
Address Customer and Client Expectations
By Kenneth E. Spence

From the Editor

P
erforming internal audits in accordance with professional audit standards 
provides reliable high-quality audits to your customer, but what about 
your audit client?

Are you confused? Let’s clear things up. Many internal auditors do not 
make a clear distinction between customer and client.

A customer is someone who buys goods or services and in doing so enters into 
an economic relationship with the person providing those services. The Board of 
Directors and the President of the organization are customers of the internal audit 
function. They have determined that the organization needs internal auditing and 
are willing to pay to acquire the benefits of these services.

Clients are recipients of professional services and enjoy the long-term benefits 
from the services rendered. In prior times, we referred to clients as auditees. But 
the term fails to portray the true relationship between those we work so closely 
with, and some believe it demeans our fellow management colleagues.

Public accounting firm surveys report that internal audit functions frequently fall 
short of expectations. Audit committees have one set of expectations for the audit 
function, and management has a different set.

Failing to meet expectations has its roots in not differentiating the unique needs 
of the two consumers of our work product. Proactive CAEs should move away 
from providing a single audit report and instead create two reports geared to 
meeting the dissimilar needs of each consumer. As the role of internal audit 
broadens, CAEs who fail to adapt bifurcated work product reporting will 
increasingly fall short of expectations.

Customers want the organization’s risks to be identified, categorized and then 
quickly mitigated. They do not want surprises or to see detrimental news reported 
in the media. Nor do they want fines, penalties and restrictions levied on the 
organization. The audit committee and senior management should receive a 
report that speaks to institutional risk, the extent to which the identified risk 
exceeds the organization’s risk appetite, and the corrective action planned by 
management to mitigate the risks discussed in the audit report.

Clients, on the other hand, want our collaboration on ways to improve 
efficiency and effectiveness of operating processes that facilitate smoother 
throughput, coupled with effective internal controls that ensure and validate 
that things function as intended. Client reports should be geared to operational 
improvements needed to help their area function well, with minimized risks and 
no surprises. They do not want deficiency findings reported several levels higher 
in the organization.

Creditability is crucial for effective internal auditing to occur. We must be 
transparent and look for innovative client partnerships to leverage our work. 
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In addition to adopting bifurcated audit reporting, three steps are fundamental to meeting the expectations of consumers 
benefiting from our services.

First, we need to ensure clients are satisfied with the design of each audit, and each audit should invite client partnering to 
the fullest extent possible.

Second, each audit should include a post-audit autopsy that includes your client. The purpose is to identify opportunity for 
improving future audits and isolate any failings.

Third, audit results, including post-audit autopsy, should be summarized by audit, by audits performed within each 
organizational division, and by year. The purpose is to monitor audit function performance for continuous improvement. 
Results should be communicated in a summarized annual report to your customer so they have a fuller 
picture of the internal audit function.

At New Perspectives and Digital Insights, we work hard to ensure we always meet your expectations. 
Commencing in 2017, you will see a number of new efforts within these publications to address your 
expanding needs as you render top-notch services to your consumers. We believe you will enjoy and benefit 
from the information and ideas that appear on the pages of this issue, and will appear in upcoming issues.

I wish you good reading. 

Marriott Copley Place in Boston. The theme of the conference is Revolutionary Healthcare Audit Advancements – Rooted in 
History, Ready for the Future. 

Be sure to block out your time now so you can join us in Boston. This is AHIA’s first time in Boston or New England and not 
only can you experience world-renowned seafood dining, but also a world-class educational program tailored to meet your 
needs.

Those are the plans for 2017—so far! The Board, our staff and I stand ready to serve you each day. Never 
hesitate to call us at 888-ASK-AHIA or email info@ahia.org. We are your organization. 

I continue to appreciate the value of AHIA. Learning and sharing amongst our 1,600+ members 
strengthens our collective capabilities to provide high-value audit services to the organizations we 
serve. The healthcare industry continues to change rapidly and AHIA will be instrumental in continuing to 
enhance and elevate the healthcare internal audit profession. 

Enhance the Patient Experience – continued from page 4
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