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A personal note from our chair

When | reflect on this past year, | do so with
mixed emotions. The fact that we seem to finally
be leaving the COVID-19 pandemic behind and
returning to our ‘normal’ lives is very positive. The
ability to have genuine face-to-face contacts, live
meetings and in-person events without having

to wear a face mask or worry about becoming
seriously ill is something none of us will easily
take for granted again.

On the other hand, we now find ourselves facing
unsettling times in other ways. There is a number
of global developments currently, most of which
are interconnected and even reinforcing each
other: the climate and energy crisis, the war

in Ukraine, inflation, the increasing levels of
inequality, the war for talent and the lack of trust
in government and institutions.
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All these and more are placing significant
demands on the resilience of our society. Perhaps
we have to accept and even embrace the fact
that uncertainties are a part of life. And work even
harder at joining forces to discover new ways to
solve the many challenges of our time.

Finding solutions together is certainly at the heart
of PwC’s new strategy, which we have called The
New Equation. In essence, The New Equation is
a formula to create value for PwC'’s clients, other
stakeholders and the wider society by helping
them build trust and deliver sustained outcomes.

This is not something one individual can do, nor a
group of people — and it is not something that PwC
can do in isolation. Building trust and delivering
sustained outcomes require a passionate
community of solvers — across PwC, and

including our clients, alliance partners and other
stakeholders — to closely cooperate with the latest
technologies to find new solutions for a new day.

This approach requires us to really listen and
engage with our clients, stakeholders and each
other, to be innovative and to have confidence in
our shared competences and approaches. | am
proud of the examples in this Annual Report that
illustrate our way of working. Given the challenges
the world and our clients face, we must be
prepared to step up where we can. To deliver on
our purpose and promise to clients and society.

The diverse nature of the challenges means

that society is no longer focused on financial
figures alone. Using soft interventions (the rapidly
changing social dialogue) and hard interventions

(regulations, ratings and investments), companies
and organisations are increasingly putting ESG
(Environmental, Social and Governance) on their
board agenda. That is why we introduced this
year the concept of ‘green figures’ in order to
emphasise the social value of organisations.
Foreseeing a growing demand for our services
when it comes to helping clients on their ESG
journey, we are investing in both the number

of dedicated ESG colleagues and in upskilling
ourselves on this vital subject.

In PwC'’s line of work, our colleagues make all the
difference. From young to old, from just starting
out to highly experienced, our impact as a firm
depends on them. There has been an increase in
employee turnover over the past year with PwC
professionals being much in demand in the labour
market and feeling less connected to our firm
due to working from home. We also saw a rise in
absenteeism, partly caused by COVID-19. These
developments gave us cause for concern and
prompted some of the actions explained in this
Annual Report.

At the same time and despite the tight labour
market, we were able to attract lots of new
talent. Talent that chose PwC because of our
focus on personal development, our culture of
inclusiveness, and work that is meaningful and
adds value for our clients and society. With the
disinvestment of Global Mobility we said goodbye
to some of our colleagues, but we trust this will
create the opportunity to accelerate the people
business. We will continue to focus on ensuring
attractiveness and further develop the value
proposition for our colleagues.

It has also been a time of change for us as the
PwC Netherlands Board of Management. On

1 July this year, | took over the role of Chair from
my predecessor Ad van Gils. | would like to thank
Ad for the way he led this company in recent
years, always putting the ‘how’ first. | am also
very grateful to Jolanda Lamse-Minderhoud,
Renate de Lange-Snijders, Marc Borggreven
and Marc Diepstraten for their dedication and
commitment to the Board of Management over
recent years.

| am looking forward to working with Janet
Visbeen, Maarten van de Pol, Veronique Roos-
Emonds and Wytse van der Molen to further
shape our strategy in the Netherlands. We are
proud to build on the solid foundations laid out by
our predecessors. And we do not do this alone,
but together with all our colleagues within PwC.
| would like to express my appreciation to them
in particular for all their hard work over the past
year. The resilience and agility they demonstrate
each and every day is very impressive and gives
us great confidence in the future.

| trust you will enjoy reading our Annual

Report. Please contact me/us if you have any
observations or questions or would like more
information on matters addressed in this report.

On behalf of the Board of Management,

Agnes Koops-Aukes,
Chair
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Who we are

PwC the Netherlands has more than 5,300 people
operating from three different Lines of Service:
Assurance, Tax & Legal and Advisory supported by
Firm Services. We deliver sector-specific services
and we seek innovative solutions, not only for
national and international companies but also for
public sector and civil society organisations (click
on the Lines of Service to see our services in more
detail).

At PwC, we aim to contribute to building trust in
society and solving important problems. That is

our purpose, our reason for being. Our strategy is
designed to fulfil that purpose by helping our clients
to deliver trust and sustained outcomes, by bringing
together a great diversity of people in unexpected
combinations, and combining their skills, expertises,
perspectives, ingenuity, and passion with the latest
technology. Because we believe that challenges

are best solved together. In our value chain, we
work together with suppliers, clients, society,
partnerships and our colleagues, oversight bodies
and regulators, and trust is a key component of
successful collaboration in this ecosystem.

The issue of value chain responsibility increasingly
involves what one can contribute to that chain

as well as the impact of its operations. The
expectations of stakeholders and the sustainability
ambitions we set ourselves keep growing. The
dilemma is how best to identify and understand

all one’s impact across the value chain. To gain
these and other insights we actively engage in
dialogue with people across our value chain — with
suppliers, our own colleagues and our clients. We
also take concrete action, including setting a CO2
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reduction target for our suppliers and integrating
sustainability into our procurement process.
Behavioural change and the integration of ESG in
everything we do are critical elements.

Furthermore, we collaborate with social enterprises
through pro-bono work and by appointing social
enterprises as suppliers. We believe that we and
our clients can learn a lot from social enterprises
when it comes to long-term value creation.

This is why we are a partner of, for example,

the Buy Social Network.

Value chain

By what we do and how we do it, we aim to
inspire our clients and society to see and act on
the possibilities and opportunities in sustainable
progress. Our company structure enables us to
serve different industries and add value in our
service delivery.

We regularly interact with our stakeholders in
society and our partnerships to continue to learn,
build trust and meet client expectations. In that,
we are expected to be transparent. Current EU
directives require non-financial information to

inform our stakeholders about environmental,
social and employee-related matters, human
rights, anti-corruption, bribery and diversity. The
Corporate Sustainability Reporting Directive
(CSRD) means we will need to report more and
more on the impact we have on society and the
environment. Our SDG Impact Measurement
framework has already guided us to prepare for
these future obligations (see pages 39-41).

Regulators and supervisors

PwC Netherlands
Located in the Netherlands

Company
structure
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How we work together in our ‘PwC
Europe’ collaborative association

We are a member of a network of independent
member firms (global network) that, among

other things, ensures the quality of the service
delivery of all PwC member firms. This network
coordinates, reinforces and supports the network
in areas such as strategy and the expertise of
our professionals. Because of the increasing
cross-border nature of our clients and the
services we provide, we see collaboration within
the PwC Network at a regional and global level.
This collaboration is also driven by the need for
substantial investments, especially in technology.
We have much greater investment and innovative
power as a network.
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We work closely with the PwC member firms

in Austria, Belgium, Germany, Switzerland and
Turkey within our collaborative association ‘PwC
Europe’ (see pages 147 and 150). One of our
focus areas in the next few years is to bring our
unique business knowledge and technology
together and to build digital products to solve
client issues. In all of our territories, we have
installed processes to collect the best ideas for
digital assets from our colleagues (citizen-led
innovation), our network and our ecosystem
(business-led innovation). We plan to align these
processes within PwC Europe to identify and
decide on the best ideas and to use them to build
digital products in a coordinated way. We are also
coordinating business and investments at EMEA
(Europe, Middle East and Africa) level and, of
course, at a global network level.

Strategic performance indicators

The progress we make on our strategy is measured by strategic performance indicators. For target
setting, refer to pages 44-45 and for the explanation of strategy execution based on target setting, see
the different paragraphs in ‘Executing our strategy and adding value’. For the definitions of our other
integrated information we refer to Definitions.

(e]TF:1114Y;

% Engagement Compliance Reviews per LoS compliant/meeting our standards

&

2021/2022 2020/2021

3 AFM reviews (1 non-compliant)/3 PCAOB reviews No AFM reviews/no PCAOB reviews/
(1 non-compliant)/other reviews 19 (all compliant) other reviews 28 (all compliant)

100.0% compliant Audit 97.0% compliant Audit
100.0% compliant CMAAS and RAS 87.5% compliant CMAAS and RAS
94.4% meeting standards Tax & Legal 96.6% meeting standards Tax & Legal

98.9% meeting standards Advisory 96.3% meeting standards Advisory

Training hours per FTE

O

2021/2022

107

2020/2021

108

Financial results

Net revenue Lines of Service

Va

D

2021/2022 2020/2021
Operating profit
2021/2022 2020/2021

€ 234m €203m


https://www.pwc.nl/nl/onze-organisatie/jaarbericht2022/documents/pwc-appendix-integrated-information.pdf
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Number of Digital Accelerators*
2021/2022 2020/2021

W 176 134

People
People Engagement Index
2021/2022 2020/2021
000
1 80% 83%

Number of Digital Acumen badges™*
2021/2022 2020/2021

1,102 1095

Sustainable

Environmental impact (tCO,e)
2021/2022 2020/2021

7,022 2778

Intake STEM
2021/2022 2020/2021

J&| S 12%

Women in new partner & director appointments
2021/2022 2020/2021

34.8/37.0% 30.4/321%

Non-western origin in new partner & director appointments

Reduction GHG emissions (% compared to 2018/2019)
2021/2022 2020/2021

02% 86%

L’Q\\J 10.0/8.3%  11.8/14.3%

Headcount at 30 June
I_ 2021/2022 2020/2021

05 5,324 5,008

* Digital Accelerators are our people who work with teams and departments across all Lines of Service to accelerate the adoption and impact of new technology tools, enabling us to innovate as an organisation.
** Badges at PwC are visible, shareable certificates of the new knowledge and skills you gain as you grow and develop at PwC. The digital acumen badge is earned after completing the final test, consisting of four Digital

Quests, of our Digital Acumen programme.
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How we make a difference

We are in an unprecedented landscape
characterised by major incidents that occur:

like the pandemic, the invasion of Ukraine

by Russia and threats like climate change,
cyberattacks and societal uncertainties. In order
to be future-proof, organisations and society
need to transform. Borders between traditional
industries are blurring as a result of digitisation.
New types of companies are emerging, entering
apparently unrelated industries and challenging
industrial conventions that have existed for
decades. Companies acquire the characteristics
of technology companies. At the same time, we
see an acceleration of societal themes, such as
deglobalisation, cyber risk, privacy, sustainability
and inequality.

This requires responsiveness, resilience and
transformation. The challenges our clients face
demand solutions that ensure them to remain
relevant and resilient for the future. The strength
of our organisation lies in the combined expertise
and competencies of all our professionals.

To make a difference, we need to apply a variety
of ideas, lenses and perspectives aimed at our
purpose: building trust in society and solving
important problems.
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We focus on a number of themes that are widely relevant:

A’I‘A

Risk &

Regulation Work

> Click on one of the market themes

ol

Future of

Future of
Finance

e

Ja

, [_." ¥ L
to view the themes.

Themes that are on every client’s agenda and
represent important social problems. We expect
these themes to remain relevant in the coming
years and we are also working on them ourselves.

How we feel responsible towards our
stakeholders

We aim to create long-term value for our
employees, our clients and society. We assist
clients and other stakeholders in achieving
ecological, social and economic value as an
integrated part of their strategy. We do this
amongst others by sharing knowledge and
creating awareness.

In doing so, we stimulate sustainable economic
growth. Furthermore, society’s expectations
relating to building trust are increasing.
Especially in these unprecedented times, societal
stakeholders expect us to play a role that

goes beyond our traditional remit of providing
assurance and advice. For PwC, building trust

in society and solving important problems has
evolved towards living up to rising societal
expectations on trust and deliberately including

a more societal view when considering the
challenges of our clients. We actively encourage
our clients to consider societal consequences like
sustainability and provide them with examples by
walking the talk ourselves as well.



A personal note from
our chair

PwG in the Netherlands

Report of the Board of
Management

What’s happening around us
What stakeholders expect
from us

How this affects society,

our clients and PwC
Executing our strategy

and adding value

Financial results for
sustainable investments
Five-year summary of financial
and operational performance
Corporate Governance

Risk Management

Status of legal proceedings
Statement by the

Board of Management

Report of the Supervisory Board
Financial statements

Appendices

Report of
he Board of
Management

8 | PwC Annual Report 2021/2022




A personal note from
our chair

PwG in the Netherlands

Report of the Board of
Management

What’s happening around us
What stakeholders expect
from us

How this affects society,

our clients and PwC
Executing our strategy

and adding value

Financial results for
sustainable investments
Five-year summary of financial
and operational performance
Corporate Governance

Risk Management

Status of legal proceedings
Statement by the

Board of Management

Report of the Supervisory Board
Financial statements

Appendices

What’s happening around us

Uncertainties abound

PwC conducts an annual survey among CEOs globally to discover
their views and expectations. The latest PwC CEO Survey was
published in January 2022, and at that time geopolitical conflicts
took only a fifth spot in a ranking of threats after cyberattacks,
climate change and health risks. About a month later, the threat of
geopolitical conflict came to reality with the invasion of Ukraine by
Russia. Just as with the outbreak of the COVID-19 pandemic, it was
very challenging to foresee how developments would unfold due to
an almost daily rhythm of major incidents.

Events like the pandemic and the war in Ukraine and the more

structural challenge of climate change have a wide range of impacts.

They have clearly demonstrated that adhering to the status quo is
not an option and shifting to more agile ways of working is a must.
As the world rapidly continues to change, transformation becomes
a constant, highlighting the importance of being flexible as an
organisation and considering different outcomes that may ask for
creative solutions.

¢ Safe working environment

Following societal events such as the public debate around
The Voice of Holland, we started an in-depth cultural study
by an external organisation in order to gain more insight into
the extent to which our culture is experienced as safe. The
results are currently being analysed. This way, we can identify
what goes well, what can be improved and where additional
actions are necessary. This survey is a useful addition to
the results we get from the Global People Survey and the
Values Survey. We also introduced an external counsellor to
complement our network of internal confidential counsellors
(see page 132).
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e War on the European Union’s borders

The world was shocked in February when a full-scale war erupted in Ukraine, a country on the European Union’s borders. Shared
indignation and a perceived threat quickly led people to come together to help and sanction the aggressor. At PwC, we were very much
concerned about our people and our clients in the Ukraine and in Russia. We are proud of how our people came together to help. Many
of our people donated through their well-being budget, a number of colleagues volunteered as interpreters and several fundraisers were
initiated by colleagues. In response to the Russian sanctions developments we set up a process to identify sanction exposure in PwC NL
(for all actions see page 69) and assessed the engagement continuance on a case-by-case basis (see page 25).

As a result of the invasion, PwC Global decided to discontinue having a member firm in Russia. All aspects of the departure of the
former PwC firm in Russia have been completed and as of 4 July 2022, PwC no longer has a firm in Russia.

While the outcomes of the war are still unclear at the time of writing, a number of potential long-term impacts can be distinguished:

- Organisations may become more cautious when it comes to establishing and maintaining relations with countries that face a higher
risk of being drawn into a conflict and/or potentially become the target of sanctions. Risk perceptions have changed, and more
attention will probably be given to having a greater spread of exposures going forward.

- The role of Russia as a dominant energy provider to Europe has likely surpassed its peak. Many countries are seeking to
considerably diminish their dependence on oil, gas and other commodities from the country. This will create opportunities for
alternative energy sources as well as the recycling of materials; sustainable sources may benefit from this drive longer term, which
will have the additional effect of reducing harmful emissions.

- Related to these risk perceptions, there will also be a new focus on alliances and defence expenditure.

¢ A new balance in the way we work

This is our third Annual Report in which COVID-19 is mentioned. We have come a long way since the
pandemic began, and may finally have seen an end to the more severe aspects thanks to vaccinations,
boosters and a natural build-up of immunity. The virus is still among us, however, and as has happened
before may reappear in another form. That said, we are now better equipped to deal with any recurrence.

The pandemic is having some lasting effects, including on the way we work. It has become the norm at
many organisations to work from home several days a week, and to use video calling to be in contact
with one another. Although many people and organisations have adapted to this hybrid way of working —
alternating between working in the office and at home - its influence on collaboration, innovation and the
use of space remains unclear. A new balance still needs to be found in many cases.
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¢ Talent scarcity
Finding the right skill sets for work is another theme that is by no means new. A broader development driving the scarcity of talent is
ageing. Matters are further aggravated by the mismatches between the skills offered in the labour market and those in need at many
organisations. The pandemic has led to shifts in employment from activities affected by lockdowns and reduced work at hand to
opportunities elsewhere. Despite a normalisation of conditions, we do not see a return to the original state of employment at this time.

Organisations in great need of talent are often willing and able to pay attractive wages to new joiners. But remuneration alone is

not always a successful incentive. Employees are increasingly looking for employers who can offer them more than generous pay.
For example, they want to work for an organisation that plays a beneficial role in society, offers plenty of opportunities for self-
development, and has a flexible and pleasant working environment for different kinds of people. At PwC we call this the ‘employee
experience’ and it has become a distinguishing factor between organisations that can strongly impact the ability to attract the talent
needed and, above all, retain it... and those who cannot.

¢ Highlighting ESG

Making clear which role an organisation is playing in society has not only become a differentiator for employers and employees; other
stakeholders, including investors, are also increasingly taking into consideration environmental, social and governance (ESG) aspects.
In making their assessments and decisions, these stakeholders expect to gain insights into what an organisation is doing to improve
the environment in which it operates and how it deals with matters such as labour conditions, diversity and transparency.

Assessing the impact on ESG-related aspects remains challenging, there is still no universally accepted framework to facilitate this, and
the abundance of ESG rating providers does not help. It will take more time and effort to come to acknowledged standards and best
practices that provide useful guidance. Fundamentally, organisations need to assess the impact they are having on their surroundings,
set strategic goals and report these in a transparent manner. By being consistent in communicating ambitions and reporting on
progress, organisations can both gain and retain trust. And societal expectations are increasing when it comes to the contribution of
organisations on ESG-related aspects.
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¢ Inflation and the increase of interest rates

impact markets significantly
Mismatches in supply and demand, mainly because of the
COVID-19 pandemic, the war in Ukraine and a shortage of
required skills are leading to higher price levels as expressed
by the rate of inflation. As some of the origins of these
disparities can be addressed in the short-term, many thought
that this higher inflation would be a temporary phenomenon.
It has already proven to be more persistent than was
foreseen. Furthermore, increasing interest rates impact
markets at a macroeconomic level significantly.

When inflation is persistent, employees start demanding
higher wages in order to maintain their purchasing power.
This is happening at a time of labour scarcity, putting even
more pressure on organisations to increase remuneration.
When revenues and productivity do not keep pace, these
higher wage costs may affect profit margins and the financial
performance of organisations. This again will influence
investments, both in volume and direction. The latter refers
to increased investment in replacing labour in order to save
costs.

Inflation disproportionately hits people on lower incomes as
they spend comparatively more of their total income on those
items that are becoming more expensive, such as energy

and food. This can lead to social unrest and greater support
for populist movements. People from poorer countries may
feel inclined to migrate to countries that seem to offer better
prospects. Migration may in turn fuel competition for jobs and
populism.
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¢ Digital enablers

Organisations increasingly seek ways to deploy technology
to improve collaboration, quality and the use of data for
improved business insights. Cloud computing can be a
solution, as it facilitates real-time collaboration from any
location and enables the ability to combine processes with
data flows that used to run on separate platforms. This allows
organisations to focus on bringing together talent, respond
better to developments and gain improved insights into client
needs as distinguishing aspects in their operations.

An increased dependency on technology, data and
connectivity can lead to concerns about safety. Cyber risks
were the top threat perceived by the CEOs who responded
to PwC'’s latest CEO Survey. These concerns are fuelled by
cyber incidents frequently being reported in the media. As
hackers find new and sophisticated ways to intrude, the
technology to protect and the human factors behind it need
to be continuously developed as well.

e Ecosystems

Just as collaboration among people with
different backgrounds is increasingly important
to finding innovative solutions and improving
outcomes, collaboration among organisations

is gaining relevance in order to accomplish

the same. Developing solutions together with
partnerships or clients can lead to substantially
better results via interactions that create a better
understanding of needs and ways to meet them.
For organisations it can be beneficial to bring in
different expertise, for example subject matter
experts on human rights, digital tooling, etc.

by means of a partnership that can benefit all
involved, including the end customer.

Inflation disproportionately hits people
on lower incomes as they spend
comparatively more of their total income
on those items that are becoming more
expensive, such as energy and food.
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What stakeholders expect from us

Throughout the year, PwC is in constant
dialogue with our stakeholders: our colleagues,
clients and representatives of society at large,
such as regulatory authorities, government,
NGOs, investor associations, politicians and
academics. These conversations help us
understand what stakeholders expect from us,
what and how we can improve, and how we
can build trust and deliver sustained outcomes.

The themes that stakeholders consider most important (‘material’)
for our organisation are reflected in our materiality matrix (see

pages 133-138 for more information about the process of creating
the materiality matrix and how to interpret the outcome). Our

Board of Management sets goals for these themes, examines our
developments (including through an Integrated Dashboard) and
discusses progress and dilemmas in one-on-one conversations with
stakeholders (which have provided us with three key messages). The
main common denominators from almost fifty stakeholder dialogues
over the past year are as follows:
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This materiality matrix

has been put together on
the basis of input from
stakeholders and an internal
assessment as to how much
impact PwC makes per theme
on the economy, environment
and/or society. Please note
this does not mean PwC
finds topics on the left hand
side non-important (if so
they would not be part of
this matrix at all), but that the
impact we make with these
themes is lower than with
themes on the right hand
side. We also visualised the
differences by indicating per
theme whether the impact
PwC makes is internal,
external or both.

Materiality matrix

Importanc
high

v

11
131210
A

Importance
medium

Impact Impact
medium > < high

Reflects the reporting organisations’ significant economic, environmental and social impact

Influence on stakeholder assessment and decisions

@ Internal impact @ External impact @ Internal and external impact ) Most material topics

1. Quality, 2. Long-term value creation for clients, 3. Knowledge development and sharing, 4. Impact on society,
5. Acting values driven, 6. Integrity, 7. Independence, 8. Transparency, 9. Fraud, 10. Inclusion and diversity,

11. (Data) security and privacy, 12. Innovation and digitalisation, 13. Recruiting, developing and retaining PwC
employees, 14. Environmental sustainability, 15. Governance, 16. Well-being, 17. Financial results.
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Key stakeholder expectations

Stakeholder
expectations

Quotes
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Take a leading role in developing and sharing

knowledge on non-financial information

Stakeholders are keen to point out the growing importance of non-financial
information, such as on environmental, social and governance (ESG)
aspects of organisations. They encourage PwC to challenge clients on
setting ESG-related goals — such as carbon footprints, inclusion & diversity
and tax governance — help them measure and report publicly on their
progress, and verify whether the information provided is accurate. In other
words, to be a driving force for the sustainable progress of our clients. To
achieve this, PwC needs to take a leading role in developing and sharing
knowledge on non-financial information, stakeholders argue. To do so
credibly, stakeholders find it important that we emphasise how developing
and verifying non-financial information is still in its infancy and hence a
learning journey for all of us, and that we walk the talk ourselves. Examples
of how we can take a leading role include contributing to setting standards
for non-financial information and integrated reporting, and developing tools
to measure organisations’ impact on ESG- related topics and progress on
the SDGs, including our own.

‘Non-financial information is increasingly at the heart of decision-making, it
is no longer an add-on.’ (A stakeholder from a government advisory body)

‘Auditors must also fulfil their core responsibility of auditing annual
statements in areas that are non-financial in nature.’
(A stakeholder from a university)

‘Many organisations need to dare to go a step further within the field of
sustainability. Organisations need the confidence to do so and PwC can
provide just that.’

(A stakeholder from an umbrella organisation in the field of sustainability)

‘An organisation such as PwC should also be honest about the current
limitations of ESG.’ (A stakeholder from an NGO)

‘The quality level of non-financial indicators lags behind those of a financial
nature. It is therefore not only important that organisations show ambition,
but also have their data challenged and verified.’

(A stakeholder from our client portfolio)

Demonstrate what you do differently
because of The New Equation

Stakeholders are interested in our (cultural) transformation and new global strategy:

The New Equation. To transform successfully, they encourage us to be transparent
about our journey, which also means being open about matters that are not as yet
going well. Stakeholders are keen to know what we will do differently because of
our new strategy. They expect progress, not perfection. Stakeholders request us to
speak up in the public debate, sharing not only our knowledge but also our views,
and to communicate on what our transformation entails in practice: what type of
organisation do we aim to be in the long-term? And what does that mean for our
service offering, delivery and business operations in the short-term? According

to stakeholders, making clear (and sometimes tough) choices is a prerequisite to
delivering on our new strategy. To decide what is the right thing to do, stakeholders
advise us to not only use a legal compass when facing dilemmas, which they
consider well-known to PwC, but a societal compass as well.

‘Dare to ask at the core of your business: what are we going to do differently
and what will we stop doing?’ (A stakeholder from an NGO)

‘Speaking up is not a legal duty. Yet, if you aim to make an impact, you have to take
a (moral) stand. Organisations that remain silent will never lead in their sector.’
(A stakeholder from the private equity sector)

‘What does the world look like according to PwC in 20507 You need to translate
that vision into everything you do, from client engagements to recruitment.’
(A stakeholder from a youth organisation)

‘| do not expect organisations to live up to their purpose perfectly. It is about
demonstrating progress: adjusting and improving each year, step-by-step.’
(A stakeholder from a university)

‘How you transform has to fit in with your organisation and long-term goals. In this
dynamic world you also need to think: what is my core business? And on which
core values do | wish to be judged?’

(A stakeholder from a government advisory body)

Look ahead to maintain relevance

To live up to our ambition, build trust and deliver sustained outcomes,
stakeholders encourage us to look ahead. By discussing what the future
of our business looks like and how we can ensure relevance for our
(future) employees, clients and society in the long-term. By encouraging
our colleagues to reimagine the possible, amongst others by stimulating
innovation, creativity and the use of technology in daily work. And by
thinking about pressing societal issues such as climate change, biodiversity
loss and social inequality, and how PwC can contribute to mitigating those.
Stakeholders encourage us to include the next generation — the voices

of the future — in these discussions and strategy decisions, both young
professionals within our own organisation and youth outside of PwC. Their
fresh perspectives can help us to see things differently and can further
boost sustainable progress, stakeholders argue.

‘People who think from a future perspective instead of the current one
are often more ambitious and progressive in their decision-making.’
(A stakeholder from a youth organisation)

‘Technology will evolve constantly, that is a given. How people respond
to these changes is a skill, and one we need to improve.’
(A stakeholder from a research organisation)

‘Loss of biodiversity is a pressing issue. Many people want to contribute to
mitigating that problem, but do not know how. PwC can help, for example
by mapping the financial impact of biodiversity loss.’

(A stakeholder from our client portfolio)

‘Involve young people more often, they are the future.’
(A stakeholder who is a supervisory board member)

‘Innovation does not have to be radical. It is often about small and/or
continuous improvements of processes within your daily work.’
(A stakeholder from a university)
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How this affects society, our clients and PwC

The challenges of our time are bigger than
ever before. This changes the risk profile of
organisations, while these challenges can no
longer be solved in the same way as before.
Furthermore, we see that the success of
organisations is more than ever determined by
their adaptability and agility.

It is important for organisations to build trust in a time where that is
becoming more difficult. This includes being accountable to society
from which they derive their relevance and success. Stakeholders
are looking more often not just at what an organisation contributes,
but also specifically at how that contribution was achieved. This new
and external perspective has expanded in recent years.

Conversations with our stakeholders show that organisations

are increasingly judged based on their realisations of sustainable
outcomes. The stakeholders’ interest gains in importance compared
to shareholders’ interest. Organisations are held accountable for their
social responsibility, duty of care for the well-being of employees,
protection of nature and the environment, safety, good governance,
combating fake news and a tax payment that is seen by society as fair.

Building trust within the chain

With trust in institutions at an all-time low, it is vitally important that
clients focus not just on building trustworthy relationships with their
clients, but also help them to build trust in the value chain, with
clients, suppliers and end-users of their products and services.

Being transparent helps organisations to stay relevant and be
trusted. Collaboration among organisations in the value chain to
accomplish sustainable outcomes is gaining relevance. We see more
and more partnerships in value chains where the different specific
knowledge/expertises are being amplified by each other.
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Collaboration in ecosystems or partnerships requires a high level
of trust among all those involved. Transparency, consistency and
empathy are aspects that contribute to reaching such mutual trust.

PwC puts its stakeholders first

To build trust and to be successful, we put our stakeholders first.
We start from the perspective of our stakeholders. Furthermore,
our strategic choices are seen through a societal lens in order to
contribute to solving important problems.

In this process, our colleagues make the difference: it is their
passion, experience and knowledge. We invest in our colleagues by
creating a safe working environment and culture to work in, ensuring
meaningful work, putting their well-being first, and showing our
recognition and appreciation.

It is at the heart of our renewed strategy The New Equation. We help
organisations face two fundamental and intertwined needs — the need
to build trust across a broader range of stakeholders and the need to
deliver sustained outcomes. And these needs also apply to us.

By focusing on the ‘how’, in connection with the ‘what’, we are able
to realise our strategy and purpose.

We work together and connect with clients and society

Truly understanding the challenges of our clients and their
stakeholders and what society expects from us requires us to listen,
as it is not always immediately clear how we can help. It is important
to be curious, ask questions and discover what our clients and
stakeholders need for the long-term as well as what society expects
of us. This way, the real question or underlying issue emerges, telling
us which perspectives and competencies we need to include in our
services.

Besides that, we also focus on the themes that are relevant to
society, our clients, and ourselves, and in which we can make

a difference: ESG, Risk & Regulation, Future of Work, Future of
Finance and Value Creation. We connect our knowledge through
collaborations with people from different expertises, with our clients
and in ecosystems, where we are able to be more than the sum of
our parts and utilise each other’s capabilities to the full. On these
themes, we go to market as one PwC, contribute to creating value in
the long-term and, in doing so, help support sustainable progress.

Trust and sustained outcomes

Trust needs to be earned

Trust is the link that connects people, organisations, clients,
stakeholders and the world in which we live and work. Trust is
earned through each interaction, each shared experience, each
relationship entered into, and each solution. The high quality of
our work is the foundation underpinning our contribution to trust
in society. We increase that contribution through high-quality
audits and advice.
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We are working in multidisciplinary teams, technology-powered
Responding quickly to a changing world and helping our clients with
successful transformations require us to be more agile and effective.
This entails zooming out and approaching challenges in a more
integrated way and from different perspectives.

That is the core of The New Equation strategy, with which we strive
for a future that is human-led and technology-powered. We are
convinced that combining human ingenuity with technology will
enable us to develop faster, more intelligent and better solutions. Our
community of solvers brings out the best of PwC, by combining their
skills, expertises and perspectives with the newest technologies.

Our colleagues make the difference

We no longer distinguish ourselves on knowledge and experience
alone. Who we are as a person is equally important. Attracting and
retaining our colleagues is also one of our biggest challenges. In fact,
we saw a decrease in FTEs compared to previous years. Add in the
strong demand for knowledge and experience on the subjects where
our expertise lies along with the scarcity and dynamics of the labour
market, it is clear that retaining our colleagues will become more
challenging than before and we will recruit colleagues with other
capabilities than the traditional segments of the labour market.

The outcomes of our Global People Survey and the Values Survey
underwrite the importance of culture and leadership and the
growing gap between leaders and employees. Just like our clients,
employees want to be heard and seen. They also have a need

for mentoring and coaching, meaningful work, recognition and
appreciation. Like with many others also in our organisation different
generations need to connect with each other.
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The results leads to three themes we focus on:

- Emphasising the importance of (personal) leadership.

- How we do things and how we interact with one another: the way
someone listens, asks questions, shows empathy, is aware of their
own motivations and dares to be vulnerable. Our human skills.

- Growing towards an increased inclusive culture, in which a growth
mindset is an important condition for further growth. There is
enhanced potential for innovation, resulting from collaboration
of individuals with unique experiences, backgrounds and
perspectives.

We are not there yet, but also see that attention to these themes
leads to progress. With our key metric, the People Engagement

Index, we measure the pride and engagement of our personnel.

This year, it has increased by 3 percentage points to 86%.
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In how we do things, we let our values come to life:

The New Equation stands for who we are. And what we stand for. For example, by
listening instead of talking, by daring to say ‘no’ if we can not, by raising the alarm when
things do not feel right, by making unacceptable behaviour open for discussion, by speaking

up for colleagues who have a hard time doing so themselves.

The New Equation starts with ourselves. We are only credible if we walk the talk. If we
know our own risks and adequately address them, if our talent management is future-proof

and if we are diverse and inclusive.

The New Equation stands for a diverse perspective. In a fast-changing world it is
important to be agile. If we want to stay relevant, we should take our environment as a
starting point in all that we do rather than ourselves. We need to listen to what our clients

really need and what society expects of us and act upon that.

The New Equation stands for making a difference. By finding better solutions for big
societal issues. By making unique, unexpected combinations of expertises, experiences and
technology that together create new and surprising solutions, for everyone.

The New Equation stands for doing things differently. Not by working harder, but by

working smarter. While daring to make different choices.

The transformation of our organisation

The worldwide trends and changing expectations of society are
speeding up our own transformation. We too are asked to have an
even greater consideration for people, environment and society.

We must be relevant, for our colleagues, our clients and society. By
taking on the engagements that are relevant in the long-term and by
doing this, tying colleagues to us.

16 | PwC Annual Report 2021/2022

Care
Act with
integrity
Work
together
@ Make a
difference
Reimagine
the possible
—

We are building an inclusive mindset and behaviour, creating

room for empathy and also enhancing our ability to see different
perspectives. Through a continuous dialogue and by sharing what is
relevant to us, we strengthen our relationships with each other and
with our clients and society. This in turn leads to more collaboration
and co-creation. Our way of working and sharing knowledge and
expertise unlocks our (human) potential and allows us to grow
sustainably.

With the introduction of ‘green figures’ we emphasise the importance
of sustainable and social value in reporting. Results are no longer
only about black or red figures — stakeholders and society are
increasingly asking for ‘the figures’ on societal aspects.

As PwC we are becoming more sustainable ourselves. Our
commitment to Net Zero operations in 2030 is a good example.
And we want to take things further, as we can have the most impact
by helping our clients realise their sustainable strategy and their
reporting. That is why we launched the ESG upskilling programme
to all our colleagues to increase internal awareness and engage in a
dialogue with our clients.

We see an increasing focus within our own organisation and
operations on non-financial indicators in addition to economic
(financial) indicators. We use our strategic enablers (workforce of the
future, quality, sustainable, digital and business partner) to translate
our ambition into execution, thereby building trust and sustained
outcomes through our own operations.



https://www.pwc.nl/en/the-new-equation.html
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Executing our strategy and adding value

In this chapter we talk about the impact that
developments in society and the expectations
of our stakeholders have on our clients and

on us. What are the responsibilities we have in
these changing times? What does it mean for
our services and how can we contribute? We
believe it is important to be transparent and to
show how we relate to the society of which we
are a part.
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Recruit, develop and
retain diverse talent

Over the past two years, we have experienced not only a global
pandemic but also environmental, social and racial unrest.
COVID-19 had a significant impact on how we work and blurred
the line between personal and professional lives for many of us.
Organisations worked hard to keep their businesses and people in
reasonable shape. Forward-thinking organisations embraced the
power of technology, redefining their workplace and accelerating
digital transformation.

The challenges we faced during the pandemic and societal unrest
were catalysts for something we already knew for a long time — we
are human-led and technology-powered. Bringing the best of people
and technology together is how we create trust and new solutions.

Labour market

Digitalisation and societal developments accelerated as a
consequence of COVID-19, causing a changing need among our
(potential) employees. We find ourselves dealing with a higher
turnover rate, fierce competition and scarcity in the labour market,
plus higher levels of absenteeism. These developments occur not
only at PwC but throughout society.

A result of the pandemic is that it is even harder to attract, develop
and retain the best talent. And we are also faced with a challenge
regarding what newer generations seek in their career. Younger
people care less about traditional career paths and more about
diverse and meaningful work experiences.

People Value Proposition principles

The five principles of our People Value Proposition (PVP) framework
are built on our purpose and values. They reflect the inherent trust
we have in our colleagues to co-create their experience at PwC.

We align around these principles to differentiate PwC’s PVP and

to foster an environment that engages us to come together as a
community of solvers to deliver on our strategy — building trust and
creating sustained outcomes.

We're becoming a different type of professional services firm — a community of solvers —

starting with our goals for what this means for our people and how they feel
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Valuing and caring for people

We put the well-being of our colleagues first in both good and
challenging times. The budget for this has been increased to
contribute to the physical, emotional, mental and spiritual well-
being of our colleagues. By including the option to spend part of the
budget on sports and necessary attributes, we have also made it
more accessible to our colleagues. They are keen to perform to the
best of their abilities and frequently look for ways to achieve that.
The well-being budget provides them with tailored options.

There is an increasing need for a culture focused on more balanced
and meaningful work, along with a greater focus on the relationships
with and appreciation for each individual. Social cohesion is another
key component and we increased the budget for social events after
the pandemic to allow our teams to reconnect more fully.

< <&
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Ministry of Defence is undergoing a major transformation
René Kreeftmeijer is the director of personnel policy at the
Ministry of Defence. Having held various HR positions within the
organisation for almost 25 years, he is ideally placed to talk about
the transformation on which he is currently working in the field of
HR, diversity & inclusion (D&l) and technology. ‘After starting out
as a business administrator in the army, I’'ve experienced every
aspect of the HR field and seen many changes over the years.’

Kreeftmeijer and his HR colleagues found that the Ministry of
Defence had been struggling on a structural basis for years with a
large number of vacancies. ‘Defence long had a system whereby
we tell them what we need based on all sorts of criteria.

‘We were used to
deciding fer employees
what they wanted’

né Kreeftmeijer, director of personnel policy
t the Ministry of Dw

- A

But the system hasn’t been working well for some time. A mind
shift is taking place. Many employees, for example, wish to use
their talents and ambitions in part-time roles or be free to switch to
something completely different later on. The fact that you need to
be able to deal with this as an organisation may seem obvious, but
that wasn’t the case at Defence.’

Holding up a mirror

Kreeftmeijer sought support and advice on the subject from PwC
expert Bastiaan Starink. ‘We were lacking the knowledge and
capacity within HR and I've known PwC for some years since the
company helped us with some complicated pension calculations.
| called Bastiaan when we were working on the transition in

HR and needed help resolving several issues. This ultimately
resulted in the HR transition and, amongst other things, the
PwC-developed Inclusion Insights programme.’

Designed to help organisations with their D&l challenges, the pilot
of Inclusion Insights will start soon at the Royal Military Police.
‘PwC is supporting Defence with formulating and translating policy
into concrete changes with and within the Defence units. They’re
also helping us with stakeholder management. PwC doesn’t only
give advice; they also hold up a mirror so that we can see what’s
going well and what could be improved. In my opinion this is a
textbook example of a strategic partnership.’

Retain, bind and inspire

Kreeftmeijer says that while interest in the Ministry of Defence’s
vacancies is quite high, the organisation has been unable to
convert this into actually retaining, binding and inspiring people.
‘Although we’ve tried many action plans, none have brought about
the desired structural change. Someone who works for our cyber
organisation, for example, has different talents and interests than a
colleague in the airborne brigade. Our response, therefore, needs
to be differentiated and more customised.

To continue with this example, we loosened the testing and selection
requirements for future cyber personnel and were able to fill the

unit in no time as a result. The commander of the cyber unit at

the time simply went around the country, telling the unit’s story,
directing people through the process and then appointing them. An
unorthodox approach for Defence but it worked and that was an eye-
opener. We aim to offer greater diversity in propositions by listening to
what people want and finding out which competencies they have.

Our TV ads were often about operational actions, featuring
physically and mentally strong people. Although such employees
are obviously vital to Defence’s primary task, our needs are
broader and there’s room for other talents and ambitions. We
recently started a new campaign called Generation D, which takes
a different approach with a core message of ‘Tell us what you
want, what you can do, and report to us.’

Maintaining the human dimension

A lot is going to change at Defence in the future with technological
developments making the playing field much wider. ‘Conventional
means will remain valuable but become less labour-intensive.
Other systems will emerge and there is, for instance, an increasing
attention on cyber warfare. These kinds of changes will place
different demands on people. Strategic personnel planning is used
to map out what an organisation like Defence needs, which tasks it
has to perform, and which employees align well with these tasks.’

Kreeftmeijer believes Defence should never lose sight of the
human dimension, despite all the technological developments.
‘This is an area that definitely requires attention. Instruments
and techniques will never be able to replace personal attention
and they need to be linked. Personal attention is essential when
forming and developing individual colleagues and units.

That said, it’s also important to stay in touch with all the different
target groups — from academics to combat soldiers — and to enter
into a dialogue on their future development. How do you treat
people and how do you offer a perspective that not only attracts
new recruits to Defence but keeps them there? This will be an
exceptional challenge in the years to come.’
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We noted, especially during the COVID-19 crisis, that many
colleagues were switching from one appointment to the next with
few if any breaks. In response, we introduced appointment-free
mornings/afternoons with a twofold goal. The first is to create room
in the agenda, for instance to focus on finishing items, answering
emails or conducting reviews during business hours rather than
continuing after hours. The second goal is to increase awareness of
how to plan and divide work and prioritise which meetings to attend.

Inclusive leadership and teamwork

Our inclusion & diversity (I&D) policy focuses on establishing an
inclusive workforce in which differences are valued. Having a
community of solvers who are human-led and technology-powered
hinges upon us building a more diverse multidisciplinary talent pool
with different skills, experiences and perspectives. To leverage on the
benefits of this diversity effectively, our solvers must be able to think,
act and lead inclusively.

An ‘inclusion first’ approach is key in an 1&D policy that focuses on
inclusive systems and behaviours. Every single PwC professional is
different — be that how we look, think, identify, speak or act, or who
we love, where we come from, our skills, experiences, work-styles
and work-patterns, not to mention the intersectionality of how these
multitudes of differences manifest in our colleagues. Our approach to
fostering inclusion is two-pronged:

e Systems: Fostering inclusive processes, policies, interventions and
systems to support equality of opportunity at all levels and help all
our colleagues thrive and fulfil their career potential.

¢ Behaviours: Building inclusive leadership skills across our
community of solvers so that every single one of us has the
opportunity to contribute to an inclusive culture.

This inclusive culture must be one in which colleagues can thrive
together and be themselves. Combined with quality and expertise,
this will lead to an organisation that generates trust and sustained
outcomes.
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We have increased attention for inclusive leadership skills and human
skills. In October 2021, we launched our inclusive mindset learning,
providing our colleagues across the firm with the basic knowledge
necessary to become more inclusive and enable better decision-
making. We also set up an I1&D platform to enhance engagement
across the firm and among leaders, practitioners and subject matter
experts on various |&D topics.

PwC has proactively moved forward on relevant issues in society
like transgressive behaviour and raises them internally by engaging
in dialogue. Inclusion and psychological safety are important for
everyone’s well-being, the work that we do and ultimately for our
ability to realise our purpose. It is important to us to ensure that
everyone who works with and for us interacts with each other in a
respectful manner and feels safe.

In order to raise awareness on I1&D, we share v/ogs periodically in

which our colleagues engage in conversations and share personal
stories that relate to inclusion and diversity. Raising awareness on
the topic and being in continuous dialogue is part of the evolution
towards an inclusive culture.

Our internal diversity networks strive to give voice to all the different
perspectives of the colleagues that often remain unheard. Finally, the
fact that almost 500 colleagues participated in our third Diversity Day
in 2021 shows increasing awareness among our colleagues on this
topic.

Leadership development

Culture is characterised by behaviour, how we do things and what
examples are given. That is why leadership development is key to an
inclusive culture. Amongst others we have refreshed our programme
that matches sponsors within our firm with female talent and talented
individuals with a migration background during the talent review
process.

Future-focused growth and development

We are constantly looking for ways to help our colleagues reach and
utilise their full potential. All our colleagues receive regular performance
and career development reviews. Furthermore, an important tool in

the year under review has been upskilling, with a focus on digital and
ESG. These both feature increasing expectations and requirements for
ourselves, our clients and society as a whole.

We have made steps in digitisation, although not as fast as we would
like. Next year, we will evaluate our digital accelerator programme
and move forward to the Digital Accelerator 2.0.

Change in salary policy in the medium-long-term

We have changed our salary policy, converting a part of the variable
pay into the fixed salary. Part of this change is also the increased
focus on development; differentiation is increasingly facilitated
through growth instead of a bonus.

To increase the opportunities for career advancement, we have
introduced a second promotion cycle mid-year. We are also taking
various steps with regard to flexibility in career options. A pilot
project is being run for technology specialists on alternative career
paths that line up with the market. We have also conducted a trial
programme over the past year to look at the career development of
senior managers and alternative options to becoming a director.

We are pleased with the implementation of WorkDay Skills Cloud,

a marketplace for assignments and skills that allows our colleagues
to make an even better match between what is needed and what is
available in skills on engagements/projects.


https://www.pwc.nl/en/onze-organisatie/diversiteit/programs.html

A personal note from
our chair

PwG in the Netherlands

Report of the Board of
Management

What’s happening around us
What stakeholders expect
from us

How this affects society,

our clients and PwC
Executing our strategy

and adding value

Financial results for
sustainable investments
Five-year summary of financial
and operational performance
Corporate Governance

Risk Management

Status of legal proceedings
Statement by the

Board of Management

Report of the Supervisory Board
Financial statements

Appendices

Evolving, leading-edge flexibility

People want greater flexibility and autonomy when it comes to their
daily schedule and choice of work. We have therefore increased the
application of Flexitime, which allows our colleagues to distribute
their working hours over a period of one month and matches
business needs and personal needs, and maintain regular working
hours throughout the month.

The market asks a lot and most of us have considerable workloads.
It is then sometimes hard to create time and space to have a
dialogue with each other, yet that is essential in order to stay in
connection with our colleagues, including dialogue about more than
just work. The same applies to hybrid working. Like many other
organisations, PwC sees hybrid working as the future. As a firm,

we have agreed on only one rule when it comes to hybrid working:
engage in dialogue with each other. We encourage our colleagues
to have regular dialogue with their team(s) on their needs and
preferences around hybrid working, to focus on learning together
and to keep in mind it is not about giving and taking, but about
finding the best way to work together to deliver our promise: help our
clients building trust and deliver sustained outcomes.
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Our webcast series ‘State of Tax, Legal & People’ features
PwC specialists offering insights from different perspectives in
the areas of current fiscal, legal and personnel developments
and regulations. The episode on 30 November 2021 covered
the subject of ‘working from home’.

With COVID-19, working from home suddenly became a
reality for many employees. Though it took some getting
used to, people soon recognised the advantages and PwC

is one of many organisations that now see hybrid working

as the future. Our priority with these webcasts is to help our
clients forward, providing them with expertise and answering
their most asked questions. The working from home webcast
discussed the related tax and employment law obligations as
well as the possibilities of hybrid working.



https://www.pwc.nl/en/services/tax/webcast-series-state-of-tax/working-from-home.html
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Marc Borggreven

Social psychologist and Supervisory Board member Naomi
Ellemers talks to former Board of Management member Marc
Borggreven about inclusion, diversity and a safe working
environment. ‘Alarm bells go off for me the moment a
colleague says that people are failing to make the grade’, says
Borggreven. ‘Who set these grades? And what prejudices and
biases are playing a role here?’

Giving each other the space to see differences and appreciate
them is an essential factor for Borggreven, former member of
PwC'’s Board of Management where he was responsible for human
capital. ‘The first step was to bring in different types of people.
The second and, in my opinion, most important step is to learn
even more from each other and to cooperate more effectively.
When someone with a different background from a different
environment comes along and says ‘I’'ve noticed this’ and ‘we

can do this differently’, that really helps. Even if it causes some
inconvenience.’

Odd one out

Ellemers regularly experienced this inconvenience during her first
years as a member of the PwC Supervisory Board. ‘l was the
odd one out’, is how the social psychology professor describes
her entry into the business world seven years ago. ‘I try to offer a
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fresh perspective on an existing system. At the university | look at
people’s behaviour in society and the workplace, conducting lab
research into the kind of underlying processes of which people
are not always aware. During the first years at PwGC, it felt as if
my presence was of no real use and that people didn’t really
understand what | was trying to say. Now things are falling more
into place and I've noticed a real shift in thoughts and actions
within PwC.’

Examples of this shift can be seen in areas like diversity and
inclusion. “To ensure diversity, we work with percentages such
as the number of women progressing to higher positions and on
salary. We are very strict in this aim. Although the percentages
are now being achieved annually, there is still a long way

to go when looking at the totals. Particularly in the case of
appointments of colleagues from non-western backgrounds.

We’ve had constructive debates about this with our departments
in recent years. Alarm bells go off for me the moment a colleague
says that people are failing to make the grade. Who set these

grades? And what prejudices and biases are playing a role here?’

Not colour blind

Ellemers offers that critical view, but is at the same time impressed
by the steps PwC is taking. ‘Other organisations often claim to be
‘colour blind’ and boast about not registering cultural backgrounds
— but that means you can’t gauge how these people are doing.
Reporting on intake humbers to show the diversity of the company
is also insufficient. Managing diversity and inclusiveness requires
monitoring and analysis to stay on top of things, especially once
people have entered service. Seeing how people are really doing
requires a close look as an organisation and taking action if

things are not right. This demands a lot of time, energy and focus,
however, which is why it is rare. PwC makes that effort.’

Inclusion, diversity and equality revolve around more than merely
monitoring percentages. At least as important is creating a
working environment in which everyone feels they can speak out,
even when things are complicated. ‘Our values require constant
revaluation’, says Borggreven. ‘That’s why we consult every

quarter with our Ability NL, Connected Cultures, WomenNL, Young
PwC Professionals and Shine networks.’

For Ellemers that’s only the beginning. ‘Things have to be right at
all levels. Just having a network and talking to the staff in question
doesn’t solve problems. It only works if their perspective is also
represented at the level where decisions are being made such as
the Board of Management. That’s one more reason why | am glad
that PwC now has a female board chair.’

From strict code of conduct to engaging conversations

While having a female chair is a useful step, a focus on these
issues is also needed at other places within the organisation.

‘We are all human so let’s assume everyone makes mistakes’,
continues Ellemers. ‘Power inequalities lead to a potential risk of
boundaries being crossed. Those who are dependent on others
are less likely to speak up when something is not right and it’s vital
that people feel able to say something in a respectful way when
needed.’

Borggreven nods in agreement. ‘People don’t like to be called to
account for their behaviour. They quickly become defensive and
little is achieved as a result. It’s essential that we establish the
basics, monitor this and intervene when boundaries are crossed.
At the same time, we must also remember that mistakes are made
above this minimal level, too, so how we respond in these cases is
also important.’

Ellemers doesn’t see a stricter and more extensive code of
conduct as a solution. Bullying, sexually transgressive acts, fraud
— when evidently unacceptable behaviour occurs, a regulatory
instrument is indispensable and action must be taken immediately.
‘But should we have a long list of what'’s forbidden? Write out all
the bad jokes? That’s not going to work. We need to talk to each
other more about what we do want, and help each other achieve
it. This is a more valuable and productive conversation because it
has a positive basis and makes it easier to talk to each other when
things are not going as planned. It’s also more motivating.’
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Where do we go from here

To be able to continue to attract, develop and retain the best talent,
we will continue our path of flexibility, autonomy and creating an
inclusive culture. This means our way of working and terms of
employment will continue to develop.

This will include revisiting reward preferences, further empowerment
of our people and increased efforts on well-being and inclusion

and diversity. Particular focus will be given to offering a distinctive
learning and development experience. We strive for a culture where
all our people feel a sense of belonging, value PwC as an enjoyable
place to work together with others, develop their careers and work
with purpose.

Statistics Netherlands (CBS) will change the way it publishes
data on what until now has been called the ‘population with
a western or non-western migration background’. The main
classification, western/non-western, will be replaced by a
classification based on continents and common immigration
countries. We need to determine how that affects our HR and
I&D processes.
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Build high-quality service

Quality is more than compliance

Quality is about so much more than just compliance. It is anchored
throughout our organisation and, as such, contributes to everything
we do and requires constant attention. The world is constantly
changing and evolving, with rules being added, expanded upon
and revised. New technological advances are occurring at an
unprecedented rate. And then there are the changing, increasing
demands from stakeholders. Quality is also about staying relevant.

How we contribute to society

Our purpose to build trust in society starts within our own
organisation. Working in line with our values builds credibility and
shows that we are trustworthy. We have standards that set the bar
high and therefore support and monitor that we provide the best
quality for society and our clients.

Staying relevant to create long-term value

Having the right mindset on quality is an important focus for our
organisation. We invest in our colleagues by regularly engaging in
dialogue with them on the subject of quality and bringing in outside-
in perspectives. Moreover, we invest in our colleagues through
education in areas where the societal focus is increased like anti-
money laundering and ‘Know Your Client’ (KYC) processes.
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Furthermore, we are creating expert (support) teams that reduce
the risk of non-compliance. The responsibility remains with the
professionals, but support teams perform standardised work
processes. This provides our professionals time and focus to dive
deeper into the more complex issues of our clients and, in doing so,
improve the quality of our services. We also invest in digital tooling
that helps with the standardisation.

Evaluating the Tax and Customs Administration fraud list
The fraud list (FSV) of the Dutch Tax Administration was used
to register risk signals in order to combat tax fraud. Two
years ago, it became apparent that many safeguards were
missing from the FSV. The list worked as a blacklist for Dutch
citizens even though many signals on the list turned out not
to be fraud-related. The missing safeguards had a major
impact on individuals caught up in the childcare benefits
scandal (de toeslagenaffaire). PwC conducted multiple
investigations to clarify the effects of the FSV on 270,000
Dutch citizens. This research is serving as a building block
for the Tax Administration as it compensates for the negative
financial and non-financial effects on those affected. The
facts contained also contributed to a key debate in the Dutch
parliament.

All the work and effort we invest and continue to invest in quality
and quality management ultimately lifts the quality of our work and
our services to a higher level on a daily basis. The conversations
we have with each other and with clients are an integral part of that,
reflecting our belief in an open culture where colleagues are allowed
to ask questions and make mistakes.
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Client story

CEO Jan Willem Verschoor on saving Vacansoleil

After years of prosperous growth, Vacansoleil found itself in dire
straits at the end of 2018. Jan Willem Verschoor - then interim
manager, now CEO — was given the task of saving the provider

of luxury camping holidays and breathing new life into the
company. Along with Edwin van Wijngaarden, partner in Business
Restructuring Services at PwC, he explains how Vacansoleil
succeeded.

"lﬁansparency and trust
are most important in
stakeholder relations’

r

Y | e

Jan rschoor, CEO of Vacansoleil

-

24 | PwC Annual Report 2021/2022

‘Il cannot emphasise enough how important transparency and
trust are to get all your stakeholders on board. Before you start

a job like this, you need to know whether there is a future in the
company. That’s why you take the time to talk to many people in
the organisation and, above all, to listen carefully. It soon became
clear that Vacansoleil had actually been neglected internally and
was not ‘in control’ financially. At the same time, it was obvious
that the company has a good business model and a very strong
market position.’

Value and potential

A PwC team led by Van Wijngaarden had also reached the same
conclusion. ‘We saw a company that was sound, with a strong
brand name, good relationships with campsites all over Europe
and a business model that had worked for years. It’s true that
wrong choices had been made and things had gotten out of hand
for current management, but despite this there was still a lot of
value and potential in Vacansoleil.’

Restoring confidence

The question then is how, as a newcomer, do you start to work in
such a situation. What are your priorities? ‘The first priority is to
develop a clear picture of the situation’, answers Verschoor
without hesitation. ‘And that has to happen fast as you have to
map out what’s going on, especially the short-term cash flow
forecast.

We worked very closely with Van Wijngaarden’s team on this.

In addition, you gather around you a select team of employees
who will think and work along with you. The insight you gain as
you progress is essential to be able to communicate with your
stakeholders, and especially to restore the bank’s confidence.
You have to be transparent, avoid surprises, share your plan of
action and communicate the progress that you’re making in every
conversation.’

Sticking to priorities
After control of the company had been successfully restored,
the next step was to improve operations. Verschoor outlines the

approach taken during this phase. ‘While you have an outline
plan for the longer term, the short and ultra-short-term requires a
weekly or monthly analysis of all risks and opportunities.

You choose your priorities, deliberately refrain from doing certain
things, and don’t deviate from those choices after they’ve been
made. That sounds easy, but you have to be able to stand firm. For
example, | didn’t interfere to any degree at all with the 2019 summer
season as | could no longer make a difference. This gave me the
space to focus on short-term liquidity and stakeholder relations.

| cannot emphasise enough the importance of building on
stakeholder relations. Not only with the bank and the director-
major shareholder (DGA), but also with the internal team and the
campsites. The relationship with the campsites, for example, is
crucial. That's why we took great care to keep them informed
about our plans.’

COVID-19 caused new setback

In December 2019, Verschoor and his colleagues thought they had
Vacansoleil back on track. ‘And then came the pandemic, which
meant another immediate and forceful intervention. After Europe
went into lockdown, preparations for the run-up to the summer
season were stopped. In one weekend, we had to call about a
thousand camp staff with the news that we would not be able to
employ them.’

‘Bringing people into your story’

The fact that Vacansoleil is doing well again does not mean that
Verschoor’s ‘restructuring’ work is done as he is actively looking
for a new challenge. ‘There are still so many possibilities here and

| would like to stay with Vacansoleil for a long time. | never thought
I’d like the industry so much, and | firmly believe in this company
and business. You can’t fake that; you wouldn’t be able to keep it
up during a crisis. And that belief is absolutely necessary for me
to stand firm and show the enthusiasm that convinces people and
brings them into your story. | am most proud of the fact that | have
succeeded in bringing people into our story at Vacansoleil and that
we’ve been able to attract and keep the right personnel.’

>
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Quality is about anticipating

on fast-changing circumstances

We also run into developments that need more attention, for example
the war in Ukraine and the Russia sanctions. Our stakeholders
sometimes demand fast action and instant decisions but each
situation is unique with different angles and circumstances,
impacting people involved and thus requiring careful consideration.
In response to the Russian sanctions developments, we set up a
process to identify sanction exposure for PwC NL (for all actions see
page 69) and determine the offboarding strategy or the continuance
on a case-by-case basis.
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Thomas Rijneveld, partnerin PwC’s Financial Services group
and Leonie de Kam, responsible for Know Your Client (KYC).

We increasingly look at whether clients
are a good fit for us

Current Zeitgeist demands even more conscious

choice of clients

‘Sometimes you just have to be willing to say no and say goodbye
to a client.” Thomas Rijneveld, partner in PwC’s Financial Services
group, delivered this statement as a final conclusion at the end of a
conversation with his colleague Leonie de Kam, who is responsible
for Know Your Client (KYC) within PwC. ‘We’ve made great strides
over recent years when it comes to KYC and accepting clients.
The war in Ukraine has further accelerated that process.’

Like any other organisation, PwC faces risks. These risks range
from changes to legislation to competitor and client behaviour and
even to cyber attacks and events such as terrorist attacks and
wars. A failure to manage these risks may well lead to reputational
and financial damage as a company. The PwC Risk & Quality
teams ensure that risks are identified and mitigated.

‘We’re continuously updating our processes and systems’, De
Kam says. ‘The world has, of course, been changing at a rapid
pace in recent years and all these external developments have an
impact on our risk management.’

The pandemic brought new risks, for example, as has the war in
Ukraine. ‘The fact that a number of countries imposed sanctions
on Russia and Russian companies meant that we had to quickly
identify clients who have a connection to the country and might be
affected by the sanctions.’

According to Rijneveld, who advises PwC clients on setting up
KYC systems, PwC’s own considerations increasingly play a role in
the design of such systems. ‘Today we are much more concerned
with how clients engage with social developments and contribute,
for example, to the UN’s sustainable development goals. We have
that conversation with clients and look at how we can help them in
this transformation, if desired.

The same discussion is also increasingly taking place internally.
How do we perceive the risks in the current Zeitgeist? Do we, as
an organisation, feel that we can justify our choices to ourselves,
to our employees, to society, to all our stakeholders? These
conversations take place both at partner level and within all layers
of the organisation.’

De Kam: ‘These days, we look much more closely at whether the
service is a good fit with our purpose — to build trust in society and
help solve important problems. We are now increasingly engaging
in internal discussions aimed at helping clients whom we wish

to be associated with. Clients we really want to help based on

our purpose and values. We’re not only looking at potential new
clients, but also at our existing client base.’
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The current bumps in the road

Like any other organisation, PwC has its own dilemmas and
challenges. There is the compliance versus trust angle: do more
rules lead to the desired behavioural change? Then there are the
(inherent) risks around increasing the use of digital tools and keeping
data quality accurate and up-to-date to make the right decisions.
Furthermore, we too need to consider the impact of labour market
scarcity and outsourcing on the quality of our services. And all the
time we are also working on the further development of quality
outcomes and the substantiation of quality behaviour.

Where do we go from here

Considering our focus on high quality, we uphold our investments in
this area. This is a continuous process of learning and enhancing our
risk and internal control systems. We anticipate changes in society
and developments and changes to risk perceptions.

In enhancing our risk and internal control systems, we will finalise the
roll-out of the global Business Operating Systems programme with the
implementation of the Acceptance application and the KYC tooling.
Finally, we will also focus on data quality as this is a prerequisite for
the quality of our services, including non-financial data such as ESG
information. Data quality is dependent on how people enter their data,
which in turn revolves around behaviour and culture.

Da Vinci

Since 2016, PwC has been working on implementing and
harmonising our Business Operating Solutions (BOS) ecosystem,
which included the implementation of Google Suite, Workday

and Salesforce. In January 2022, we celebrated a crucial and
unprecedented milestone with the go-live of Da Vinci. With the
Da Vinci solutions we realise an end-to-end contact-to-cash
cycle, all connected to one common cloud platform: SAP
S/4HANA. With this implementation, we transform a large part of
our finance and business way of working. Using cloud technology
to streamline processes like job planning and pricing and
procurement, booking hours and expenses, and billing, while also
gathering our data into a single source of truth that can be easily
distilled into insights for the future. With the implementation of

Da Vinci, a large part of the functional, application and

technical management was transferred to PwC Global.

We are currently in the process of obtaining additional assurance
over the PwC Global IT activities.

The go-live, however, is a start. Only when we learn to work with
the new tools and improve the current version with new releases
and upgrades will we start to really enjoy the benefits. Da Vinci
would not have been possible without the continued dedication
and efforts of the PwC Global and Europe teams and the entire
Dutch Da Vinci team in close cooperation with our Da Vinci
colleagues in Germany, Austria and Switzerland.

Da Vinci makes us one of the frontrunners in the market
and within the PwC Network when it comes to this kind of
transformation and using cloud-based BOS, something we
are proud of.
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Create long-term value

The world will become less liveable if we do not take action when it
comes to the ESG areas. While the UN climate summit in Glasgow
in November 2021 was about climate change, it also pointed at the
interaction between climate change, biodiversity loss and inequality.
Where everyone first looked to the government and NGOs, it is now
up to us all to take responsibility for these challenges.

PwC recognises that it has a crucial role to play, in both our own
operations and through the work we do for and with our clients. To
ensure our impact is not only positive but significant, we therefore
focus on the priorities of the COP26.

Staying relevant

Conversations with stakeholders also make clear how organisations
are more and more evaluated on whether they realise sustained
outcomes. It is important for organisations to build trust at a time
when this is only becoming more difficult, and to be accountable to
the society in which they operate and from which they derive their
relevance and success.

To stay relevant and increase our social and environmental

impact, we look at sustainability from three angles: the impact of
our operations, the impact of (the behaviour of) our colleagues

and the impact of our services. To underscore the importance of
sustainability to PwC as a firm, we launched a mandatory four-hour
ESG upskilling programme this year that uses a mix of theory and
practice to equip our colleagues to be aware of and address ESG
considerations in their daily work.
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Being transparent about what we are doing

We cannot be leading the debate, or ask our clients, stakeholders
and society to be more sustainable, if we are not transparent

about what we ourselves are doing in this area. At the same time,
transparency is not an easy task. How do we measure the impact
that we have with the work that we do for our clients? A lot of
brainpower, co-creation and adjustments in systems and processes
is required to make things measurable. Nonetheless, we have
made important progress, measuring our impact on the SDGs and
developing sustainable innovations.

Climate

We are steadily taking steps towards our commitment of being

Net Zero by 2030. Our business travel is largely responsible for our
carbon footprint and, due to the nature of our work, will always be
something we have to take into account. As such, the Environmental
Footprint Insights (EFI) tool, which won the PwC Global Innovation
Challenge of 2021, was an important step forward. The app creates
awareness and tries to make colleagues think before they hop in
their car or on a plane. We have implemented this tool in our own
organisation, and also offer it to clients to help reduce their carbon
footprint. In addition, we have a policy on business travel and
especially air travel. The tool and policy in combination with dialogue
help to drive behavioural and cultural change.

As an organisation that operates internationally, aviation is a topic
of attention when it comes to CO, emission reduction. We chair the
‘Anders Vliegen’ working group in the ‘Anders Reizen’ coalition in
which a network of large organisations is working together to make
their business mobility more sustainable.

PwC switches to 100% sustainable aviation fuel (SAF)

Air travel is the biggest contributor to our CO, emissions.

At the same time, it is not something we can avoid entirely if
we are to do our work well. With this in mind, PwC'’s strategy
regarding air travel revolves around reduction, compensation
and innovation. We had already reduced our business travel

by 25% prior to the pandemic and our ambition for 2030 is a
50% reduction. The starting point here is that our colleagues
are critical about when they fly.

Another important part of achieving our Net Zero ambition for
2030 is our recent move to 100% sustainable aviation fuel.
SAF is currently the most sustainable solution for long haul
air travel and we have purchased additional SAF through our
supplier SkyNRG to further reduce our environmental impact.
Only residual and waste streams such as used frying fat serve
as raw materials for this biokerosene and there is not enough
available to meet global demand. We are therefore closely
following the development of other SAFs such as sustainable
synthetic kerosene. With this purchase, we expect to achieve
a CO, reduction of up to 85% compared to the use of

fossil fuel. To speed up the transition to SAF, it is important
to standardise SAF reporting so that this can be properly
reported on in official sustainability reporting.

PwC NL is the first major organisation to commit to flying with
100% SAF for all our business air travel and, in doing so, we
hope to inspire other companies to make similar impactful
decisions. For more information see our website.



https://www.andersreizen.nu/
https://skynrg.com/
https://www.pwc.nl/en/onze-organisatie/corporate-sustainability/our-circular-ambition/sustainable-aviation.html
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‘When developments go quickly, we need to
take direct action.’ For Luuk Hoogeveen, CFO
of investment company JAB Holding (JAB),
this is a universal rule for future-proofing. The
importance of sustainable investment and
the increasing desire among stakeholders

for a valuable ESG strategy is just such a
development, he explains. ‘We have taken
our responsibility in this area and set really
ambitious goals.’

It is a unique position with which to have a
positive impact: an investment portfolio with a
value of some fifty billion dollars. JAB — whose
investment portfolio includes brands such as
Douwe Egberts, Dr. Pepper and Panera Brands
— focuses on long-term investments in the
consumer goods and services sector. ‘This is

a way to truly support the ESG transition as an
investor’, says Hoogeveen.

Setting up the ESG approach strategically
and accelerating it

The CFO is the first to admit that everything
revolves around generating returns. ‘We are not
an NGO and we need to make money for our
shareholders and investors. But our goal is to
do the right thing for society as well as for our
investors.” So how can we set up a strategy
that generates returns with ESG as a building
block and an integrated part of the business
operations? And how can an ESG approach be
accelerated while also being established in a
dynamic way that continues to reflect relevant

developments around ESG? These were the core
questions with which JAB approached PwC'’s
ESG team.

The starting point for that team was the strategy,
as Hoogeveen explains. ‘From this standpoint,
benchmarks were determined to integrate the
strategy into the reporting and improve the

ESG rating. There was also a strong focus on
training all employees, which was an essential
step considering the importance of ESG for our
organisation. Everyone needs to be involved
and to have a sound basic knowledge of ESG
material, making upskilling a must.’

Own responsibility

Armed with an in-depth materiality analysis and
impact matrix, JAB and PwC together designated
four ESG priorities, with climate change and
energy first and foremost. And this has had an
impact on all companies in JAB’s portfolio.

‘They all need to ensure that their climate
and energy policies conform to the Paris
Agreement’, continues Hoogeveen. ‘We can
have everyone report on emissions and keep
score, but will that achieve our goals?’ JAB
takes a different approach. ‘We encourage

all companies in our portfolio to address this
issue and be responsible. We help them to get
ready by offering the right tools, involving the
right suppliers and facilitating conversations
and training. Our strength lies not just in the
consolidation of data but setting relevant and
collaborative goals with everyone taking their
own responsibility.’

‘Generating
returns and
having an impact

on a sustainable
world is a
continuous
process’

Looking to the future:

from project to process

Hoogeveen can look back on a successful
transformation to date. ‘On an investment
level, we have created more traction thanks

to our transparent communication, the annual
conversation at board level and the setting up
of an ESG collaboration forum to enable sharing
of best practices with all companies within our
investment portfolio. Many of our companies
have now also formulated an ESG strategy
and account for themselves periodically via a
sustainability report.’

The next step is clear, says Hoogeveen: ‘While
the path has been laid out for the coming year,
we now have to integrate ESG even further into
our business operations. This means continuing

Luuk Hoogeveen, CFO6f JAB Holding

to set goals, updating the materiality matrix

and staying ahead in the market.” The need for
qualitative and reliable data will continue to be
urgent, he emphasises. ‘How do we get the data,
how do we check the data, how do we improve
our reporting, and how can we increase the
reliability of our ESG information in our reporting
to stakeholders?’

Integrating ESG into the entire business
operations requires an ongoing focus that will
never end. Hoogeveen realises that JAB does
not have the capacity to keep up with all ESG
developments and will therefore lean on the
knowledge and expertise of PwC. ‘We started
this journey as a project but generating returns
and having an impact on a sustainable world is a
continuous process.’
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In addition, PwC is part of the initiative to accelerate the supply and
use of sustainable aviation fuel. Together with other organisations,
airlines and airports, united in the World Economic Forum’s Clean
Skies for Tomorrow Coalition, we aim to contribute that at least 10%
of the world’s jet fuel supply is sustainable by 2030.

To identify, assess and disclose our own climate-related
risks and opportunities, the PwC Network has published its
first PwC Network Task Force on Climate-Related Financial
Disclosures report. PwC NL also responded to the impact
of climate change on the business, published on

our corporate sustainability website.

Moreover, we have set targets that are in line with a 1.5 degree
pathway and that have been validated by the Science-Based
Targets initiative (SBTi), which defines and promotes best practice in
emissions reductions based on climate science.

Equality

Equality and diversity are high on the political agenda and that of
many organisations. The pandemic has increased inequality and

at the same time made it more visible. To help address this social
problem, we have set up pro-bono projects to help support groups
on the less fortunate side of the equality gap. In the next paragraphs,
some of our pro-bono projects are explained.

For more than twenty years now, PwC has been a proud partner of
the Johan Cruyff Foundation (JCF). We support its mission to solve
the opportunity gap by giving disadvantaged and vulnerable children
the opportunity to play sports, and providing room to move, get
together, learn and build self-confidence. As well as contributing
financially, we also offer the knowledge and expertise of our
colleagues.
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PwC also assisted with the founding of the Brutus Art Space
Foundation. This has created the opportunity for the exploitation of
a museum, the development of an educational programme and the
organisation of easily accessible activities for the less privileged in
the Merwe-Vierhavens area of Rotterdam to help them come into
contact with contemporary art and culture.

PwC partners with BrandedU, a personal branding institute built

for the acceleration of women in business. We contributed to
BrandedU’s AmplifyHER event and have hosted a Board of Believers
breakfast at PwC. Together with BrandedU and the Refugee Talent
Hub, we selected 30 talented women from our Advisory practice and
connected them with 30 talented women with a refugee background.
These women all had the opportunity to attend AmplifyHER, to
complete an ecourse on personal branding and to connect with
each other to leverage each other’s network and build meaningful
connections.

Biodiversity

The term biodiversity refers to the variety of life on earth at all levels,
from genes to ecosystems, and encompasses the evolutionary,
ecological and cultural processes that sustain life. The air you
breathe, the water you drink and the food you eat all rely on
biodiversity.

The world has been losing biodiversity at an alarming rate for
decades, but the topic has always been in the shadow of climate
change. Now the need to tackle nature loss is climbing the political
and business agenda as people realise how dependent we are on
nature for our lives, livelihoods and businesses. More than half of the
world’s GDP is moderately or highly dependent on nature and as a
result, exposed to risks from nature loss.

At PwC, we want to create awareness (in our own firm and within
society) about biodiversity and the urgency of addressing its loss.
We are developing a biodiversity experience to show colleagues how
nature and business depend on each other, and a tool to measure

the impact that our own operations have on biodiversity. This latter
tool can also be made available to our clients: as a service-oriented
business, our most significant contribution is in helping clients
reduce their impact on nature and manage nature-related risks and
opportunities.

Furthermore, the PwC Network is part of the Taskforce on Nature-
related Financial Disclosures (TNFD) board that developed a nature
disclosure framework, which includes definitions framing nature and
how and what needs to be reported. PwC is one of 34 executive
members of the TNFD.

Where do we go from here

We see sustainability evolve from a separate topic on our clients’
and our own agenda into a more holistic context integrated in all our
services and our own operations. This transformation begins with
increasing awareness and understanding, improving collaboration
and ensuring sustainability is an integral part of strategy for any
project. However, it also means an additional layer of complexity,
along with new ways of working and thinking. How do we keep
things efficient and practical and how do we keep up to speed

in a constantly changing world? How do we ensure continuous
improvement and enable concrete steps? That is why SDG17 is so
important, referring to the need for cross-sector and cross-country
collaboration in pursuit of achieving all the SDGs by 2030. This
collaboration starts within our own organisation.

The focus for our next steps will be on getting a more solid grip on
the impact of our services, and being able to measure, steer and
report on it.

We will continue to work towards full integration of sustainability into
our organisation and processes. Steadily moving forward within our
own organisation by helping our clients with their ESG ambitions,
and by building trust in society.

< <&


https://www.pwc.nl/en/onze-organisatie/corporate-sustainability/our-circular-ambition.html
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Working together with nature
A discussion about biodiversity, risks and new opportunities

The destruction of our biodiversity is a particularly acute
problem, says professor of evolutionary ecology Louise Vet in
conversation with PwC expert and biologist Thijs IJsbrandij.
‘We have decimated our natural environment in pursuit of
efficiency, intensification and lower costs’, says Vet. ‘As the
major players continue along the path of a destructive linear
economy, I’'m convinced that shouting that it’s all going wrong
no longer helps. We need to assemble a broad coalition to
create new opportunities.’

For Vet — former director of the Netherlands Institute of Ecology,
emeritus professor of evolutionary ecology at Wageningen
University and advisor to the European Commission in the field
of biodiversity — the situation is absolutely clear. ‘As humans
we’ve become completely disconnected from nature and nature’s
economy, and this is now starting to sink in.’

Get connected to nature again

Vet explains that, as a human race, we have increasingly

placed ourselves outside, or above nature, even though we are
completely dependent on it. It is essential that people feel part of
and cooperate with nature. Then you can really make a difference.’

This is also the mission of IJsbrandij, biologist and member of the
PwC sustainability team. ‘Climate and CO, emissions receive a
great deal of attention, but we should not focus on these issues
alone. Biodiversity ensures that the ecosystems on which all life
depends, including our own, function properly. We are currently
destroying our natural capital. That is the overarching problem and
the one we need to address.’
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Louise Vet, professor of evolytiohary ecology and Thijs IJébrandl
biologist and member of. the PWC sustainability team

Spreading risks, creating opportunities

‘Diversity means spreading the risk’, explains Vet. ‘There is always
a winner when you have a high level of diversity, even when
circumstances change. For example, my genetic profile is different
from that of my children, which ensures that our whole family is
not immediately wiped out if an illness comes along. This point

is essential for understanding the importance of biodiversity.’
IJsbrandij compares it with an investment portfolio. ‘None of our
clients put together a financial portfolio consisting of a single asset
as the risk would be far too great.’

IJsbrandij helps companies identify the risks and opportunities
involved in contributing to the restoration of biodiversity. ‘Every
company can investigate the environmental impact of its activities.
It is then up to me, and to us as PwC, to ask critical questions of
our clients and work with them to turn a negative impact into a
positive contribution.’

Focus on opportunities of working with nature

‘At PwC we need to bring up the subject of sustainability in every
client conversation’, continues IJsbrandij. ‘People still often take a
compartmentalised approach, seeing Project X as a sustainability
project, Project Y an IT project, Project Z an annual audit, and so
on. All projects should address sustainability and the opportunities
that stem from working with nature instead of against it.’

Opportunities — that is also the key word for Vet. ‘You need to
discuss the three pillars of sustainability with every client — the
energy transition, circular economy cycle and restoration of
biodiversity. And nobody likes doom and gloom so always focus
on the opportunities.’
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Drive digital transformation

Digital innovations are driving profound changes in the world, with
exciting opportunities and daunting challenges. Working in the cloud,
for example, offers flexibility and easy access to data, but brings with
it cybersecurity challenges and risks. We guide our clients in their
digital transformations while forging ahead with our own. After all,
today’s dynamic world requires agility and digital skills and we are
continuously adapting to the needs of our clients and colleagues.

A human-led and technology-powered future

The New Equation strategy envisages a future that is human-led and
technology-powered. We have made solid investments in our own
digital transformation to ensure that our colleagues and technology
work hand in hand. By empowering our teams to combine human
ingenuity with technology, we can deliver faster, data-driven and
better outcomes whilst building trust across the value chain.

Our digital transformation consists of three dimensions: helping
clients to become (more) digital, digitising our (existing) services, and
digitising our own processes and infrastructure. Over recent years,
we have rolled out various initiatives that have allowed us to build a
solid foundation for a true business transformation. Our focus is now
on the realisation of the business benefits of our investments and
demonstrating enhanced client value.

Initiatives include our mandatory digital upskilling programme

and our digital accelerator programme aimed at ensuring that all
staff have a foundational level of digital skills and receive help in
applying these skills where needed. Most of our colleagues know the
opportunities that technology offers to work in a more efficient and
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data-driven way, are able to have a proper conversation about them,
and are able to formulate technology-enabled solutions. Our digital
accelerator programme is a strong enabler of our transformation
and we are proud to have launched six cohorts since 2019, with
more than 175 digital accelerators in place who are going through
an extensive training programme and act as champions in driving
digital change within their teams and business units. The value of
these technological frontrunners is high in today’s labour market and
retention is a continuous point of attention.

Other activities include the optimisation and further development of
the platforms that we use for sharing and creating digital assets and
working with (client) data: our Digital Lab and Data Platform. We have
added functionalities and made the platforms more user-friendly.

We have also started embedding our Digital Lab into our core
applications. An example is the link with AURA. Our auditors record
all documentation in AURA, a system we use on a daily basis for
client work. For every specific financial statement line item, a button
redirects them to the relevant collection of assets in the Digital Lab.
Providing immediate access to relevant digital assets saves time and
encourages everyone to work in a digital way.

Another important investment has been in the SAP S/4HANA
implementation, which optimises our engagement management and
finance process (see page 26). This includes the restructuring of
systems and the optimisation of processes within the organisation
and consists of a genuine integration of multiple state-of-the-art
cloud platforms like SAP S/4HANA and Salesforce with Coupa

and Concur to ensure a true end-to-end process. This is not just a
technical implementation — it is also a change process, one which
requires commitment and an open mindset from all employees to
explore and adopt new digital ways of working.

Bringing together people and technology is key

In our strategy, bringing together people and technology is key to
help build trust and creating sustained outcomes, and plays into the
expectations and requirements of our colleagues, clients and society.
The issues and questions of our clients are increasingly complex and
can no longer be solved with single-point solutions. Clients expect
us to provide integrated solutions that are data-based and, where
relevant, incorporate digital assets. In this process, we also often
work with partnerships in our ecosystem, for instance our technology
alliances.

Digital assets

We are increasingly incorporating software solutions into our audit
and advisory propositions. Digital assets are scalable software
products. They can be part of an integrated proposition to our client
but can also be sold stand-alone to clients on a subscription basis.
We also use digital assets internally to achieve efficiencies and
savings, helping us weather the scarcity in the labour market by
making it easier to scale our business. An automation that helps to
digitise a manual procedure is a good example as it results in time
savings and quality improvement.

The power of our international network is utilised by importing and
exporting global digital assets with a proven track record. This
allows us to leverage on our global innovation power and to save on
development costs while also gaining access to a global distribution
market for our own innovations. Digital assets imported from other
parts of the world still need to be tailored to our local market in many
instances. We therefore have established digital asset operations
teams that adjust and build on these assets where needed in
addition to building digital assets themselves.
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Examples are:

¢ Halo for Funds and Halo for Crypto

Within Assurance, we globally developed a Match app on the
Halo for Funds platform that allows audit teams to check the
existence of investments in a standardised way. This helps
save time, raises the quality of our work and fully fits the audit
of the future. We also developed a Halo for Crypto solution in
response to the fact that an increasing number of clients has
cryptocurrency positions which are rapidly becoming material.
This means they require expertise and tools to support them
so PwC developed a Halo crypto solution that provides the
methodology and supporting tool to assist in the assessment of
opportunities and the audit of cryptocurrency.

¢ Assisted Writing Platform
Tax & Legal launched the Assisted Writing Platform for content
creation, which includes a central storage function of content
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as data. It allows for the use of standard text blocks for multiple
applications and the creation of content through multiple
channels and for multiple uses. Resulting in time savings and
enhancement of quality of content. An additional benefit is that
the platform is Line of Service and territory agnostic; we are
exploring how we can scale this further.

¢ Responsible Business Simulator

The Responsible Business Simulator is a sustainable business
modelling tool that helps users make strategic decisions based
on facts rather than instinct. By quantifying both financial and
non-financial aspects, integrated decisions can be made in a
transparent way. See next page for an example of how we used
the Responsible Business Simulator at BLG Wonen.

* MeetAssist

Our Firm Services department has developed MeetAssist,

a chatbot that makes planning meetings simple, quick and L
efficient. Currently, it is in the pilot phase and it is due to be rolled

out later in 2022.

The Automatic List Inspector: efficiency gain for financial statements

The Automatic List Inspector (ALI) is a digital solution that uses artificial intelligence to process financial statement checklists more
efficiently and effectively. As a result, the endless checklists for complying with IFRS and Dutch GAAP no longer need to be manually
checked for relevant answers.

ALI helps our audit teams determine which areas are non-compliant and which disclosure requirements are still outstanding. Even
when financial statements are updated, ALI tracks the changes and indicates which disclosure requirements need to be reassessed.

As a self-learning application, ALI becomes more accurate and efficient with each audit.

The deployment of ALI allows our audit teams more time to delve into exceptions and non-financial information.
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Client story

Housing Accessibility Monitor offers
insights into the accessibility of the
Dutch housing market

‘Many groups are currently unable to enter

the housing market because there is no level
playing field for home seekers’, says Georgette
Lageman, manager of Expertise Centrum
Wonen at BLG Wonen. In response to this
inaccessible housing market, BLG Wonen has
developed the Housing Accessibility Monitor
jointly with PwC and Companen.

Established in 1954 as Bouwfonds Limburgse
Gemeenten with the aim of promoting home
ownership among miners, the organisation had a
clear social focus in its articles of incorporation.
‘Owning your home involves more than just
having a roof over your head’, says Lageman.

‘It offers opportunities and room for growth while
also providing safety and security. It’s this value
behind the mortgage that we focus on within our
social ambition.’

The Housing Accessibility Monitor

A first step in promoting accessibility of the
Dutch housing market is to measure housing
accessibility, since this was not done yet in the
Netherlands. That is why BLG Wonen, Companen
and a PwC team including Mila Harmelink
developed the Housing Accessibility Monitor,
which provides insights for whom and where the
housing market in the Netherlands is currently
(not) accessible for different residential segments.

The monitor works with a unique formula that
expresses the accessibility of the housing market
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in a concrete figure (between 0 and 100) and
relates this to underlying indicators. The higher
the figure, the better the housing accessibility and
the greater the chance that a home seeker will
find a suitable home in the foreseeable future.

The accessibility index and underlying indicators
are calculated based on different external data
sources such as CBS and Kadaster and available
for different geographical areas (zip code level)
per residential segment (owner-occupied versus
rental). Further, by using the index in combination
with the distribution of target groups over the
different geographical locations, it is possible to
show the housing accessibility for different groups
in the Netherlands as well.

Housing accessibility on the agenda

BLG Wonen is also using the monitor to identify
new priorities, such as home seekers who
currently spend a large portion of their income on
rent. This way, the monitor provides a perspective
for action.

Lageman: ‘The monitor enables us to create
awareness by choosing and explaining a different
relevant perspective on housing accessibility

each time. A good example was the recent
municipal elections where we were able to show
whether accessibility was high or low in different
municipalities. The results generated a lot of
publicity and also provided a good opportunity
to put the subject on the agenda.’

Lageman sees the monitor as an asset that
supports BLG Wonen as a serious consultative
partner. ‘We do indeed have thought-leader
ambitions as a company when it comes to
housing accessibility. We achieve this by putting
accessibility issues on the agenda, regularly
seeking media coverage and engaging with
politicians. Sharing knowledge and working with
other parties is also important as we can’t change
the housing market on our own.’

Tough housing market

Lageman paints a picture of the complexity of the
Dutch housing market: “The number of divorces,
a sharp increase in single-person households and
the privatisation of care services — causing the
elderly to remain in their homes longer — have led
to an increasing demand. In addition, the housing
market is interconnected with many other areas
and determined by a range of variables.

If the Minister of Housing, Spatial Planning and
the Environment starts imposing requirements on
CO, emissions, for instance, this will affect the
building agenda.’

No countercyclical policy was pursued during the
crisis years and this is now having a direct impact
on supply, Lageman notes. ‘What’s more, houses
are not ‘fast consumer’ products. Everything
happens slowly. Add to this the shortage of
workers and materials, unachieved sustainability
targets and the willingness of municipalities to
release land for building and you have many
interesting and challenging issues to solve in a
tough housing market.’

Looking ahead to the future

‘We could use the monitor to make calculations
that help municipalities assess whether or not
their building plans will actually contribute to
housing accessibility’, continues Lageman.
‘Another important focus area is how to make
better use of the current housing stock. The Dutch
take up a relatively large amount of living space in
houses that are often too big for their occupiers.
Staying in larger homes in the face of shortages
and scarcity will cease to be an option at some
point. You can be smarter about that by moving in
with friends or subdividing homes.’

Finally, Lageman has something to add to her
view of the future: ‘We have common climate
targets but no national housing targets. We
should have. A target to build 900,000 homes is
fine but it only says something about volume,
not about creating equal opportunities. And
providing access to that housing market is
critical — we should never forget that housing is
a fundamental right.’
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We carefully safeguard against digital subscriptions or managed
services to our clients impacting our flexibility to become independent
if and when needed in case of (mandatory) audit firm rotation. This

is why this year we for instance sold Taxmarc, a solution that fully
automates the indirect tax determination process in ERP systems.
The sale to an independent company (Taxmarc B.V.) guarantees a
continuation of the solution at clients in case of a potential audit
rotation. PwC no longer offers the core technology of the Taxmarc
solution, but will continue as a Taxmarc implementation partner.

Integrated solutions in co-creation with the ecosystem

We are increasingly aware of the fact that answering our clients’
most complex business (and often also social) challenges requires us
to co-create with them and a multidisciplinary team of our experts.
To increase our capacity to deliver high-impact collaboration, we
have invested in creating a central innovation hub called Tomorrow
2.0. Here, we co-create with clients in new ways to develop digitally
enabled solutions that integrate the best of what we can offer as one
community of solvers. It is the combination of co-creating experts,
clients and the latest technology that allows us to increasingly deliver
on our purpose.

Aside from our projects through Tomorrow 2.0, another fine example
of co-creation with a client is the subsidy calculation tool developed
for TU Delft.

Making the business world a safer place,

together with our ecosystem

Our 25" CEO Survey shows that Dutch CEOs rank cyber risks as the
top threat to growth. The consequences of a cyberattack rise as the
interdependence of systems grows ever-more complex, with critical
infrastructures being particularly vulnerable. PwC believes that
security is a concern for the entire business, in every function and
for every employee. Our approach therefore tackles it as a unified
whole, from the technology stack to the boardroom and in seamless
collaboration with our technology alliances and joint business
relations.
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Calculation tool helps TU Delft with complex subsidy schemes
A large number of laws and regulations are attached to the use
of subsidies. Within TU Delft, this was a complicated and time-
consuming process, but with the help of a new calculation tool
this is now being streamlined.

The tool was developed in co-creation between TU Delft and
data analysts from PwC. It ensures that employees at the
technical university can deal more effectively with the complexity
of the many calculation rules combined with multiple datasets
from different sources.

The development and implementation of the tool was only
possible thanks to cross-departmental collaboration. Being
based on a complex network of systems, the tool will not work if
the internal work processes are not properly aligned. The various
expertises, experiences and perspectives play an important role
in this.

TU Delft is the first Dutch university to work with the calculation
tool and has been asked to give master classes in project
management at other universities.

Our Identity & Access Management (IAM) team are frontrunners
when it comes to providing managed services and working

with alliances and joint business relations. A good example is

the Accelerated Identity Governance solution, a collaboration
between PwC and Sailpoint that helps organisations gain control
of access in a short period along with the ability to report.

In a collaboration, the alliance partner typically provides the
SAAS technology platform, which is then enriched with a PwC
implementation package. This package will have a scalable setup
rather than a client-tailored one, based on our project experience,
common standards and best practices. This allows the team to
fast track the implementation and adoption of the new software
by the client. PwC also supports the business integration and any
organisational transformation.

The solution can become a managed service after
implementation, which comes down to ‘we build and run it’. After
embedding a solution fully into the organisation, we manage

the operations and ensure continuity as well as continued
improvement and development in line with rules and regulations
pertaining to the asset. We provide these managed services in

a DevOps model called /AM DevOps-as-a-Service, based on a
defined service level agreement.

This way of working provides major benefits to clients:

- The time to value of SAAS implementations is relatively short.
Working with a scalable implementation package (based
on best practices) instead of bespoke solutions accelerates
implementation and helps simplify the digital landscape.

- A scalable package instead of a client-tailored approach can
be a driver for digital transformation and innovation at the client
and trigger efficiencies. As processes follow the tool, it forces
the client to rethink and adjust ways of working, ultimately
leading to business transformation.

- The technology is state-of-the-art, with new releases featuring
improvements based on feedback from the broader user-base.

- PwC and the technology alliance provide specialist expertise
on the technological and high-end development of the service,
which typical company IT departments won’t be able to invest
in or maintain. IAM resources are very specialised and scarce.
By offering managed services, we enable our clients to focus
on their core business.



https://www.pwc.nl/en/services/consulting/identity-and-access-management/iam-devops-as-a-service.html
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As discussed above, we continuously safeguard our independence.
The technology platform is run by the technology alliance; this ensures
that, in the event that PwC has to step away from the project to retain
its independence as auditor, clients have no concerns about keeping
the platform up and running. The technology alliance can then switch
to a different partner and ensure the continuity of services.

Where do we go from here

Our colleagues continue to be at the heart of our digital
transformation. While the foundation is in place, a growth mindset
and behavioural change will be essential for sustainable success.
Our clients need to adapt to constant change in this dynamic world,
and this applies equally to PwC.
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Business partnering

Collaboration, providing a service and

enabling PwC as a community of solvers

A different mindset and approach are required to solve the complex
challenges — a different way of working together both with clients
and with each other. This is why we regard business partnership and
collaboration as key to unlocking potential. A collaboration between
teams and between organisations, within ecosystems and value
chains. Not just providing a service, but working together towards
the same goal. More and more we see collaboration happen in
practice and leading to sustainable outcomes within teams, with
clients, between organisations and in society at large.

Collaboration requires a high level of trust among all those involved.
When colleagues feel safe, they connect. This will not come easy for
all and learning and experimentation are necessary components.

Business partnership is key

to unlocking greater potential

To have a sustainable impact and realise our growth ambitions,

we need to be recognised and acknowledged by (potential) clients
as the go-to business partner on relevant issues. To be seen as
thought leaders and frontrunners who walk the talk and share their
experience and expertise, and also as people who are open to input
from others who are keen to co-create. This applies to both within
the company and with clients and society, complementing each
other as business partners.

Business partnerships and collaboration are about bringing our
values and behaviours to life by building trust-based and equal
relationships, internally and externally. Such relationships begin
with engagement, by starting a dialogue, encouraging people with
the right questions and actively listening. Find out about a partner’s
current issues, their ambitions, even their triumphs. Be open and
invite them to talk about the things that are important to them.

And be prepared to share your own views and experiences and your
own knowledge. Blend this all together, keep an open mind and find
out which new avenues open up.

The New Equation strategy embodies this mindset and approach. It is
an approach that focuses on open, cross-competence collaboration
to create unexpected and sustained outcomes. Bringing in input

from different competencies and different backgrounds creates a
better understanding of issues and leverages on the creativity and
experience of all involved to come to new and unexpected solutions.
As well as working towards delivering on our purpose, it is also a great
experience for everyone involved, clients and colleagues alike.

Co-creating solutions for today’s challenges:
collaborating in Tomorrow 2.0

Our distinction lies in our ‘one firm’ approach, enabling collaboration
between our three Lines of Service with Firm Services as business
partner. Working across the firm, we are well-positioned to make
various connections, that add value. Through the business, Firm
Services contributes to issues and propositions at our clients. This
also works in reverse. When our colleagues take the lessons learned
at clients back into our own organisation, our Firm Services can
further improve the organisation.

In our efforts to execute our strategy, deliver our full potential as a
multidisciplinary team and organise PwC as a community of solvers,
we aim to bring collaboration within our firm and with our clients to a
level at which we optimally leverage on our wealth of expertise and
experience across our Lines of Service. To co-create with clients and
a multidisciplinary team of talents.

Over the past year, we invited clients to collaborate with us and work
towards integrated and scalable solutions for their most pressing and
complex challenges. We use PwC'’s proven Business, eXperience
and Technology (BXT) methodology to create an exploratory
programme consisting of a series of interventions that takes us and
clients from challenge to solution in a matter of weeks.
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Client story

Digitalisation and humanity
go hand in hand at Stedin

After the split from Eneco in 2017, Stedin was faced with the
challenge of designing a new, fully fledged finance function.
Patrick Maas, manager Finance & Accounting at Stedin at

the time (now manager Change Office) and Alexander Staal,
Finance Transformation leader at PwC, tell us about their
collaboration on this transition. The challenge: how do you get
your finance people used to a totally new way of working?

‘We had worked with PwC before’, says Maas. ‘It therefore felt
comfortable to have Staal help us with sketching the new future-
proof finance function.’

‘We first had to identify all the firm-wide activities before
determining which parts would then be moved over to a central
unit’, Staal explains. ‘The actual transition only took place after
extensive coordination with the business unit. And the continuous
improvement programme at the end of the transition was
important to monitor the efficiency.’

‘The main discussions with PwC were about the ’lift &

shift’ change method’, Maas continues. ‘As the world is
constantly changing, this involved fast actions and continuous
improvements instead of trying to figure out everything
beforehand. As well as helping our own department, this method
was also beneficial in other places in our organisation.’

‘Transforming from being decentralised to centralised is always a
challenge’, adds Maas, and Staal agrees. ‘The realisation of this
process was primarily people-oriented. After all, you take work
away from the business units and ask finance employees to work
at a different place in the organisation.’

One of the success factors was that Stedin was well-prepared
for the transition story thanks to ‘Energiek Vooruit’, a bottom-up
programme for future competence profiles and the development
of employees. ‘We also very clearly shared the necessity of
digitalisation — one of the drivers of the project — with our
employees’, says Maas. ‘This was especially the case for the
changes to the finance function.’

‘Another crucial success factor was that leadership was
continuously in the hands of Stedin’, adds Staal. ‘All workflows
were led by the colleagues themselves and that proved incredibly
important for convincing colleagues.’

And the lessons learned? ‘The big takeaway for me is to start
the project with the end in mind’, says Staal. ‘That means taking
more time to think about things in advance.” Maas: ‘Digitalisation
is the only way forward and should be the overriding factor in the
business strategy, without losing sight of the human side. A ‘bot’
can take over boring and standard work, allowing employees

to focus more on the creative solution for clients. This is how
digitalisation and people go hand in hand.’

Patrick Maas, manager finance & accounting at Stedin and
Alexander Staal, Finance Transformation leader at PwC.
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Our BXT-facilitators bring together the various players in our
ecosystem, guide dialogue and ensure cohesion in a very diverse
group. Moreover, they are key to building momentum, to going
beyond idea into reality and ensuring continued cross-competence
collaboration. Using BXT to bring collaboration to a new level, we
aim to utilise the true potential of PwC as a single community of
solvers.

This year, our Tomorrow 2.0 platform has led to the development

of a variety of new and truly integrated solutions with which PwC

leverages on its potential as a community of solvers. Examples are:

¢ Inclusion Insights: a technology-powered inclusion and diversity
(I&D) programme, which boosts human connection and triggers
organisational, cultural and behavioural change. In doing so, it
contributes to our aim of building an inclusive culture in which
everyone feels heard, seen and valued, leading to better business
results. Inclusion Insights is currently piloting with several co-creating
clients (see page 18) and will be available to all clients soon.

¢ Quantifying the impact of ESG, with two technology-enabled
solutions to help make informed product decisions and the right
strategic decisions. This recognises the fact that all organisations
have different starting points when it comes to ESG, revolving
around a desire to continuously have a positive impact. Where to
start and what to do?

Collaborating with our business partners

As technology is also at the core of transformation for our clients,
we increasingly work with technology partners in our ecosystem.
They expect an effective business partner who can advise on the
impact of technology in light of their digital transformation. As we
provide expertise in areas such as cybersecurity, data, front-office
technology and product creation, our alliances with Workday,
Salesforce, SAP, Oracle and Microsoft are essential as these are
strategic areas in which we want to continue to grow. In addition, we
have more than a hundred business partners in niche areas within
specific industries and a number of suppliers and sponsor parties.
At PwC, when we talk about sponsorship, we mean partnership.
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Focusing on the social involvement of PwC and how we can play

a meaningful role in this as a knowledge and expertise partner,

we engage in dialogue with our sponsorships about their societal
challenges and provide a value-in-kind component in addition to any
financial contribution: hours of our colleagues that we make available
to utilise knowledge and expertise of PwC for (social) problems,
challenges and issues.

For example, as a knowledge partner, we work together with various
organisations in the start-up and scale-up ecosystem. These include
among others YesDelft!, one of the world’s top incubators, ‘building
tomorrow’s leading firms’, with the Stichting LOEY, an organisation
that is committed to ‘Leading Online Entrepreneurs’ in the
Netherlands, and, with HighTech XL, a venture-building accelerator
in the Brainport region that supports the creation of companies that
solve societal challenges.

Another example is Social Enterprise NL. Social enterprises are
important in the transition to the Impact Economy and we are proud
that we can contribute through this collaboration. Social Enterprise
NL represents, connects and supports the growing community of
social enterprises in the Netherlands and is committed to a better
business climate with regard to government incentives, legislation
and regulations, access to capital, and knowledge and talent
development.

Sharing our knowledge and thought

leadership on today’s challenges

To be recognised as a business partner on issues that are relevant
to our clients, we share our knowledge and expertise, develop and
share thought leadership material containing our vision, and take an
active role in the public debate on societal and business subjects.

Within the audit profession several initiatives have been taken by
the NBA, the Dutch Institute of Chartered Accountants, and the
SGPB, the Steering Committee Public Interest, a cooperation
between audit firms and the NBA. These initiatives relate to topics
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like fraud, going concern, culture and transparency. Topics that are
also part of the agenda of the two quartermasters, who have been
appointed by the Minister of Finance for a period of 3.5 years, until
the end of 2023. Their role is to execute three specific investigations
and conclude whether they improve the quality of the statutory
audits and to monitor the progression of the audit profession on
the aforementioned topics. We find it important to contribute where
we can, when it comes to the initiatives of the audit sector and the
investigations by the quartermasters. We are part of the working
groups that are formed, provide input and take the lead where
appropriate. And we challenge ourselves to have an open mind to
changes that meet the expectations of our stakeholders.

Report by PwC and World Economic Forum shows
international carbon price floor can cut emissions by 12%
In June 2021, the International Monetary Fund (IMF) put
forward a framework to introduce an international carbon
price floor (ICPF). Together with the World Economic Forum,
PwC specialists assessed how this would impact countries
and specific sectors.

Entitled ‘Increasing Climate Ambition: Analysis of an
International Carbon Pricing Floor’, our report answered three
questions: Can an international carbon price floor significantly
reduce emissions? Can it do so without causing serious
economic damage? And without shifting economic activity
and emissions to a different location? The answer to all three
questions is ‘Yes’. Our analyses showed that global carbon
pricing could not only cut emissions by 12.3%, but could also
pay for itself. Though we realise, the climate crisis cannot be
solved with a single measure, our conclusion based on our
findings tells us that carbon pricing can play a significant role
in reducing emissions.

We develop thought leadership on current issues of societal
importance. This year, this included various publications developed
by the Chief Economist Office, including the articles Labour market
scenarios; No labour market policy is the same for everyone and ESG
marks the beginning of Capitalism 2.0. The Chief Economist Office
also shares views by means of presentations and internal webcasts
covering topics like the CEO Survey and the war in Ukraine. These
webcasts help colleagues in their communications to clients.

Transparency to build trust and help create insight
These last few years have already seen a shift from shareholder value
thinking to broader stakeholder value thinking, where increasing
impact (both financial and non-financial value) is the primary
concern. Transparency offers our (potential) business partners

insight in such areas as motives and progression. Providing that
insight creates a foundation for trust and expectations, which is also
why in our The New Equation campaign around ‘green figures’, we
emphasise transparency through numbers in the area of sustainable
contribution.

This does not only concern being transparent about what we are
doing to create impact. It is also about creating impact by providing
transparency to help people gain insight and understanding

of current issues and how they might relate to our clients, our
stakeholders and society. Examples include translating rules and
regulations to their particular situations, and sharing our knowledge
and insights into the possibilities and pitfalls of new developments
like hybrid working.


https://www.pwc.nl/en/insights-and-publications/services-and-industries/people-and-organisation/no-labour-market-policy-is-the-same-for-everyone.html
https://www.pwc.nl/en/insights-and-publications/services-and-industries/people-and-organisation/no-labour-market-policy-is-the-same-for-everyone.html
https://www.pwc.nl/en/topics/blogs/esg-marks-the-beginning-of-capitalism-2-0.html
https://www.pwc.nl/en/topics/blogs/esg-marks-the-beginning-of-capitalism-2-0.html
https://www.pwc.nl/en/the-new-equation.html
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Rients Abma, director of Eumedion - an
interest group representing institutional
investors - calls for external auditors to
take a more active role in identifying and
assessing the impact of climate risks. In
conversation with Wytse van der Molen,
member of the executive board and chair
of PwC’s Assurance practice, he discusses
developments in the area of sustainability
reporting, the changing role of the external
auditor and the expectations of institutional
investors.

Reliable information on sustainability

‘The information that one places in an
investment model as an investor must be
reliable’, Abma begins. ‘The external auditor
adds this degree of reliability — now only for
financial figures, but in time also for sustainability
information. Institutional investors already
include sustainability information as standard
in their investment models. Pressure from the
stakeholders of institutional investors, such
as pensioners and employees as well as from
customers of asset managers, to take this
information into account is increasing.’

Increasingly important alerting function
‘De Nederlandsche Bank N.V., the Dutch
Authority for the Financial Markets and the
European Central Bank are paying more
attention to sustainability in their supervision.
And not unimportantly’, Abma adds, ‘many
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‘Auditors must

take a more
active role’

Rients Abma, Director of Eumedion

pension fund managers and asset managers
have a natural belief that a positive impact on
society leads to higher returns in the long-term.
Especially with an investment horizon of thirty or
forty years.

The ‘Key Audit Matters’ section in the auditor’s
report — an opinion from an independent expert
— will give the external auditor an increasingly
important alert function. The more information
this statement contains, the greater value it has
for investors. Whereas investors used to pay
little attention to the auditor’s report, this is now
almost the first thing they look at... Especially
at company-specific findings and conclusions.
There are still major steps to be taken in the
areas of climate, fraud and continuity.’

Assessing climate-related information
Eumedion believes that external auditors

have a key role in assessing and articulating
climate-related information in the auditor’s
report. This is a recommendation that PwC

has put into practice at all listed companies
where it acts as external auditor. ‘I find this very
encouraging’, compliments Abma. 'By setting
out this important issue in the auditor’s report,
you show as an auditor that you are at the centre
of society. You have also included company-
specific texts which, unfortunately, we don’t see
everywhere.

What we do wonder is why climate risks are
not always considered key audit matters for
‘high emitters’. In the case of Dutch companies
- not only your clients, by the way — we don’t
see that at all. While climate risks may appear
here and there in key audit matters in relation
to the valuation of certain assets, we expect
auditors to play a much more active role. They

should really challenge company boards on the
different scenarios set out in the reports of the
Intergovernmental Panel on Climate Change
and the International Energy Agency. What is
the long-term impact of these scenarios on the
company? And how is the company responding
to this?’

Auditing financial and non-financial
information

There is also still room for improvement in the
number of ESG audits. Companies are now
doing this voluntarily and the numbers are

still very low. At European level, the question
even arises as to whether other parties, rather
than auditors, should be auditing non-financial
information. ‘It is Eumedion’s preference that
the same auditor should audit and sign off on
financial and non-financial information’, says
Abma. ‘It is ultimately about valuation issues
that directly affect certain items in the annual
accounts. They cannot be separated from each
other and it would be strange to have this done
by different parties. As an investor, you also want
to be able to call one person to account at the
shareholders’ meeting.

Furthermore, we have been arguing for some
time that we should be able to see and question
the external auditor not only at the shareholders’
meeting but also outside that meeting. This
would make for a better dialogue, as we already
have with boards and supervisory boards.’
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The State of Tax Seminar ‘ESG, what should and can the
tax function do with it’

On 12 October 2021, PwC organised the State of Tax Seminar
‘ESG, what should and can the tax function do with it?’ It
discussed the influence of ESG on the tax agenda and ways
in which tax can be used for ESG objectives.

The State of Tax seminar is an annual relations programme
that provides a platform for discussing developments in the
field of tax while creating a community of peers. Jort Kelder
looks back on the latest seminar in this video.

Tax transparency

Where do we go from here

As a business partner, we aim to help our clients, stakeholders

and society with the issues that are most pressing to them. A lot of
these issues have multiple layers and different angles, with the right
response often being dependent on different considerations and
values. Going forward, we want to make more concrete how those
considerations and values are prioritised. We are and will continue
to do this, through stakeholder dialogues, as well as by means of
client conversations, taking part in the public debate, and through
our own communications. We also want to collaborate more — with
each other, our clients, our stakeholders in our ecosystems and our
technological alliances... and in smarter ways. After all, the future is
human-led and technology-powered.

We inform our stakeholders, clients and third parties with whom we do business regarding our tax approach as we consider this to be
a vital part of our purpose to build trust in society and solve important problems and our role in the further development of sustainable
tax. To build trust, we support cooperative compliance programmes with tax authorities and we greatly value relationships based

on trust, transparency, and mutual understanding. We have therefore engaged in Horizontal Monitoring in the Netherlands and have

periodic meetings with the Dutch Tax Authorities.

Last year, we measured and published our tax contribution in the Netherlands by using the tax-related reporting requirements that are
addressed in Standard 207: Tax of the Global Reporting Initiative. Reference is made to section ‘Global Reporting Initiative (GRI) index’
on pages 142-146 of this Annual Report for the disclosures required by Standard 207, including our tax strategy and country-by-

country reporting.

39 | PwC Annual Report 2021/2022

Our value-creation process

The following page provides an overview of how we use the
expectations of our stakeholders as input, link them to core

capitals and translate them into strategic enablers with our
value-creation process. The value creation model shows how
stakeholder expectations are used as input for our final SDG Impact
Measurement framework (SDG IM). The stakeholder expectations
(our 17 material themes, see page 136) structured in the six capitals
of the IIRC framework, serve as strategic input for our intended value
creation. On this basis, strategic enablers have been chosen that are
linked to the capitals, as well as to our concrete business activities
and the ultimate impact on the SDGs. Linking the frameworks in

this way has created a dynamic feedback model with which we
continuously try to increase our impact.

PwC’s business activities generate outputs and outcomes including
our services that create value for our clients and society. Across our
value chain (see page 4), including how we work with suppliers and
clients, we have an impact on the Sustainable Development Goals
(SDGs) and we create value for our stakeholders. We set short-term
targets for next year (see also pages 39-43), mid-term targets and
long-term ambitions. We strive to create long-term value by working
with our suppliers to make a positive impact on people and the
environment. This includes embedding sustainability considerations
in supplier selection and procurement processes and a continuous
dialogue on how we can make a positive impact together. We can
make the most impact in the short and long-term with our service
delivery to clients. We do so by helping clients improve their
businesses and solve the issues that matter to them. This is where
business and ESG come together.


https://download.pwc.com/nl/jaarbericht/impressie-PwC-state-of-tax-seminar-12okt2021.mp4
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Value-creation process

Material stakeholder
expectations

Capitals IIRC
framework
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Ambition 2030

SDGS5: Achieve gender balance and equal
opportunities

SDG10: Achieve an inclusive and diverse
culture and equal opportunities irrespective
of age, disability, cultural background, sexual
orientation or other status

SDG13: Achieve a positive environmental
impact across our value chain

SDG8: Achieve sustainable growth
within the boundaries of social and
environmental systems

logue / client feedback / People Survey

Outcomes and Impact

Target 2023/2024

SDGS: Yearly target of 40/40% intake and
30/25%/equal ratio promotion of female
directors and partners, respectively

SDG10: Yearly target of 12.5% intake and
12.5% equal ratio promotion of non-western
origin directors and partners

SDG13:

© 2023/2024: 40% CO, reduction

* 2024/2025: zero waste and a fossil-free carfleet

® 2024/2025: 30% less motorised mobility (50%
less in 2030)

® 2024/2025: 50% science-based targets
coverage with suppliers

SDG8: In 2024 we measure and report our
contribution to the SDGs through our
client work

Inscription PwC’s nine material SDGs: SDG4 Quality Education, SDG5 Gender Equality, SDG7 Affordable and Clean Energy, SDG8 Economic Growth, SDG10 Reduce Inequalities,
SDG12 Responsible Consumption and Production, SDG13 Climate Action, SDG16 Peace, Justice and Strong Institutions and SDG17 Partnerships for the Goals.
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Target 2021/2022

SDG5: Yearly target of 30/40% intake and
30/25%/equal ratio promotion of female
directors and partners, respectively

SDG10: Yearly target of 12.5% intake and

12.5% equal ratio promotion of non-western
origin directors and partners

SDG13: Maintain 25% reduction of
pre-COVID mobility

SDG8: Development framework to
measure our contribution
to the SDGs through our client work
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We measure our impact on SDGs

PwC has developed an SDG Impact Measurement (IM) framework
that helps us understand the value we create for our stakeholders

in both the short and long-term. It supports our value-creation
process by quantifying our impact along the lines of the SDGs with
the overarching aim of contributing to our purpose. The SDG IM
framework covers the nine SDGs that we consider the most material
with an extra emphasis on the following four SDGs that correspond
with our most relevant areas of impact: SDG5 Gender Equality, SDG8
Economic Growth, SDG10 Reduce Inequalities and SDG13 Climate
Action. Long-term ambitions and short-term targets have been set
for these four SDGs.

Measuring SDG impact is no longer a ‘nice to have’. It is of strategic
importance to PwC because we want to deliver on our purpose.
Having insights into how our operations and services contribute to
the SDGs, either positive, negative or neutral, helps us see where we
need to steer our business activities.

The framework currently covers the direct impact of our operations.
In the near future, it will also encompass the impact of our
downstream value chain measured against available data from our
client activities. In 2021/2022, we made a start with the development
of indicators to measure the impact of our client work, which we will
pilot in 2022/2023.

Refined framework and new indicators

Every three years, we reassess our material and focus SDGs to
ensure we focus on our most significant impacts. We annually refine
the SDG IM framework to align with the latest sustainability and
reporting developments. Overall, our ambitions for 2030 and targets
for 2024 did not change in 2021/2022, apart from formulating higher
ambitions for SDG5. The changes in indicators are explained in
Appendix The value we add(ed).
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SDG IM results
The figure below provides insights into our relative performance
across SDGs in 2021/2022 for our operations.

[

ul 67%

33%

5=
34% 66%

75%

,i 17% 70%

13%

= o5

2

=

=
50% 25% 25%
50% 25% 25%
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The green bars represent the percentage of indicators for which we have a positive contribution to achieving an SDG. The grey and red bars represent

our neutral and negative contribution, respectively.

The framework also contains (black) indicators without a threshold that are measured. Rather than displaying an annual impact, these indicators

demonstrate how that impact develops over a number of years. Our approach uses the most ambitious thresholds, preferably based on legislation or

objective external sources. Only when PwC targets are more ambitious do we use our own targets as thresholds. The SDG IM targets are more ambitious
than our overall PwC targets in a few cases such as gender equality. We strive for a 50% gender balance by 2030, which is a more ambitious threshold
than the target set internally. Our approach and more detailed results from the SDG IM are set out on pages 39-43 and Appendix The value we add(ed).

The external auditor provided assurance on the outcomes presented in the figure on this page.

<. .


https://www.pwc.nl/nl/onze-organisatie/jaarbericht2022/documents/pwc-appendix-value-creation-sdg.pdf
https://www.pwc.nl/nl/onze-organisatie/jaarbericht2022/documents/pwc-appendix-value-creation-sdg.pdf
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Below we explain the value we create for our stakeholders with the six capitals, our strategic enablers, the outputs, the outcomes
and the impact on the SDGs. In the sub-bullets we share a few examples on how we score on indicators that define our impact.

Human: our strategic enabler for human capital is Workforce of the Future. Via this capital
we take a human-led and technology-powered approach. To retain talent and be fit for the
future, we recognise the need to embrace an inclusive culture, adapt to changing needs of
generations, to be the employer of choice. We upskill our colleagues to improve their potential
and are changing our reward system. Our Global People Survey results (People Engagement
Index, well-being and flexibility) are generally positive. We have high ambitions for gender
equality, are reducing gender and cultural pay gaps, and have an ambitious well-being policy.

B We offer an extensive Learning and Development programme which
contributes to SDG4: on average we notice that our male colleagues make more
use of training than our female colleagues, which is defined as a negative impact.

M The male/female ratio on the Board of Management and at other job levels
represents, on average, a positive contribution to SDG5. Equal pay is the norm
(whereby we consider a range of up to 5% acceptable — given calculation
limitations including seniority differences within job levels) at almost all job
levels (at P/D level where we see a gap, omission explained at page 145).

PEl is almost the same between female and male colleagues and has a

positive impact. We remain focused on our diversity targets and are taking the
necessary steps to meet them. In client-facing roles, we continue to stimulate a
gender-balanced team composition.

oyl [ 4

W We still find it challenging to fully meet our cultural diversity targets at most
job levels and see that there remains a cultural pay gap at some. This has

our attention. Based on our GPS 1&D-related questions, we are able to take the
necessary steps where the results show a deviation across certain job levels, age
groups and/or cultural backgrounds. Keeping the new definition of the CBS for
migrants in mind, a change in the impact results on a cultural level may occur in
the future. We have developed a plan to integrate the new CBS definition into our
monitoring systems.

B Increasing the intake of colleagues with a STEM profile remains a challenge
for us, which is visible in the decreased intake.

B We see an improved score in GPS on flexibility and well-being at all
colleagues, at all job levels and from all backgrounds, which has a positive
impact on SDG8. This is probably related to the increased well-being budget
and improved flexibility of working hours.

B OQur sick leave increased and is highest among female and non-western
colleagues. This increase in sick leave has a negative impact on SDG8.
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Intellectual: is about the Quality we deliver externally to our clients and
apply internally to our own organisation. We build credibility and show that
we are trustworthy. We anticipate relevant developments and changing risk
perceptions. In line with SDG4 we upskill our colleagues and deploy outside-
in perspectives to stay ahead and advise our clients. To tackle our own
dilemmas and challenges, we continuously improve our internal systems and
(risk management) procedures. We want to provide the best quality in every
aspect of our work, with our colleagues and for our clients.

g un W Through our high-quality Learning and Development

programme, we provide above average training opportunities
L._’I to our colleagues.

M A more negative impact on SDG4 is partly caused by an
average evaluation score of trainings of the Academy that is
slightly below our threshold.
W Several partners and colleagues provide academic
education alongside their work at PwC.

Natural: environmental sustainability and societal impact are related to our strategic
enabler Sustainable. We are aware of ESG challenges, how we use and conserve
natural resources now and for future generations. We deliver sustained outcomes
that have a positive impact on our operations, our colleagues and our services. Our
colleagues are trained through the ESG upskilling programme and sustainability is
integrated within different layers of the organisation by dedicated ESG teams.

B We contribute to SDG7 through our RE100 commitment together
with hundreds of large global ambitious businesses committed to
100% renewable electricity. This means that 100% of our consumed
electricity comes from renewable sources.

W The percentage of our suppliers that have science-based targets
for emissions reduction, is below our ambitions. This has a negative
impact on SDG12.

13 i B We raise awareness about biodiversity and take various steps to

realise our ambition of being Net Zero by 2030: such as the use of

@ Environmental Footprint Insight, chairing the Anders Vliegen working
group and switching to 100% sustainable aviation fuel. PwC office
buildings comply with the 2023 energy-efficiency requirements defined
by the Dutch government, although we do need to further reduce our
energy use to be Paris Agreement-proof.

W We score partially negatively on SDG13 because of our GHG
emissions. To reach our Net Zero commitment, we need to reduce our
emissions by 50% in absolute terms by 2030 and to move from carbon
offsets to carbon removals for the remaining emissions.

W Through our pro-bono work, we contribute to society by sharing our
knowledge and skills with social enterprises. We transition towards
larger pro-bono projects in which we can make a lasting impact over
a high number of smaller pro-bono projects. We believe in the power
of social entrepreneurship because they have the ambition to solve
environme