theiia.org
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Conclusion: To look bigger than you are:

Add value

Provide Quality

Demonstrate Proficiency

Be Visible, Proactive, Creative

Communicate

Enjoy your job !
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You can look bigger than you are !
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Questions/Suggestions/Comments ?


