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Welcome to our 2017 Annual Report. Over the course of
this year, we have grown our revenues by just over 8%
and the number of our people from 2,700 to 2,850. All
parts of our business have enjoyed strong growth and we
continue to drive investment in our people and our services to meet the rapidly changing needs of our clients,
our people and the broader community here in Luxembourg and beyond.

mics and NGOs) in Luxembourg has helped us to move
from philanthropy and environmental issues to creating
shared value.

2018

Annual Review
And indeed our stakeholders pushed us further in that
direction - their message was clear - a company of our
scale, serving so many clients across so many sectors of
the economy, and having an outreach far beyond Luxembourg, has a responsibility to drive positive change.

Leading in changing times for our
Clients, our People and Society.

As a professional services firm, our core is and will
always be serving our clients in the best way we can by
nurturing a culture that develops fantastic people which
bring the insights and the value that builds trust with our
clients and helps to solve their important problems.

But our world is changing at an unprecedented pace,
challenging the political, economic, societal and business
norms we have been used to. The nature of our business
is changing rapidly as a result and we witness in particular the ever increasing impact of technology on all
that we do within the firm and with our clients. We thus
recognise the imperative to transform ourselves, and
indeed are investing heavily in the technology and digital
solutions that will make a concrete difference today.
Our future, however, is much more than technology or
expertise. It starts with who we are, why we do what we
do, and how we do it. This is the basis of the value we
can continue to bring to our clients, to our people and to
the broader community. Our firm, locally and globally, is
using our Purpose to set the direction and our Values to
guide us in how we get there and thus how we measure
success. As a result our strategy in Luxembourg is led by
our clients, enabled by our people and our transformation agenda, but the “fil rouge” through which we drive
everything is our focus on our purpose and our values. To
help this become real, we have taken our Corporate Responsibility strategy and used it to shape where we as PwC
can and should make a difference to all our stakeholders
and how we measure success as a result. This is not just
about our financial success. This is about measuring our
success in terms of how we can contribute more broadly
to supporting economic growth and ensuring a thriving
and sustainable environment for success - and in measuring our impact accordingly.
We have taken the UN Sustainable Development Goals
(SDGs) as our guide in understanding how we can play a
role with our clients, our people and within the broader
community to make a difference at all levels. Setting-up
a concrete CR agenda based on extensive engagement
with our leadership and our stakeholders (our people,
our clients, our suppliers, the media, regulators, acade-

This then has helped to shape our strategy for making a
sustainable impact; but “sustainability” lies in the eyes
of the beholder. In an effort to start to hold ourselves
accountable and to be transparent, we have decided to
adopt the GRI reporting standards. These require us to go
far beyond the traditional financial and people information we historically disclosed. They enable us to start to
lay out what is important for us to drive and to set the
benchmark of our success going forward. This report will
be instrumental in guiding us, helping us stay focused,
measure our success, and recognize where we need to do
more. Our sustainability journey is well underway, but it
will be a long one and I am excited to start to share this
with you.
There are many questions the changing world bring
to the business community today - we certainly do not
know the answers and don’t even pretend to have all
the questions, but we have started and are committed to
continuing down our journey to make a real and positive
difference - with our clients, with our people and with
the broader community. In the words of Mark Bennioff founder and CEO of Salesforce - “the business of business
is to make this world a better place”.
I hope you find our report to be interesting and if you
would be interested in continuing the dialogue on any of
the areas covered herein please feel free to contact us.
Thank you

John Parkhouse
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GRI is an independent international organisation that has
pioneered sustainability reporting since 1997. The GRI
Sustainability Reporting Standards (GRI Standards) are
the first and most widely adopted global standards for
sustainability reporting.
The practice of disclosing sustainability information inspires
accountability, helps identify and manage risks, and enables
organisations to seize new opportunities. Reporting with the
GRI Standards supports companies, public and private, large
and small, in protecting the environment and improving
society, while at the same time thriving economically by
improving governance and stakeholder relations, enhancing
reputations and building trust.
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Foreword
from our CEO
Welcome to our Annual Review
20 years ago, the legacy firms of Coopers and Lybrand and
Price Waterhouse – both already in Luxembourg for over
20 years – merged to become PricewaterhouseCoopers or
PwC. Since that time, our firm grew from approximately
500 people to 2,745 as of June 30, 2018.
The success of Luxembourg in the global economy helped
to drive this growth. PwC in turn made a significant
societal impact over these 20 years contributing to our
country’s success by attracting to Luxembourg, and then
developing, some 10,000 highly educated and talented
individuals of whom the majority have remained here
in the country either with us or with other stakeholders.
In doing so, our firm boosted the unique diversity
of Luxembourg’s highly skilled, multinational and
multilingual work force.
Fast forward to today. As CEO at PwC, it is a pleasure
to see the great work we are doing together and the
smart people I encounter every day in our firm's daily
business. At PwC, we try to foster a culture of change,
always keeping a long-term view. However, today we find
ourselves in the midst of a revolution where our agility is
more critical than ever.
We are transforming and this transformation addresses
the reality that the world is changing profoundly with far
reaching political, economic, environmental and social
consequences. Sustainability is no longer a buzzword;
it is at the heart of everything. For the first time on this
planet, humanity has agreed on a set of goals – a global
sustainability agenda – and this challenge, and the
importance of its success, is as relevant to us as it is to
our clients and society. It influences our business, our
achievements, our goals and our lives.
Following the introduction of the UN Sustainable
Development Goals (SDGs), in conjunction with this
sustainability agenda, is the fourth industrial revolution,
which is creating a fusion of the physical and digital. It is
our job to not only listen to all of our stakeholders, but to
be ahead of them, aware and conscious of disruptions.
Proactively, we are developing our capabilities to
anticipate our clients’ technology needs by focussing on
areas such as AI (Artificial Intelligence), RPA (Robotic
Process Automation), Blockchain and many others. As a
forward thinking people and client - centric organisation,
we want technology to enhance our collaborative
potential and our efficiency.
We want to better connect to, and communicate with, our
clients. Within a year, we will become the first global nontechnology firm of any size to be fully cloud-enabled using
Workday, Google and Salesforce to enhance our people
experience, their tools and their capabilities to ready them
to serve our clients’ needs of the future.
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Of course, this digital revolution is impacting the way we
work, the evolution of our headcount and the number of
people and types of talent profiles that we are looking for.
A conclusion in our 2018 CEO report, released earlier this
year at Davos, is that one of the single biggest challenges to
CEOs today is where to find people with the right skills. Once
hired, how can companies retain them and – critically today –
how can companies continue to develop them in such a way
that they are fit for the future; a future of continuous change
and disruption?
At PwC, we are conscious of our responsibility to propose
a meaningful experience to our people. We have engaged
in embedding greater flexibility in our working patterns, in
promoting health at work and more importantly expressing
our trust in our people by empowering their roles as team
leaders. Shifting our culture, behaviours and competencies
are key in our workforce transformation. We are very much
focused to ensure their development. In this way, their skills
remain relevant and in demand on the marketplace and they
can continue to contribute meaningfully to society.
Within this report, we have included numerous examples
of initiatives we have taken to transform our business and
the experience of our clients, our people and society. I
would like to highlight two: the launch of our Experience
Centre in February, and more recently, our collaboration in
the National Digital Skills Bridge programme, an initiative
combining strategic workforce planning with specialist
training/upskilling solutions.
These two examples align perfectly with our vision to lead
in changing times, in simple words to engage ourselves
first and completely, transforming and showing the way
in our ambition to make a difference every single time it is
possible for every stakeholder. You can discover numerous
other examples in this annual review, which represents our
second year of reporting under GRI standards – a rigorous
framework requiring us to identify, measure and report on
those aspects that are material to our development as a truly
sustainable business that is purpose led and values driven.
The UN SDGs have been endorsed by politics and
governments as universal goals to be achieved by all
participating nations and we are committed that our
business must follow suit. We have worked hard to align our
sustainable business challenges with the SDG agenda, two
examples being our gender pay gap review, (in line with
SDG 5: Gender Equality
) and 'Be Well, Work Well' (in
line with SDG 3: Good Health and Well-Being
).

This path remains an ongoing challenge. In some areas we
have improved significantly, while in others we have not
progressed as we would have wished. We understand that
we are on a long-term journey and that this transformation
will only work if we are capable of looking constructively at
ourselves. It is for this reason that we evolved our reporting
this year to include measures on how the broader society
perceives us by participating in an independent survey, the
results of which you can read in this report.
PwC’s role is to build the trust that lies at the root of any
well-functioning process. To reinforce that trust, we must
start with ourselves in order to extend that quality, that
technology, that transparency to our clients and to society at
large. This is how we look to lead in changing times.
In the midst of our substantial transformation, we are
witnessing over 10% growth in our firm and this is
encouraging us to continue at our demanding pace of
change. The entirety of our workforce is engaged in these
activities. We are all in this together. For the better.
It is up to all leaders to have a vision, to see the opportunities
and the benefits, the innovation and the exciting new
approaches that arise thanks to change. As leaders, we made
a collective and conscious choice to do so and to make a
difference, in ourselves and in our firm, for our clients and
for society.
Looking back, we have evolved immensely and with great
success over the last 20 years. We remain confident about
our ability to contribute positively to the present changes
as we are permanently seeking to address the needs of our
people and our clients – in a nutshell – remaining relevant.
We will then continue to reimagine the possible and to see
opportunity in the changing times to come.
Thank you

John Parkhouse
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Why we exist – our purpose, vision and values
The common theme that runs through our Annual
Review this year is change. How we are keeping up
with it, managing it and embedding change into our
culture making us a stronger, resilient and more
relevant organisation. Change is coming at us from all
fronts: tidal waves of technological breakthroughs,
geopolitical shifts and new rules and regulations have
hit our shores hard and fast leaving us, the businesses
we work for and society in general struggling to cope.
The ecosystem in which we work now comprises
stakeholders that are increasingly demanding of
accountability and transparency. Stakeholders,
today, are more than ever interested in how and
whether companies are capable of generating an
“inclusive growth”, which takes into consideration
environmental, social, and economic impacts. We as a
business thus need to be more flexible, open and agile
to stay afloat now and in the future.

Five Megatrends
Demographic Shift

Population growth vs. decline across regions
shifts economic power and changes societal
norms.

Shift in Global Economic Power

The focus of global growth has shifted from
Western to Eastern economic dominance.

Accelerating Urbanisation

Large-scale migrations from rural areas will
continue to spur urban growth, mostly in Asia and
Africa.

Rise in Technology

In order to anticipate these changes well ahead, some
years back, we at PwC started analysing the changing
global context and came up with five megatrends or
macroeconomic forces affecting our world. These
pervasive trends that have profound impact and are
here to stay are leading to more immediate pressing
issues: asymmetry in wealth, disruption, age,
populism and trust (ADAPT).

Breakthroughs in technology are increasing
productive potential and creating new investment
opportunities.

Climate Change and Resource Scarcity
Scarcity of resources and impact of climate
change create a need for sustainable solutions as
populations grow.

ADAPT: five urgent issues that impact us today

A

D

A

P

T

Asymmetry

Disruption

Age

Populism

Trust

Increasing wealth
disparity and the erosion
of the middle class

Disruption of business
models and blurring of
industry boundaries

Demographic pressure
Breakdown in global
on business, social
consensus and
institutions and economies increasing nationalism

Declining trust in
institutions and
technology
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Purpose – the why

Vision 2020 – the what

When the world is changing so fast, a clear purpose
helps us remain relevant and have greater impact, both
as professionals and together as an organisation. At
PwC, our purpose is to build trust in society and solve
important problems.

Vision 2020 - “Leading in changing times by being the
most relevant firm to our clients, our people and our
communities” - is our vision that provides a framework for
what we will do and the choices we will make to meet the
needs of our changing world. It is integral to our culture,
to bring to life our purpose – why we do what we do – and
helps us focus on what we need to achieve as a business.

“Purpose” is a word that can be too rich in meaning. But
for us, it’s really very simple: it’s our shared articulation
of why we do what we do. It is at the core of our business
and guides our activities on a daily basis. It is particularly
important and relevant now when trust is increasingly
becoming a rare commodity.
Decline in public trust, especially in business and
governments, is one of the major second order effects of
the five megatrends that has our clients dealing with ever
more complex problems and greater risks and challenges.
It is here that our purpose takes on all its meaning: in
our everyday functions we constantly try to build a
relationship of trust in our day-to-day interaction with
our clients, people and other stakeholders. One of the
ways we do this is through our established Code of
Conduct (see ‘Legitimacy & Ethics’ part, page 66), our
rigorous independence policies (see section of ‘Conflict
of Interest & Independence’, page 56) and by integrating
our core set of values in our everyday functions.
Our purpose means our work doesn’t just boil down to
signing accounts or issuing tax consulting reports, it’s
about working with our clients and people, identifying
their problems and thinking about how we can solve
them.
We live our purpose by really listening to the challenges
faced by our clients or our people, putting ourselves in
their shoes, understanding their problems and coming
up with solutions. That’s our raison d’être. By doing this,
we build trust and we create the opportunity to engage
in bigger issues, whether it’s with our stakeholders or
within the broader community. Ours is a ground-up
process, where we start at the heart of our business
and then go on to look at how we as a firm can make a
difference in different aspects of services we provide at
all levels.
We strive to help complex systems function – whether
they are capital markets, tax systems or the economic
systems within which business and society exist. We help
these systems – which are now increasingly under strain
– adapt and evolve, so that they benefit communities and
society more widely, long into the future. We also help
our clients operate effectively within them and make
informed decisions about them.
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Values – the how
Our values form the very foundation upon which we
perform and conduct ourselves. We believe in doing the
right thing and not just doing things right when dealing
with each other or with our clients.
They are our framework around how we are expected
to behave and to do the right thing and help us work
towards our purpose of building trust in society and
solving important problems. They empower us to be
resilient, open minded and innovative as we face an
ever more complex and changing world, and as we
increasingly work with more diverse and physically
dispersed clients and teams.
The trust that our clients, communities and our
people place in PwC, and our high standards of ethical
behaviour, are fundamental to everything we do. Our
values underpin our Code of Conduct, which is our
compass for the decisions we make every day.

• Speak up for what is right,
especially when it feels difﬁcult
• Expect and deliver the highest
quality outcomes
• Make decisions and act as if our
personal reputations were at stake

• Stay informed and ask questions
about the future of the world we
live in
• Create impact with our colleagues,
our clients and society through
our actions
• Respond with agility to the ever
changing environment in which
we operate

• M
 ake the effort to understand
every individual and what matters
to them
• Recognise the value that each
person contributes
• Support others to grow and work
in the ways that bring out their
best

• Collaborate and share
relationships, ideas and
knowledge beyond boundaries
• Seek and integrate a diverse range
of perspectives, people and ideas
• Give and ask for feedback to
improve ourselves and others
• Dare to challenge the status quo
and try new things
• Innovate, test and learn from
failure
• Have an open mind to the
possibilities in every idea

T
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Who we are
With over 2,745 people employed from 76 different
countries, PwC Luxembourg (PricewaterhouseCoopers,
Société cooperative) is the largest professional services
firm in the country. We are part of the PwC global
network, a network of separate and independent member
firms operating locally in 157 countries around the world.

We provide assurance, tax and advisory services to a wide
variety of clients operating in Luxembourg and the Greater
Region and our corporate services has an active role in
developing and implementing the strategic plans of the
entire organisation. We help our clients create value by
providing advice through an industry focused approach.

Key Statistics

Total Headcount (1 for 1)* as on 30 June 2018 by Contract
type and Gender

2016
Unlimited
Exchange**
Limited
Total Headcount

2017

2018

Women

Men

Total

Women

Men

Total

Women

Men

Total

1,106
12
10
1,128

1,241
5
16
1,262

2,347
17
26
2,390

1,224
13
9
1,246

1,393
19
9
1,421

2,617
32
18
2,667

1,231
12
48
1,291

1,381
15
58
1,454

2,612
27
106
2,745
2,870

Projected headcount as of 1 January 2019

*Headcount (1 for 1)
Each employee is recorded for 1 unit
(whatever the working time). All part time
employees are considered as one unit like fulltime employees. Trainees are excluded.
**Exchange Contract
Employees assigned from another country on
a long term basis, generally between 6 months
& 2 years but expected to return to their
original location at the end of the assignment.
Short term assignments are not included in
our social report.

Total Headcount (1 for 1) as on 30 June 2018 by Residence
and Gender

2016
Women
France
Belgium
Germany
Luxembourg
Total Headcount

%

Men

2017
%

Total Women

391 35%
359 28% 750
178 16%
213 17% 391
71
6%
117
9% 188
488 43%
573 45% 1061
1,128 100% 1,262 100% 2,390

%

Men

2018
%

Total

% Women

416 33%
388 27% 804 30%
181 15%
243 17% 424 16%
72
6%
120
8% 192
7%
577 46%
670 47% 1,247 47%
1,246 100% 1,421 100% 2,667 100%

%

Men

%

Headcount comparison – Luxembourg vs.
rest of the Greater Region
1,500
1,200

1,500

1,420

1,329

1,247

1,245

1,061

900

300
0

Number of nationalities

76

2018

600

2016
Greater Region

2017

2018
Luxembourg

Total

%

436 34%
438 30% 874 32%
190 15%
237 16% 427 16%
80
6%
119
8% 199
7%
585 45%
660 45% 1,245 45%
1,291 100% 1,454 100% 2,745 100%
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Total Headcount (1 for 1) as on 30 June 2018 by
Gender and Grade
Women

Men

Total

41
273
747
194
36
1,291

112
414
868
7
53
1,454

153
687
1,615
201
89
2,745

Partner
Management
Staff
Secretaries
Trainee
Total Headcount

Headcount (1 for 1) as on 30 June 2018 by Gender,
Age group and LoS
Assurance

Advisory

Tax

Corporate Service

Firm Total

Age group

Women

Men

Women

Men

Women

Men

Women

Men

Women

men

18 - 30

266
219
485

354
279
633

111
96
207

128
153
281

127
174
301

139
145
284

94
204
298

74
182
256

598
693
1,291

695
759
1,454

30 - 65
Total Headcount

Financials
Gross sales

Growth

Growth per LoS
Assurance:
Tax:

EUR 445.631

Advisory:

10.19%

million

% of Gross Revenues 2018 per LoS

36.9%
Other Assurance Services: 5.2%
Tax:
33.2%
Advisory:
24.6%

		

Real Estate Public Sector -

16%

4%
12%
20%
Financial Services -

6%

Statutory Audit:

% of Gross
Revenues
2018 per
Industry

Total Capitalisation for 2018
Capital:
Subordinated loan:

EUR 23 million
EUR 67 million

TOTAL:

EUR 90 million

Private Equity -

12%

Operational Companies -

20%

47%
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What we do

Assurance
The main part of our
assurance work is related
to the audit of Financial
Statements. The purpose
of an audit is to form
a view on whether the
information presented in
the financial report, taken
as a whole, reflects the
financial position of the
organisation at a given
date. When examining
the financial report,
auditors must follow
auditing standards set
by a government body.
Generally, all listed
companies and limited
liability companies are
subject to an audit each
year.

Our continuous focus on quality and people management:

Early Bird project
Context

Most of the companies we audit have closing year end at the end of December and as a
consequence the volume of audit work is extremely high during what we call the "busy
season" (from December to May; "low season" from September to December) creating
important pressure on our team.

What we did

We looked into practical ways to improve the situation. Starting in 2016, we have
taken initiatives to spread the workload throughout the year. As a target, 15% of the
workload should be rebalanced from the busy season to the first half of our fiscal year.
As part of this initiative, we dedicate more time on the preparation of our audits and
on the definition of the audit strategy in order to deliver better quality audits. We also
provide our people with additional on-the-job training.
Early Bird Project is about organising our day-to-day work more efficiently. It is not
a revolution of our audit work but rather a transformation of our organisation and
delivery of audits.

Results
Workload distribution
2016

2017

2018

Low season

18%

21%

25%

Busy season

81%

79%

75%

Thanks to all the support from our people and clients, the initiative, now in its second
year, has been a success not only among our clients (early preparation, better client
engagement, better audit quality), but also among our staff. This year we were able
to reduce the number of people who did overtime by one-third thereby contributing
towards our motto Be Well, Work Well.
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Future of assurance
Even if we are convinced that there will always be a need
to provide reliable and trusted financial information, we
are also conscious that we are operating in a world that
is more complicated and where technology is changing
things faster than it ever has before. All these changes
happen in an environment where there is much scrutiny:
regulators are challenging us, consumers are challenging
us and this creates a real concern about trust.
As trust is a “human issue”, we have started, since two
years now, to engage with our stakeholders to listen,
understand and anticipate the challenges they are and
will be facing. The challenge for our firm is to assess,
together with our clients, the risks they will have to
address and then instil in them the confidence to manage
them efficiently.

Risk Assurance - embracing change and
continuing to build trust
In this fast changing environment, we are also aware that
to remain relevant we need to evolve. At a time when our
clients find themselves in uncharted waters and when the
traditional system of reporting and assurance is under
strain, if there is one single most important thing that
we need to pay heed to it is the need for trust. We realise
that, alongside established methods of assurance, we
need to come up with new ways of providing confidence
to our clients.
Our Risk Assurance (RA) team is doing just that:
providing trust over risks arising from technological
advancements, automation and new regulations.

We believe RA is a major catalyst towards assurance
of the future. It plays a key role in keeping us ahead
of the changes in our clients’ business environment
by:

1. Being quicker					
We consider data assurance, controls testing and IT
testing as integral parts of every audit. Continuing
to perform manual audits is inefficient and slow. As
our clients look to transform digitally, we evolve with
them.

2. Bringing more value to our clients 		

Our internal audit and performance assurance
teams have in-depth knowledge on regulations and
industry best practices. They are often solicited to
review our clients’ end-to-end operations to help
them assess weaknesses, inefficiencies, and also
compliance gaps. We also work together with our
Regulatory & Compliance Advisory Services (RCAS)
on regulatory compliance aspects to provide our
clients with impressive results.

3. Expanding to new and more significant

forms of assurance 				
As mentioned above, we believe that our number
one priority is to continue to build confidence among
our clients and stakeholders. With the advent of new
regulations and data or technology related risks,
we are focusing our efforts on offering our clients
new forms of assurance (for example around the
new General Data Protection Regulation or around
Corporate Social Responsibility). These combine
assurance, as we know it today, with new approaches
based on technology, including the use of the
increased processing and analytical power to collate
and analyse huge volumes of data from multiple
sources.
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Multifaceted potential
Increased complexity in systems, increased reporting requirements and the growing
need for more efficient internal and external audits make providing risk assurance very
important to our clients, especially in the following six areas:

Providing Trust for the Future
Data Assurance and
Analytics

Cyber, Data Privacy
and GDPR

Blockchain, Robotics and
Cloud

IT System Resilience

Sustainability, Corp.
Resp. and ESG Funds

Operational Risk
Management

We know that the future will be full of innovation, new regulations, disruption, and
global megatrends creating a broad spectrum of risk. We accept these challenges head
on and focus all our efforts on providing our clients with the assurance they need to feel
confident and build trust.
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(m); Audit.
Envisioning a different approach

Leading in changing times for our
Clients, our People and Society.
© 2018 PricewaterhouseCoopers, Société coopérative. All rights reserved.
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Tax Services
We base our tax services on three main pillars: (1)
Corporate tax compliance and accounting services, (2)
Fund tax compliance and (3) Tax consulting. The day-today work of our tax teams can thus range from helping
our clients fulfil their tax obligations, through preparing
and filing their annual accounts to supporting them
in navigating through the complex international tax
environment. While doing so, we always operate under a
strict set of guidelines and policies.

The changing ways of the tax function
The five global megatrends (explained more in detail
in the ‘Why we exist – our purpose, vision, values’
section, page 7) are spearheading a transformation of
our business operations, including the tax function.
These changes are already reshaping the tax function
here at PwC Luxembourg. Aware of the current and
future trends, we have set ourselves a concrete set of
goals to stay relevant with our stakeholders and remain
competitive:
• Effectively cope with increasing tax compliance
requirements resulting notably from EU upcoming
new legislation which aims primarily to strengthen
tax transparency and fight against aggressive tax
planning, such as the mandatory disclosure for
intermediaries (DAC6), exchange of rulings, the AntiTax Avoidance Directive (ATAD) etc.
• Reduce repetitive and time-consuming administrative
work to help all our staff gain in productivity and focus
on high-value work.

• Address the skills gap caused by the leaps and bounds
in digital technology advancement, which, similarly
to other businesses or companies, is disrupting our
organisation. In this context, we need to adapt and
therefore envisage implementing internally the “Skills
Bridge” project (see ‘Skills Bridge’ case study, page 35),
which has initially been conceived to help external
businesses/companies anticipate major technological
changes and provide their employees with the skills
necessary to respond to these changes. In our tax
team, we aim for instance at further developing for our
employees technology and commercial related skills.
• Cope with the talent gap caused by the demographic
shifts by leveraging new technology resources.
• Move towards a paperless office to increase efficiency
and simplify the production process.
The leaps and bounds in digital technology advancement
have also led to a skills gap that we are addressing with
the help of the Skills Bridge project, which is conceived to
help companies anticipate major technological changes
and provide their employees with the skills necessary to
respond to these changes.
Through all these objectives and ensuing actions, our
overarching goal is to embrace the changes and head-off
potential risks by anticipating them well ahead and by
preparing ourselves accordingly.
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The Tax Policy Panel (TPP) – from
knowledge to insightful advice
What is it?

At PwC Luxembourg, our strength lies in our thorough
functional knowledge, comprehensive technical
expertise and extensive industry experience. Instead
of shying away from the waves of transformation, we
are relying on these time-tested strengths to make the
tax function a true value-added partner within our
organisation and for our stakeholders.
To this end, we recently set up the Tax Policy Panel
to help our clients in making the right decision in
tax matters, taking into consideration all the risks
involved in terms of technical aspects, economics,
commercial, reputation, and broader stakeholder
context.
The panel is composed of senior members, who have
a broader knowledge on reputational and commercial
risks, and thus not only includes specialists, but
also other experts in leadership, quality and risk
management. It also comprises experts from
personal tax, value-added tax and transfer pricing
competencies, the goal being to deal with every
question that comes our way from all different
perspectives.

How does it work?

The panel meets every two weeks and discusses
issues that our clients are facing and where they’d
need our expert advice. The committee’s scope ranges
from giving advice on tax positions or arrangements
that are contrary to our purpose and values to
engagements that involve a “hot industry” entailing
high reputational risks or complex policy issues.
Having said that, the panel gives advice on potentially
any tax issue.
Decisions taken following a panel discussion may
result in, among others, PwC Luxembourg providing
support in line with the proposed advice, specific
recommendations involving relevant (third party)
specialists, referral of issues for consideration by the
counterpart Territory Tax Leadership team in other
territories and, in extreme cases, even a refusal to
accept a particular engagement.
In Luxembourg, as the tax rulings or advance tax
decisions (wherein the tax administration is there
to confirm the application of existing national
and international tax rules to a specific situation)
are less and less solicited, the policy panel at PwC
Luxembourg comes as a real value generator for all
our stakeholders, making the tax function a strategic
business asset.

A scenario where the TPP could intervene

Two different foreign taxpayers in the same
jurisdiction have structured similarly foreign
investments via a specific cross-border holding
platform. After a few years, a change in their
jurisdiction legislation resulted in their investment
structure not being tax efficient any longer. These
taxpayers have then envisaged to restructure their
investment by using a Luxembourg holding platform
to own the foreign investments which would be
more efficient from a tax perspective. In this case,
the TPP would ask the foreign taxpayers to disclose
all facts and circumstances surrounding the use of a
Luxembourg holding platform including specifically
the commercial reasons driving the intended
transactions/structure. For one taxpayer the TPP
found sufficient and valid commercial reasons to
invest via a Luxembourg platform whereas for the
other taxpayer, the TPP refused the engagement on
the grounds that there was not sufficient substance for
the transactions
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Advisory
Our advisory teams help organisations deal with the
challenges of a changing business environment, the
sustainability of their business models as well as the
increasing relevance of compliance and non-financial
aspects, such as social impacts and good governance. They
combine local and global expertise to deliver innovative
solutions for complex issues.

Our market segments
The Advisory department serves the needs of our clients in
three market segments:
• Financial services, supporting the creation of value
and sustained benefits for investors in the banking, asset
management and insurance sectors.
• Industries and services, supporting the creation of
value in large international companies, as well as SMEs
from different sectors, such as automotive, logistics and
transport, ICT, manufacturing, retail and consumer
services.
• Public sector, supporting the modernisation agenda
and advising governments, European institutions and
agencies, international organisations, public companies,
NGOs and other local/regional public actors in their
transformation agenda(s) and in the conduct of their
public service missions.

Our expertise
Our professionals are supporting clients in different areas,
such as business transformation, technology, policy advice,
corporate finance, forensics, global fund distribution,
green finance, people and organisation, continuous
learning, regulatory and compliance, risk management and
sustainability. We are aiming to provide services covering
the full life cycle of a private or public entity. Our service
range starts at the inception stage (ex. business planning,
organisational structures, or implementation support),
further covers the various development stages - supporting
for instance growth/sustainability agendas (ex. filing &
compliance, risk management, operational support) and
finally deals with transformation(al) challenges (ex. mergers
& acquisitions, entry & exit strategies, organisational &
structural change or training & upskilling).

In terms of business set-up and transformation, we help
companies define their strategies (e.g. group positioning,
differentiation and international expansion), improve and
monitor business performance and adapt to the changing
economic environment. Our consulting practice helps
clients to review, improve and monitor the overall efficiency
of their organisations, from the inception of a strategy to
their successful implementation.
The technology team deals with the challenges of increased
digitalisation trend in business processes: Digital trust,
cybersecurity and data privacy, aligning the IT function and
data management to new business objectives.
Working with the national and international public
institutions, we provide policy advice in the areas of
economic growth, public finance, security and public safety,
defence, digital transformation, international development
and education. In public finance we focus on sustainable
development – in line with the priorities of the European
Union – providing advice on energy efficiency, renewable
energy, and microfinance as well as social and circular
economy.
Our regulatory and compliance experts help in the
creation and regulatory compliance for business entities
subject to prudential regulation by the CSSF.
Our global fund distribution department assists our clients
in their international fund distribution through creating
distribution strategies, facilitating market entries and
ensuring fund compliance.
Our forensic team helps firms anticipate fraud and prevent
crises as well as manages them through investigation,
analysis and problem solving capacities.
In corporate finance, we help organisations successfully
close deals and create value through mergers, acquisitions,
disposals and restructurings. We work with them to develop
the right strategy before the deal, identify issues and points
of negotiation during the deal and make sure the changes
will create value after the deal.
With the growing interest in sustainable finance and green
investment products, green finance and its impact on
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having a more sustainable planet are becoming an area
of particular focus. The future of green finance and the
growth of green investment were the main topics of the first
PwC Green Finance Day held in early 2018. A dedicated
team is focusing on green finance advising clients on the
sustainability aspects of their investments.
In the area of Human Resources, our PwC Academy
provides a large set of training programmes for both
financial and non-financial institutions. Our people and
organisation teams help our clients manage their human
resources through assessments and coaching, e-payroll
services, recruitment services, career replacement solutions
and long-term human resources development support via
our Skills Bridge programme
(see ‘Who we serve’ section, page 35).

Future of advisory
The future of Advisory lies in helping clients to overcome a
new wave of challenges. In addition to the exiting financerelated – healthy cash-flows, profit & loss accounts and
balance sheets – business challenges, companies must
increasingly respond to external, societal challenges and
define how they contribute – positively or negatively – to
the sustainability agenda. This agenda has gone from
niche to mainstream and is now slowly being embedded in
international and national regulation. The SDGs have been
endorsed by politics and governments as universal goals to
be achieved by all participating nations – and businesses
must follow suit.
The five megatrends demonstrate that global society is
shifting. Habits are changing, humans are being replaced
by machines and societies are changing. For instance, a
new phenomenon called “digital trust” (or lack of) is high
on the agenda of policy makers and corporate decision
makers. The corporate world – from the financial industry to
traditional industry – has to adapt to this new environment.
As a consequence, businesses must address those trends
and changes and take them into account in their strategic
agendas. Corporate development is now strongly correlated
with sustainable development and invertedly with Corporate
Responsibility. This creates new challenges in terms of
business models, financing decisions and impact creation.

Experience Center
In an increasingly digital world,
businesses are constantly
changing. In the midst of
these changes, a new era of
interaction and experience has begun to unfold. On
28 February 2018, we launched our PwC Experience
Center in Luxembourg, which is part of a network of
more than 30 PwC Experience Centers throughout
the globe. This investment aims to help transform
how we engage with our clients, our people and our
community to reimagine the possible in a fast changing
and competitive market. Within the Experience
Center we provide methodologies, space and access
to expertise to explore to co-create and design, build
solutions on emerging technologies.
In less than six months of existence, the PwC
Experience Center in Luxembourg has already
intensively engaged with innovation hubs and hosted
multiple external events to promote Luxembourg ICT
eco-system and share expertise. It has supported a
broad range of strategic internal initiatives ranging
from exploring new employee experience to designing
and implementing a new disruptive digital fund
platform for our clients. It has also supported multiple
clients’ projects to design new customer journeys and
services.
At the heart of the PwC Experience Center strategy, lies
our ability to promote new ways of working (e.g. design
thinking, rapid prototyping, etc.) and promoting
collaboration of experts across Business, Technology
and Experience (BXT) within PwC Luxembourg and
across the network.

Explore

new trends, ideas and strategic transformation

Design
Build

co-create new customer experience
and services

solutions on emerging technologies
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Corporate Services
Our Corporate Services (CS) form the backbone that keeps our organisation up and running.

Map of Corporate Services at PwC Luxembourg
Human Capital (HC)

Operations (OPS)

Lead by Human Capital
Committee (HCC)
• Talent Acquisition
• Learning & Development
• People sHaRe
• Talent & Career
Development
• Global Mobility
• Transformation

Lead by Operations Committee (OC)
• Business Support (BS)
• Central Purchase Dpt (CPD)
• Event Organisation
• Finance
• Information Technology (IT)
• Infrastructure
• Project Management
Office(PMO)
• Finance & Controlling

Knowledge
Research Marketing
Communication (KRMC)
Lead by Clients & Market
• Communication
• Knowledge Management
• Marketing / Client
• Market Research Centre
• Pursuit and Proposals

Territory
• General Secretary
• Office of General Counsel
(OGC)
• Data Protection Office
(DPO)

The departments that constitute CS act as business
enablers that provide the support necessary for the other
lines of services to function and move forward, but they
also do much more. At a time when transformation is
overtaking almost every aspect of business, Corporate
Services are not just mere bystanders but are active
members, driving the transformation inside our firm, by
building and maintaining processes robust enough to
withstand the winds of change.

Workday – people management made easier

This year, Corporate Services at PwC Luxembourg will
help undertake the firm to implement several initiatives,
impacting our Business Operating Systems (BOS), as part
of our efforts towards embracing change and moving
forward.

More than a tool, Workday represents a change in mindset. It is all about agility, a system that allows for the
decentralisation of a number of decisions concerning
people management and empowering our people, all
while ensuring a certain operational coherence.

Workday is our new career management tool. It was
introduced to harmonise processes across territories
and lines of services by aligning grades and bringing
more consistency. It standardises employee experience
throughout their journey at our firm and empowers our
people by reorganising teams, providing more visibility
and boosting career development.

Leading in changing times for our Clients, our People and Society - 21

Going Google
Another big leap forward this year in our journey towards
embracing change on every front is the introduction of
G-Suite into our operations. It’s a step towards becoming
more agile and open, something that’s indispensable for
the future of our firm if we want to remain relevant to
our clients, our people and society.
Among the changes we will be seeing: adoption of 15
intelligent Google apps for better collaborative work,
machine learning built into all of the apps, and, most
importantly, a move from Lotus Notes to managing
emails to Gmail. This will concretely translate into
improved real-time collaboration, better accessibility to
information for our people and clients, and friendlier and
smarter user experience while exchanging emails etc.
Going Google will thus help us to reimagine how we
work together and to finally break away from age old
silos that are today straining under the pressure of rules,
regulations and compliance.

New CRM and financial system
In July, in our bid to improve our client experience
in terms of interaction and connectedness, we have
launched a significant release of our in-house built CRM
tool. With this system, our key objectives are to maintain
a high level of client satisfaction through our knowledge
and dedicated mindset; to improve the efficiency of our
business and to give our teams and people the ownership
for relationship development. These new features will
also facilitate the transition to Salesforce and prepare the
mindset of our staff.

www.pwc.lu

DJtiser

n; diː’dʒeita r
izə
(m); Digital
transf or m
ation
Beatmatchin
g business m
odels

Leading in ch
anging times
for our
Clients, our
People and
Society.

22 - Annual Review 2018

Who we serve
The Luxembourg economic sector is highly concentrated
on Financial Services in the larger sense. Nevertheless,
we are able to serve a broad range of clients. PwC
has developed multi-disciplined teams to work with
clients by bringing extensive industry knowledge
and experience. Our people work together and share
knowledge both in competency groups (Assurance, Tax
and Advisory, see chapter ‘What we do’, page 12) as well
as in industry groups (seven industries, see below). This
approach allows us to combine the technical skills of our
accountants, tax specialists and consultants with an indepth industry knowledge.
Within and between these industry groups, we not
only share latest research, but also our points of view
regarding emerging industry trends. This has proven
to be an effective way to further develop our industry
knowledge and equip our industry experts with the right
set of tools to transform our clients’ sector specific issues
into opportunities. We invest significant resources in
building and sharing such expertise with our clients and
wider stakeholders.

The seven industries we serve are:

01

Asset and Wealth Management

02

Banking

03

Insurance

04

Operational companies

05

Private Equity

06

Government & Public Sector

07

Real Estate
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01

Asset and Wealth
Management

General trends
The latest piece of research we have conducted
shows significant growth projected in all regions
of the world. We predict a total global Assets under
Management (AUM) by 2020 of USD 111 trillion with
highest growth rates for Asia and Latin America.
The expected growth rate in Europe is good with total
AUM which should reach EUR 30 trillion by 2020.
Despite this very positive forecast, we see a number
of points of attention that were highlighted in the
responses of Asset and Wealth management CEOs
when we conducted our 21st Annual CEO Survey that
was presented at the Davos forum this year.
The key takeaways can be summarised as follows:
• Organic growth is a priority
• There is concern about the availability of digital
skills
• One third of CEOs are concerned about cyber
threats, the speed of technological change and the
availability of key skills
• 50% of CEOs are extremely concerned about over
regulation
We clearly see the AMW landscape evolving with an
increase in margin pressure. This is the result of the
success of passive funds combined with the increased
scrutiny of asset managers (MIFID 2, DOL, Fiduciary
rule, RDR), which will prevent asset managers from
paying commissions for advice.

Steven Libby, Asset and Wealth Management Leader
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The Luxembourg market
Luxembourg has a unique position in the world, especially when it comes to cross-border
activity, both in terms of investment and distribution.
Luxembourg investment funds have shown a growth rate over the last 12 months of 8.21%
with a record Asset Under Management (AUM) at the end of July of EUR 4,282.5 billion.
This growth is positive for Luxembourg and for our firm. According to the latest statistics
(Monterey insight 2017), we audit 52.2% of all the AUM at all funds in Luxembourg.
• We see this market evolving very fast and not only in term of numbers. It is no surprise
that global trends materialise as well in our Luxembourg market
• New regulations, real-time data and analytics are making financial markets more
transparent and as a consequence increased competition and new entrants are disrupting
traditional value chains
• Digital technology do or die: we see a continuous focus of service providers (Management
Company, Custody, Fund administration, Transfer Agent) who wish to increase efficiency
through innovation (artificial intelligence, blockchain)
• Outcomes matter: active, passive and alternative strategies are becoming the building
blocks for multi-asset outcome-drive solutions. This is driving a continued strong growth
in alternatives products and a strong rise in Environmental, Social and Governance (ESG)
integration and related products
At PwC Luxembourg, we try to anticipate the impact of all the disruption to come with
proper solutions to help our clients understand, evaluate and manage the critical
issues affecting the industry. In that spirit, we have worked recently on two important
projects:

Digital Transformation
We are investing significantly in the
digital transformation of our services. This transformation
programme impacts our organisation, our client approach
and our people. Data, the digitalisation of our applications
and processes and an enhanced end-user experience are
at the forefront of our efforts. Our initial focus has been
on the Asset and Wealth Management sector, and is also
linked to the PwC Global AWM technology strategy. This
transformation journey has challenged us to work differently,
in a more agile manner, and to engage in new ways with our
clients to ensure that we bring even greater value through our
services and solutions.
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Helping our clients managing the
transformation the Asset and Wealth
Management industry is facing.
The Asset and Wealth Management industry is constantly evolving, industry
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02

Banking

General trends
We have seen a huge evolution in the banking sector over the last ten years. The impact
of the crisis and the ongoing tide on new regulations have had a big impact on banks’
structure and operating models
We see our clients all over Europe facing many changes. To name a few:
• Pressure on revenues: low interest rate monetary policy is compressing interest
margins
• Pressure on costs is pushing review of operating models
• Technological change: changing customer relationship and employee skills
• New market entrants benefiting the entry into force of the Second Payment Services
Derivatives will disrupt the banking environment
Digitalisation and regulation are really key for the banking sector and when global
banking CEOs are asked about the major threats to their organisations' growth
prospects, their answers are as follows:

54% 51% 42%

are extremely concerned by
“Cyber threats”

are extremely concerned by
“Over-regulation”

are extremely concerned by
“speed of technological change”
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The Luxembourg
market
At the end of 2017, in
Luxembourg's banking
sector there were 139 credit
institutions from 28 different
countries. With a unparalleled
range of services, financial
infrastructure and expertise,
Luxembourg is an hub for
banks and is continuing to
attract major multinational
groups and encouraging them
in developing their activities in
the country.
On the one hand, new
technologies are leading to
evolving and fast-changing
customer behaviours. On
the other, a new category of
non-banking competitors
and innovation disruptors,
customer disintermediation
and crowd funding players have entered the market. These in turn have turned the
Luxembourg banking landscape upside down. Traditional banks are forced to rethink the
way they interact with their customers, which is leading to a new generation of service
offerings.
The need to keep control over costs and compliance matters has never been so crucial.
Defining new target operating models, adapting to a new operating environment or
revamping existing procedures or processes, as well as reconsidering IT infrastructure,
systems and applications are permanent challenges for banks operating in Luxembourg.
The questions and issues encountered during such exercises are multidimensional and wide
ranging.
Transformation is key to our workforce as well. In a world shaped by technology and
digitalisation there is a crucial need to find the right people armed with the relevant
skills to address all these topics (see Skills Bridge project, page 35). Today, banks need to
simultaneously recruit new profiles (who did not exist a few years ago), and consider a
requalification in new areas of expertise within their workforce in order to support their
own digital transformation. According to PwC’s 21st CEO Survey: Attracting digital talent is
notoriously hard for Banking and Capital Markets organisations – less than 20% of banking
CEOs see it as easy.
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Insurance
We have seen a huge evolution in the insurance sector
over the last ten years. The impact is that Luxembourg
is now a major centre for cross-border life insurance,
non-life insurance and for captive reinsurance. The
country and its responsive tax system have been rated
AAA by three main rating agencies and Luxembourg has
achieved its ambition to make insurance the third pillar
of its financial sector, along with investment funds and
banking.
Geopolitical uncertainties like Brexit have a significant
impact on the insurance sector. At the beginning of 2018,
ten companies had announced their intention to establish
their European centre in Luxembourg following the
Brexit vote. Since then, six companies have confirmed
and will effectively establish in Luxembourg.
Luxembourg’s insurance sector CEOs are also facing
changing times with the Insurance Distribution Directive
or the Luxembourg tax reform with regulatory, tax and
legal coming from all sides.
Dealing with those challenges can limit or hinder
companies’ growth. The digitalisation of financial
services is taking place, and customers’ expectations keep
evolving accordingly: the industry needs to innovate, and
new markets' development will drive growth.

Case study with an insurance client

Matt Moran, Insurance Leader

In the context of a project with a main Luxembourgish
insurer, PwC has supported the very definition of the new
digital strategy with a dedicated focus on a unified omnichannel customer experience.
Based on the Design Thinking methodology, PwC
interviewed customers from all walks of life in order to
understand motivations and needs from their insurer.
This iterative approach allowed us to engage our client
to co-create the ideal solution while leveraging the
capabilities: Explore, Design, Build, the three Experience
Center pillars that allowed to maximise the value
delivered throughout this project (see Experience Center,
page 19). It also provided an immersive experience for
our clients.
PwC was able to provide an end-to-end experience from
strategy to implementation to successfully embrace the
digital transformation journey.
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Operational Companies

Aside from a multitude of SMEs and multinational
companies, many industrial groups have set up a
presence in Luxembourg through production facilities,
research and development activities, logistical
operations or even their European headquarters.
Related to the national strategy that will make the
Grand Duchy a true digital nation, the Luxembourgish
Government promotes the development of HPC/
Big Data and Cybersecurity and has placed a large
bet by investing in the space sector. Other areas of
diversification are: Industry 4.0, Circular Economy,
Mobility and Health technologies.
The Third Industrial Revolution project for
Luxembourg aims at defining a new economic model
in which three technologies converge on a smart
Internet of Things platform: new communication
technologies, new sources of energy, and new
transportation models.
Public and private stakeholders are deeply committed
to offering start-ups an environment to prosper. Over
the years, the start-up ecosystem (funding, incubator,
incentive, data infrastructure, etc.) has significantly
grown in the Grand Duchy.
Next to our priority domains of expertise
(Technology Media and Telecommunication, Space,
Manufacturing, Automotive, Transport and Logistics),
PwC Luxembourg has a specific focus on Digital
Transformation, Smart identity and Cybersecurity.
We assist our clients in achieving their goals and
developing solutions fit for their specific needs.
Whatever the industry and however great its
challenges, we always count on the support of our
worldwide network and its unparalleled experience.

Gilles Vanderweyen, Operational Companies Leader
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05

Private Equity

The low interest rate monetary policy is contributing to the growing interest of investors for
Private Equity investment. We see an increased exposure to Private Equity and more broadly
to alternatives including infrastructure and debt from global investors, family offices and high
net worth individuals
Private Equity is the rising star among alternative assets. Globally, we expect it to represent
almost half (USD 10.2 trillion) of this growing market, likely to reach USD 21.1 trillion until
2025. It is expected that the Luxembourg market will grow at least 10% per year.
Luxembourg has been a major hub in this industry for over 20 years and continues to attract an
increasing number of PE houses. Brexit provides the opportunity for major UK Private Equity
firms as they consider Luxembourg a potential country to give continuity to their business
models in a post-Brexit world. In addition, with a large set of fund solutions, Luxembourg
offers unique options in order to avoid the over-layering
of supervision and to provide a favourable tax and
legal regime. Located in the heart of Europe this small
country consists of a unique international and highly
skilled workforce, which may increase the popularity
even further. Today, 15 out of the top 20 Private Equity
fundraisers worldwide have structures and/or funds
domiciled in Luxembourg.
Globally, we see challenges in this market, valuation of
target is high and there is a huge competition between
buyers on deals. Locally, we see Private Equity houses
reinforcing their presence in our country and we believe
that substance will be a key topic for the three years
to come with more senior profiles being present in
Luxembourg with roles as well in the investment cycle.
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Government and Public
Sector

Megatrends at global and European level are putting pressure on the public actors to act
in many domains, for example:
• Demographic and social change: European population is ageing putting significant
pressure on pension schemes
• Climate change and resource scarcity: with an increasing population by 2023 the
demand for energy will increase by 50% meaning that a transition to clean sources
of energy is crucial
• Rapid urbanisation: with its impact on infrastructure
• Technological breakthroughs: digital transformation, big datas, artificial
intelligence
In this context, we see three important topics to focus on for our activity to support this
sector:
• Economic growth: securing and effectively deploying innovation strategies and
technology to gain competitiveness and increase investment growth
• Modernisation: Luxembourg government to rethink and support their strategic
agenda and priorities
• Public trust: developing and securing ethical and regulatory compliance,
transparency and good governance
Ideally located in the heart of Europe,
Luxembourg is home to numerous European
and international institutions, together with
local governments and NGOs. Economic
growth, public finance, security and public
safety, defence, digital transformation,
international development and education are
only a few hot topics in this area.
At PwC Luxembourg, we combine local
and global expertise to deliver innovative
solutions for complex issues. Our government
and public services practice provides policy
advice, consulting and assurance services to
local, national and international government
entities.

Philippe Pierre, Public Sector Leader

When it comes to sustainable development,
local, national and international governments
and NGOs have a big role to work together in
order to not only create a legal framework,
but to motivate businesses to act through
public initiatives.
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07

Real Estate

Low interest rates have led to attracting global investors,
family offices and high net worth individuals in the
sector.
In Luxembourg Real Estate remains a very dynamic
sector, not only because of the bubbling domestic
market, but because the country offers a broad range of
investment vehicles, ranging from fund structures from
unregulated over indirectly regulated to fully supervised
funds.
It is an important segment of activity for our firm.
According to the latest statistics (Monterey insight
2017), we audit 33.91% of all the real estate funds in
Luxembourg.
The Real Estate industry is regularly challenged by
new legislations and development, and is particularly
affected by sustainability, due to its direct impact on
infrastructure and people’s lives.
PwC Luxembourg offers specialist advice to structure
a European real estate fund at the local level, the
Luxembourg intermediary level and the investor level. A
network of specialists is available in every jurisdiction in
the world.
We see many challenges for the sector:
• rising interest rates, liquidity issues: several
indicators make us think that we could get close to the
end of the property cycle
• evolution of investors’ needs: need for more information at lower costs needs for
new operating models – need to increase substance in Luxembourg
The industry is also being disrupted by technology and we see huge demands to help
our clients assess their technology. We have recently engaged in a joint business
relationship with Immopac, which is one of the leading real estate digital platforms
offering a full range of features to assets and fund real estate managers. We believe this
solution will help our clients cope with this challenge.
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Aiming to put sustainability at the heart of how we serve
our clients
Since our purpose is to “Build trust in society and solve important problems”, we
have decided to integrate Sustainability Development Goals (SDGs) in our ongoing
approach on how we serve our clients. We are working together with our industry
leaders and a number of dedicated sustainability champions to think of the SDGs as a
business opportunity and as a driver of investment. We need to tackle them like any
other business case (for more details, see ‘Societal Impact’, page 46). This year, we
made a first attempt to map some of the projects and services we are offering against
the SDG agenda. In the following section, we will introduce the seven industries and,
where applicable, outline iconic industry case studies of projects, which are positively
contributing to one or more SDG (for more information on how we will bring the SDG
assessment to the next level, see ‘What we are planning to do next – Deep dive into
SDGs’, page 106).
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Example of how we can solve important problems: Digital Skills Bridge
Project
PwC supports the Government of Luxembourg in upskilling employees
of companies of all sizes and various industries whose activity will be
transformed by technological changes towards a new organisation,
new functions and new jobs.

The challenge
The current digital and technological transformation of our economy
affects all companies, with varying degrees of impact. This may be
through the automation of production lines in industry, the introduction
of blockchain technology in the management of fund transfers in the
banking sector, or even the way a local retailer produces, organises
and sells its products and services – examples are numerous.
Job requirements sometimes might only change slightly but often
completely.
Anticipating these changes will enable companies to keep up their
competitiveness and to support the long-term employability of their
employees thanks to the acquisition of the skills needed for the jobs of
tomorrow.

The Skills Bridge process
The ‘Luxembourg Digital Skills Bridge’ programme, launched in May
2018, strives to anticipate the impact technological developments has
on the skills of employees and opens the opportunity to invest in new
business, digital and transversal skills. After a strategic workforce
planning exercise (in which the company plans its future workforce
in the light of digital disruption), an assessment of employees’
competences and interests is carried out. On this basis, skills
development plans are built to bridge the skills gap to tomorrow’s jobs.
Selected employees engage in an intensive training programme to
directly integrate into a new or transformed position. Each employee
gets the personal support of an individual advisor throughout the
upskilling process.

Key figures and benefits
Around 360 employees, a third of which have already embarked on the
programme, will benefit from a comprehensive assessment of their
skills, motivations and interests. A tailor-made, certifying and job-driven
training programme of up to 1000 hours in a 6-month period will help
secure their career paths. With the objective of 65% of internal mobility,
this is also a unique opportunity for the 10 eligible companies to retain
knowledge and know-how. The mechanisms provided for by the
Luxembourgish Social Dialogue Act and the Retention Plan will apply
and thus ensure the involvement of employees and social partners
in the implementation of the upskilling process. Additionally, each
company benefits from a technical assistance to plan its future jobs
and skills management.

‘Luxembourg Digital Skills Bridge’, as a pilot multi-stakeholder
programme, represents a major innovative public policy initiative in
qualifying and certifying lifelong learning. It is a concrete mitigation
to social risk and a fantastic growth accelerator for the participating
companies, representing in its 2018 pilot phase a major investment of
around EUR 12 million for the Luxembourg government.
Halfway through the pilot, we have received a very good feedback from
state, corporate and individual level which confirmed the added value of
the programme and the key major benefits:
• creating a major competitive advantage for the country
• changing the overall mindset on training investment, supporting the
digital transformation of companies
• potentially doubling companies internal mobility capacities
• making employees aware of new opportunities and involved in the
company’s transformation with the coaching and upskilling they
receive
The current participating companies' have planned to double their
number of participants for 2019 and more than 10 new large
companies from different sectors have already confirmed their interest
to participate to the 2019 Skills Bridge programme.
For more information on the project, visit the Skills Bridge homepage on
www.skillsbridge.lu.

Key impact
In a world with exponentially developing technology, employees need to
cope with the changes and adapt their skills. This is, especially for our
elder generations, not always easy. Consequently, the Government of
Luxembourg, assisted by PwC, designed the 'Skills Bridge Project’. The
project aims for their employees to acquire new knowledge relating to
technological changes, requirements of the digitalised labour market
and their interests in order to ensure their long-term employability.

Contributing to the SDGs
It also provides tailored educational programmes,
supporting SDG 4 (Quality Education) and ensures
a sustainable human resource management, which
is in line with SDG 8 (Decent work and economic
growth).
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Example of how we can solve important problems: Evaluation of
the Luxembourg Finance Labelling Agency (LuxFLAG)
PwC supports the Government of Luxembourg in reviewing
the performance and identifying room for improvement in the
Luxembourg Finance Labelling Agency (LuxFLAG).

The challenge
LuxFLAG was set up in 2006 as an independent, non-profit
association with the objective of promoting and mobilising capital
for the Responsible Investment sector. It offers different labels for
funds investing in social impact and sustainability related areas,
with the aim to reassure investors that the labelled investment
vehicle actually invests, directly or indirectly, in the Responsible
Investing sector.
As the Agency is partly financed by the Government of
Luxembourg, it was necessary to carry out an evaluation of its
effectiveness and efficiency and identify areas where its strategy
and operations can be improved in the future.

The evaluation process
PwC’s team carried out a comprehensive evaluation of the
Agency’s strategy, product offer and finances and consulted
LuxFLAG’s staff, clients and stakeholders on their experience
with LuxFLAG. We involved the Agency’s Board of Governance,
which is comprised of all important government and industry
actors in Luxembourg, in a business model analysis workshop
and interviews, focusing on the Agency’s value proposition,
organisational set-up and processes. We further analysed the
relevance of the labels offered by the Agency given ongoing market
and regulatory developments in the Responsible Finance sector
and analysed the extent to which the labels have an effect for
different types of labelled vehicles and investors.

Key results and next steps
As at June 2018, LuxFLAG has issued labels to a total of 85
investment vehicles. The total assets under management of the
labelled funds currently amount to EUR 19 billion, but this is a
small share of the growing Responsible Investment industry.
The evaluation found that LuxFLAG is at a turning point – based
on the progress made so far and the increasing interest in
Responsible Investment, the relevance of LuxFLAG is bound to
grow. However, our analysis shows that future growth of the
Agency is contingent on its ability to focus on consolidating its
labelling offer and activities as well as adequate investment in
human resources and IT tools/infrastructure.
The evaluation team provided the Agency with detailed
recommendations on the actions it needs to take to improve its
strategy, product offer, communication and operational processes,
as well as a roadmap for implementation in FY18-19.

Contributing to the SDGs
By evaluating the quality and efficiency of
sustainable investment fund labels, we contribute
to increasing the size of our domestic Responsible
Investment market.
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Example of how we can solve important problems: Helping
Develop the world’s 1st Green Covered Bond
With regards to the sustainable finance sector, PwC has been
participating in planning and implementing a new statutory class of
covered bonds in Luxembourg for refinancing of renewable energy
assets in OECD countries.

Market requirements and challenges
In the current financial markets, there is a strong appetite
for private and structured debt among investors, providing
an opportunity to diversify the range of investments towards
sustainability and seeking risk limited returns. Thus the role
of banking industry will change, but also by facing stringer
regulations.
The project - innovated by a worldwide leading bank for renewable
energy asset financing - involved a detailed market analysis, the
business case and product strategy design, a security architecture,
as well as the design of the Renewable Energy Covered Bond
(Lettre de Gage d'Energies Renouvelables; LdG-RE). It also
includes the development of a collateral value regulation and a
cover pool policy. As part of the project, technical support was
provided to the regulatory authorities in the preparation of the
new framework. PwC supported on the project management and
brings in relevant expertise in the areas of renewable energy, asset
valuation/collateral value regulation, business case development,
strategy and process design.

Product targets

As a major milestone the law on the legal framework for the LdGRE was approved by parliament and published in June 2018. The
Ministry of Finance, Pierre Gramegna said: “The law will further
strengthen Luxembourg’s position as a center of competence in
the field of green finance.”

Key benefit
LdG-RE will be ideally suited for the needs of private and public
pension funds, insurance companies, asset and wealth managers
which ultimately target portfolio allocations for private and
structured debt. By the new law Luxembourg’s covered bond
industry has the chance to become an innovation leader in the field
of green finance.
For more information on the project, visit our PwC Luxembourg
blog on blog.pwc.lu/renewable-energy-covered-bonds/.

Key impact
The financial sector is typically not the first sector that comes
to one's mind when talking about sustainability. Nevertheless,
it can have a considerable impact, especially by promoting
"green finance", which includes investments in and financing of
environmentally friendly goods and services or the prevention,
minimisation and compensation of damages to climate and
environment.

The LdG-RE law is part of the strategy to diversify the Luxembourg
financial center and intends to:
• create a legal framework with clear criteria and standards that
will increase the confidence of potential investors in related
products;
• boost financing of environmental and climate protection
projects;
• revitalise the Luxembourg Covered Bond market.
The LdG-RE is globally the first law explicitly regulating renewable
energy bonds, tackling the problem of a currently insufficient level
of standardisation for potential ‘green’ covered bonds. The law
focus on energy from renewable non-fossil sources, namely wind,
solar, aerothermal, geothermal, hydrothermal energy, hydropower,
biomass, etc. Also eMobility storage and charging infrastructure
will qualify for the new covered bond if the majority of energy used
is sourced renewable.

Contributing to the SDGs
The project where PwC assisted created the first
law explicitely regulating renewable energy bonds
and promotes green energy and stabilises the legal
framework in Luxembourg. Therefore, this is an
active support of the SDG 7 (Affordable and Clean
Energy) and SDG 16 (Peace, Justice and Strong
Institutions).
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Example of how we can solve important problems: ESG –
Investment & Operational Due Diligence
ESG1 reporting is already established within PE2 houses, but
the interest for a true integration into investment strategy is on
the upswing. Therefore, we present a case study when the ESG
framework was integrated in a due diligence process.

Context
PwC supports a leading European Private Bank in its investment
and operational due diligence on a PE Fund Manager, for investing
in the new fund launched. Based on discussions with the client,
the ESG framework represents an integral element and has
increased focus during the due diligence process, adding it to the
nine areas that are usually covered during this exercise. These
elements are 1.Corporate overview, 2. Investment strategy, 3.
Investment team and process, 4. Track record and performance,
5. Risk management & compliance, 6. Valuation & Reporting, 7. IT
infrastructure, 8. Internal corporate governance, 9. Transparency
and 10. ESG Framework. This exercise is performed to get a fair
and accurate picture of the manager’s operations and benchmark
it against other PE players.

Process
All of the client’s internal risks and compliance requirements
are mapped around the 10 areas mentioned above. The team
structured a dedicated questionnaire regarding the ESG framework
for the manager, followed by an on-site visit, in order to gain an
in-depth understanding of his maturity in terms of ESG integration.
Therefore, the team looks at the whole investment lifecycle and
beyond, starting with understanding the corporate view on ESG
and the structures in place, as well as whether or not processes
are formalised and followed through. A good practice is also to
perform an ESG Risk Assessment across the factors impacting the
business the most, in order to implement a culture of identifying,
measuring, monitoring and mitigating the risks throughout the life
of the investment. The team performed an analysis of all above
factors, and presented the findings to the client, who can use them
for their decision making.

1. Environmental, Social and Governance
2. Private Equity

Conclusion
It is interesting to see that the ESG framework is increasingly
important, not only for pure reporting purposes, but also as a
veritable part of the strategy, driven by the investors’ wishes to
build truly sustainable businesses. ESG is increasingly becoming
important for the Limited Partners in the Private Equity industry
and is becoming part of their due-diligence requirements. For PE
firms it is important that they are able to address these needs from
their current and future LPs. In a predominantly bullish fundraising
environment for PE, a holistic approach towards ESG shall serve
the PE fund managers significantly. Furthermore, making ESG part
of the value creation process also can be an attractive element for
portfolio companies and goes a long way to establish the firm as a
responsible investor in the market.

Key impact
In the Private Equity Industry, sustainability has a big impact on
various levels, from fund set-up and management to investment
practices and training. Assisting a PE House with the integration of
the ESG framework promotes the idea of sustainable investment.
The fund managers processes and internal structure is assessed
regarding pre-defined criteria, which helps the house to estimate
whether the funds fit into their portfolio.

Contributing to the SDGs
The PE House ensures that it will only invest in
projects that are undertaken with an awareness of
being accountable for their environmental and social
impact, which contributes directly to the SDG 8
(Decent Work and Economic Growth) and SDG 12
(Responsible Consumption and Production).

www.pwc.lu
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How we
embed
sustainability
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Watching the news carefully, we are seeing more and more
critical questions about our role and activities. We are
hearing the voices of politicians, regulators and the general
public making sweeping statements about: a future break-up
of the Big Four, mandatory audit firm rotation, regulation of
tax advisers, further limitations on the services provided by
the Big Four and other topics. The list goes on.
The image of our brand and the trust in our services and our
practices that we hold in high regard are suffering. We need
to adopt a rigorous approach to move away from a defensive
standpoint to a more open attitude in order to revitalise long
lasting and trusted relationships with of all our stakeholders,
internally and externally.
We are following a humble, yet systematic approach to
progressively embed Corporate Responsibility (CR) in
everything we do:

Act 1 - REFLECTION: We try to understand what fuels
the media storm, and we realise that our answers were
not always addressing the real questions and concerns of
our stakeholders. Although we are already engaged in CR
programmes for a couple of years now (see ‘Other material
topics’, page 84), these lessons learned shed a new light on
how we should fulfil this responsibility. It has intensified
internal reflection at partner level.

Act 2 - DIALOGUE: We decided to confront our

thinking with a selected list of external stakeholders and
opened up an honest conversation with employees about
how they perceived us (see ‘Message from our stakeholders’,
page 42). The results were unanimous and without appeal:
our core activities have to address societal needs. Together
with our stakeholders, we identified 15 sustainability topics:
seven priority sustainability challenges and eight additional
challenges.

Act 3 - STRATEGY: We are confident that our
identified seven key challenges fully contribute to the global
sustainability agenda and can easily be mapped within the
SDG framework.
b. Materiality Matrix
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Importance for PwC

We are confident that our identified seven key challenges
fully contribute to the ambition of our firm to be leading in
changing times for our clients, people and society. As can be
seen from the below graphics, some challenges create value
for only one group of stakeholders, whereas others have
intersections with several of them.
How we lead in changing times for...
... Our clients

... Our people

... Society at large

Societal Impact
Client Satisfaction
Conflict of interest & Independence
Legitimacy & Ethics
Employee Journey
Health
Continuous Learning

Act 4 - ACTION: Focusing our efforts around the seven

strategic topics, we identified related actions for each of
them, built a multi-disciplinary team to manage and drive
them and fixed objectives to measure and improve our
related performance (see section ‘Our top sustainability
challenges’, page 45). This was also the time when our
CR leader was appointed a member of our firm’s Strategy
Board, her role being to align all major strategic discussions
with our seven sustainability challenges. At the same time,
we continued and intensified our work on the remaining
sustainability topics (see ‘Other material topics’ for how we
manage selected additional challenges, page 84).

Act 5 - TRANSPARENCY: In 2017 for the first time, we
published the results of this work in our first GRI Standards
Annual Review. It contains balanced information (positive
and negative!), a few taboos, showing a work in progress,
with new types of disclosures and KPI’s. With this second
edition, we want to share our achievements going forward
in our sustainability journey, and be equally transparent on
where we need to do more.
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The role of SDGs
We believe that businesses like ours have the power and
duty to play an active role in making our world change
for the better. The 17 UN SDGs – the world’s framework
and action plan for sustainable development – will
fundamentally shift the way we do business. That is
why, since we started our sustainable journey, SDGs are
one of our driving forces with a clear set of indicators to
measure our impact.
For all our sustainability topics, we are trying to build a
direct and clear link with SDGs (see materiality matrix,
page 41). For some of them, however, the link might be
more obvious than for others. For instance, the topic of
‘Health’ (see page 74) clearly relates to SDG 3: “Good
health and well-being” and with our actions around
‘Continuous Learning’ (see page 80) we believe we do
contribute to SDG 4: “Quality education”. Also for some
of our CR-related activities we see clear connections, like
for example our efforts to foster a culture of Diversity
& Inclusion (SDG 5: “Gender equality”; see page 85),
or our involvement in supporting the Luxembourgish
entrepreneurship ecosystem (SDG 4: “Quality education”;
see page 97).
For other sustainability challenges it is more difficult to
map them against the SDG agenda. ‘Societal Impact’,
for example, can potentially contribute to any SDG, as
it is mainly related to sustainable service offerings, e.g.
audit of microfinance funds (SDG 1: “No poverty”), green
building certification and energy audit services (SDG
7: “Affordable and clean energy”) or our sustainabilityrelated advisory services to private companies or public
institutions.
In the future, we want to go a step further and assess
our firm’s overall activities against the SDG framework
(for more information on how we will do it, see section
‘What we are planning to do next – Deep dive into SDGs’,
page 106). This, we believe, will help us impact positively
the achievement of these 17 ambitious objectives, either
directly within our firm, or indirectly through our clients
and partnerships.

Message from
our stakeholders
Since the beginning of our sustainability journey in 2016,
we engaged in an intense dialogue with our stakeholders.
To identify our top challenges and build our action
plan, we consulted a wide variety of interest groups,
including our employees, clients, suppliers, academics,
representatives from media and public regulators, as well
as NGOs. We invited the stakeholders of the previous
years, plus added a couple of new ones.
In our first stakeholder engagement in 2016, we identified
15 sustainability challenges, addressing the issues that
pose significant risks or opportunities to our business and
our broad group of stakeholders (see previous edition
of our Annual Review for more information on how
we did it). Ranking these topics by importance to our
stakeholders and to PwC, and by their potential for social,
environmental and economic impact, we recognised
seven key sustainability challenges, on which we focus our
actions in order to add the most value to our people, our
clients and society at large: (1) Legitimacy & Ethics, (2)
Societal Impact, (3) Conflict of Interest & Independence,
(4) Health, (5) Attractiveness, (6) Client Satisfaction
and (7) Continuous Learning. Their relevance has been
reconfirmed by our stakeholders this year again.
We understand that, in order to gain perspective for our
actions, we need a deep understanding of the prevailing
perception in society. Continuing in this vein, we
conducted in 2017 – for the second time – a comprehensive
stakeholder engagement. In this second round – as we
already did with the first stakeholder engagement – we
split the session in two parts: (1) a consultation with our
internal stakeholders, our employees and (2) a separate
one with representatives of our external interest groups.
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Internal stakeholder engagement
We started with an internal stakeholder engagement
in June 2017, where we invited 98 PwC people from all
our lines of service and all hierarchical levels, ranging
from trainee to partner. For each of our seven top
sustainability challenges, we held one plenary session
with 13 to 16 participants each. We discussed with them
the actions taken or foreseen in the relevant strategic
action plan, and asked them for new ideas of how to
reach our targets.

External stakeholder engagement
In November 2017, we also carried out an external
stakeholder engagement, bringing together 45 highlevel representatives (158 people were invited) from
business, academia and politics to discuss face-to-face
our sustainability journey, our related prospects and first
tangible results. We also asked them to guide and inspire
us on how to tackle our challenges. We engaged them
in three different workshops, which we believe matter
the most for them: Legitimacy & Ethics (9 participants),
Societal Impact (25 participants) and Client Satisfaction
(11 participants).
In each of the workshops with both our internal and
external stakeholders, we had very honest and open
exchanges and felt that it was a right step in the
direction of rebuilding credibility and trust with them.
We also received a lot of valuable feedback, which we are
trying to take into consideration in building and shaping
our relevant action plans. Here are some examples of
actions that we have incorporated or started to work on
following our stakeholder engagement.

We had a very open and
honest discussion and
even negative thoughts about
certain topics were taken into
account.
People from many different
departments participated in the
plenary sessions. It was interesting
to see how different their views
could be on specific things. This
really enriched the debate.
Quotes from 2017 internal
stakeholder engagement

For PwC to embark on this
sustainability journey is not
only a realistic, but also a necessary,
objective. The world has changed
and the way we did business 30
years ago, when I started my career,
is a different one.
Sustainability is a real management
issue for all companies. These kinds
of workshops are very useful and
should be a standard among other
big companies too and maybe even
on SME level.
Quotes from 2017 external
stakeholder engagement
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Sustainability
challenge

Suggestions from our stakeholders
Internal stakeholders
Proposed action

01. Societal Impact Introduce a sustainability

service line, including e.g.
CR/ sustainability consulting
and assurance on nonfinancials

02. Client Satisfaction Give our client facing staff

a better voice in case they
are faced with difficult client
situations

03. Conflict of Interest & Give concrete examples/
Independence case studies of conflicts of
interest applicable to work
situations in Luxembourg
in dedicated training
sessions

04. Legitimacy & Ethics Include other grades

of people in the Ethics
Committee

Proposed action

How we take it into
consideration

Making ‘sustainability’ a Key
Focus Area for our firm (see
‘Societal Impact’, page 47)

Train your people on
sustainability, especially
on management level and
support clients in their own
sustainability journey

Start awareness raising
on sustainability issues
for our Market Committee
(see ‘Continuous Learning’,
page 81) and making
‘sustainability’ a Key Focus
Area for our firm (see
‘Societal Impact’, page 47)

Align your strategy to SDGs,
identify indicators and
targets to measure your
impact towards SDGs.

We are focusing our
efforts around a better
understanding of our role
in the global sustainability
agenda (UN SDGs; see
‘Societal Impact’, page 46
and ‘What we are planning to
do next: Digging into SDGs’,
page 106).

As most PwC clients don’t
know about our sustainability
services, promote them more
and engage with our clients
on related questions

Making ‘sustainability’ a Key
Focus Area for our firm (see
‘Societal Impact’, page 47)
and add a question to client
survey on how likely they are
to engage on it with us (see
‘Client Satisfaction’, page 54)

Create a PwC Luxembourg
Foundation to bundle the
“doing good” actions of PwC
for society

Draft proposal under review

Introduce a mutual
satisfaction survey for both
clients and our people (see
‘Client Satisfaction’, page 51)

Offer awareness raising
and information sessions on
partner level (see ‘Conflict
of Interest & Independence’,
page 58)
Establish a network of
‘Confidential Counsellors’
to support the Ethical
Committee (see ‘Legitimacy
& Ethics’, page 67)

Be more selective of clients
(and their negative societal
impact)

Involve our Ethics leader
in the Client Acceptance
Committee (see ‘Legitimacy
& Ethics’, page 67)

05. Employee Journey Help and guide people who

Running an internal values
campaign where our people
share examples as to how
they live the 5 PwC values
(see ‘Employee Journey’,
page 72)

demonstrate bad behaviours
towards others in what is the
appropriate behaviour we
expect at PwC

External stakeholders

How we take it into
consideration

06. Health Tackle ‘toxic management’ to Establish a network of
promote a better well-being
in our daily working life

07. Continuous Learning Develop/train people to build
a real CR expertise

well-being ambassadors
throughout the firm (see
‘Health’, page 76)
Start to run internal
awareness sessions on
sustainability topics (see
‘Continuous Learning’, page
81)

We will continue with our stakeholder engagement this year again, as we see it as a clear source of sustainable
competitive advantage.
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Our top sustainability challenges
Our seven sustainability challenges:

01

Societal Impact

02

Client Satisfaction

03

Conflict of Interest & Independence

04

Legitimacy & Ethics

05

Employee Journey

06

Health

07

Continuous Learning

We use these seven challenges to share where we as PwC can and should make a
difference to all our stakeholders and how we measure success as a result. This is
not just about financial success, but about how we can contribute more broadly to
our client’s, our people’s and society’s needs and towards a sustainable development
in general. The action plan for each of the topics has been fed by the feedback and
suggestions of our stakeholders.
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Societal Impact
From our seven key sustainability topics, ‘Societal
impact’ is probably the most complex and challenging
one. It is about our role in shaping the world we are
living in: how can we drive positive societal change and
contribute to solve some of the biggest sustainability
challenges governments, businesses, NGOs and the civil
society are facing?
As a matter of fact, the world is changing before our
eyes: global wealth is increasingly concentrated, the
world population is growing rapidly, urbanisation is
increasing, natural resources are becoming scarcer and
the digital revolution knows no boundaries or borders.
This means that markets will continue to evolve and
change, and our ecosystem has to follow.

As a large-scale provider with global reach, we have not only the ability and potential to support the transition to
a more sustainable economy – but also we have a responsibility to do so. This, we believe, can be achieved best by
providing services that create shared value: meaning they (1) generate sustainable economic value for our clients
and (2) for us and at the same time (3) protect social and environmental capital. Shared value can thus help to move
towards more sustainable business approaches that create meaningful societal good with healthy economic growth.
In order to identify areas where we can have the most significant impact in producing shared value, we use as a
guideline the United Nation’s Sustainable Development Goals (SDGs) – a strong set of 17 sustainability goals and 169
targets. They guide us in delivering on our societal impact and serve as an agenda of how we can help our clients
transform for the future.

Now it is time to mobilise the global business
community as never before. Trillions of dollars in
public and private funds are to be redirected
towards the Sustainable Development Goals
creating huge opportunities for responsible
companies to deliver solutions.
Ban Ki-Moon, former General Secretary of the United
Nations
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Our new Key Focus Area: ‘Sustainability
Performance and Strategy’
We understand that business as usual needs to evolve
and like us, our clients will have to manage short-term
issues with a long-term view. Due to the complexity of
the challenges they are facing and given the current
regulatory and market developments and the new service
opportunities that result from it, we started a dedicated
Key Focus Area (KFA) on “Sustainability Performance
Strategy” this year. It is an initiative driven by the Market
Committee and led by our CR leader. The KFA team –
composed of 15 in-house experts from all three lines of
services (see ‘What we do’ section, page 12) and all seven
industries (see ‘Who we serve’ section, page 22) – is
uniquely positioned to identify the important problems
that our clients will face and develop the solutions that
help them adapt to the transformation. The CR leader’s
role is to equip them with the right set of tools and
knowledge to enter into sustainability dialogue with their
clients.
Together with the competency and industry experts in
our KFA group, we are systematically discussing several
key topics and the extent to which it will affect our
clients. For instance, one of the most relevant topics for
us currently is reporting on non-financial information in
an honest and transparent way. At this stage, we observe
a very fast evolution of non-financial reporting trends
and requirements, with new regulations and guidelines
on local and international level, such as the EU directive
on non-financial reporting, the CSR reporting principle
set by the Luxembourg Stock Exchange, Climate-related
Financial Disclosure (TCFD), the SDG framework
aligned with GRI Standards to name only a few of them.
Consequently, we aim to go a little further from just
raising awareness and initiate a “real dialogue” with
our clients and our industry experts: What do these
regulations and guidelines mean in practice? What are
the best practices for the sector? Where does our client
stand in comparison to other players in the market?
For instance, in order to foster thought leadership in
non-financial reporting, we started a research project
together with PwC Global on how companies (clients and
non-clients) are reporting on SDGs, as explained in the
following case study:

Global SDG Reporting Challenge, 20173
Last year (2017), when
we engaged for the first
time in the Global SDG
Reporting Challenge, PwC
analysed 470 companies
from 17 countries (including
Luxembourg) and 6
broad industry sectors,
representing US$9.4bn in
revenue.
The analysis of the reports
has two main purposes:
(1) to see to which extent companies from different industries
are reporting on SDGs. The range here is broad. Some
companies do not mention the goals at all, while others have
chosen the most relevant ones for their business activity and
strategy.
(2) to analyse the quality of reporting. As mentioned, the 17
SDGs are broken down into 169 sub-targets with different
KPIs. Since no reporting obligation nor common standard is
available, companies have the freedom to choose whether
and to which extent they want to report on the SDGs. This can
go from no reporting at all, to qualitative explanations to full
quantitative measures with link to the sustainability strategy.
This year (2018), we are analysing 22 sustainability reports
from companies of either Luxembourg identity or with
headquarters in Luxembourg. The results are communicated
to PwC Global and will be analysed along with part of the
Global SDG Challenge and will be available in November 2018.
It is very interesting to see the attitude of Luxembourg entities
in comparison to global trends. The dedicated reports, both on
local and global levels, will provide the readers with insights
on how different companies tackle the SDGs and on their
opinion on related challenges and opportunities.
Participating in this challenge is important for us, since it
allows us to get a feeling of the market maturity in terms of
sustainability reporting in general, and the SDGs in particular.
It also allows us to position ourselves, with the support of
the PwC Global network as a thought leader. Last but not
least, it is an excellent opportunity for us to have meaningful
conversations with our clients on what their experiences are
and where they struggle, which gives us input on how to tailor
the assistance we provide to them better. Internally, it helps
us to benchmark our own approach against the Luxembourg
market.

3. https://www.pwc.com/gx/en/services/sustainability/
sustainable-development-goals/sdg-reportingchallenge-2017.html
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Our three levels of impact to support the SDG agenda
As part of our societal impact ambitions, it is a priority for us to support the global
agenda of SDGs. Our conviction is that governments and NGOs alone cannot solve
societal problems and we all need to work together. We are doing it on three levels:

1.

2.

3.

Developing our own corporate strategy: It is essential to us to develop a
strategy that's based on the most relevant SDGs and to efficiently commit to
the goals and have a real impact on society (for more information see ‘How we
embed sustainability’ page 40 and ‘What we are planning to do next: Deep dive
into SDGs, page 106).
Tailoring our services: As a service company we started doing our own project
screening and analysing our direct and indirect contributions and tailoring
our services according. We are also working on how to assist our clients on this
transformational journey (for more information see ‘Who we serve’, page 22).
Educating our people: We understand that we need to educate our people
to think differently. It will help them to anticipate the important problems
our clients will face in the near future. This is a step to contributing towards
our aim of building the ‘work-force of the future’ (see chapter ‘Continuous
Learning’, page 81).

To achieve a real and positive societal impact is a challenge, which cannot be
accomplished in a day. For us, it is a continuous process of learning, grasping
opportunities and training our people for future needs. To truly set our firm’s purpose
“Build trust in society and solve important problems” in motion, we are aiming to
further boost our people’s ability to help our clients address global challenges. We are
just at the beginning of this journey but we believe we are already making a step in the
right direction.

Objective

Target

Metric

Baseline

Creating shared value by offering
services that have a positive impact
on society, beyond the direct benefit
for clients.

New services

To be defined

To be defined
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02

Client Satisfaction

As a professional services firm, our core business is and will
always be serving our clients in the best way we can. Our
clients think of us as part of the value creation chain that
produces and delivers the value for not only themselves but
also for their own clients/customers and their stakeholders.

Mutual Satisfaction: Value creation through
a trusted partnership
Although meeting the needs of our clients remains our
priority, our stakeholder engagement process highlighted
the fact that addressing client expectations shouldn't be
at all cost. The feedback from our stakeholders shows that
the tendency of our people to be over-flexible and always
available puts pressure and high expectations on them,
which might not always be necessary and should be avoided
whenever possible.
Our people value our reputation as a skills-based company.
They appreciate the learning experience of working with
clients right from the beginning and the on-going support
and coaching they receive from our management (for more
details refer to Continuous learning, page 80). We are known
for developing a well-educated workforce, which means in
turn they have a high employability rate on the market.
However, in order to live up to our values of “Care” and
“Work together”, it is our responsibility as a firm to reduce
the level of stress in our people’s client work to a minimum
and make sure they have a healthy balance between work
life and personal life (for more details refer to ‘Health’
section, page 74). We also aim to become more selective
in the client acceptance process (for more details refer to
‘Legitimacy & Ethics’, page 67).
This year, we went one step further. As announced in our
last year’s annual review, we are currently working on
introducing a mutual satisfaction survey by asking clients
and PwC Luxembourg employees to evaluate our work on
selected assignments. We initiated a pilot survey to assess
mutual satisfaction in terms of service delivery as well as
working relationship between our clients and our teams.
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Mutual satisfaction survey: receiving client and our people feedback
at the same time
PwC takes care of its employees and pays heed to their feedback in order to evolve in its work and relationship
with its people and clients. Our intention is to obtain a clear view on what happened on a specific job and how
we can improve our day-to-day business.

Our objective
In the past, we implemented a client feedback survey - a crucial process in our work with our clients. However,
we realised that this is not enough to have the global picture of what happened on one specific job during one
specific fiscal year. Therefore, we intend to align the analysis and also obtain the point of view of our people.
This will help us to tackle any frustration that might arise from the client side or from our team regarding a job
organisation. For instance, if, from client and team feedback, we identify that there is lack of communication
regarding a certain job organisation, we will be able to arrange it in a different way so as to meet the
expectations of both sides.

The process
This survey is a translation of our client satisfaction feedback in order to obtain comparable and meaningful

information from both sides: clients and our teams. We have built a mirror survey, asking similar questions to our
people and our clients – as shown in the following example from the questionnaire:

The questionnaire tests the general satisfaction rate as well as the level of trust in the mutual relationship and
many more aspects around the collaboration, such as: quality of deliverables, feedback process, value creation,
time management, team management, communication, etc.
The survey is sent electronically a pre-screened list of assignments. If necessary, it is followed by face-to-face
discussions.
We are launching our pilot in the first sample of a selected industry with selected clients and then we intend to
generalise the survey to a bigger sample of assignments, covering all our industries.
The pilot was launched mid-August and results will be analysed in Q4 2018.

Benefits
The survey will be used as an indicator of our organisation of specific assignment for a specific mission. We
will analyse the result, compare the outputs with client feedback, and identify discrepancies to understand the
different views or problems identified by clients and teams. It will also help us to understand our teams' points of
views on issues they faced on a particular project - internal or external, during the year. We believe this will help
us to identify extreme situations where the health of our people could be impacted.
The result of both the surveys will be used as a new management tool and will help PwC Luxembourg ensure
100% satisfaction for both clients and our teams. This is important to make sure that there is alignment between
client and employee satisfaction and to create a win-win situation.
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Annual client feedback process 2017/2018
While waiting for the new mutual survey to become
fully operational, we've used the annual client feedback
process to gauge client satisfaction. This year, 2,108
clients received our questionnaire and 604 answered
(compared to 474 replies in FY 2016/2017), using both
individual face-to-face interviews and electronic surveys.
Our Client Loyalty Index of this year is 8.3 (rating 0 to
10), a clear improvement from previous years. However,
there's still work to be done to help our clients achieve
their objectives, especially to be able to provide them
with opportunities that are of real value.
The feedback we've received from our clients can be
divided into four groups:
• We provide bespoke services: our clients value that
we tailor our deliverables to their needs, apply insights
and common sense when looking for the right answer.
• We establish long-term relationships: they
appreciate that we develop long-standing and trusted
relationships and acknowledge that we learn from
previous feedback.
• We try to make a positive difference in how they
operate: by sharing our deep industry knowledge and
helping them achieve their objectives.
• We listen and care: we are attentive to what our
clients have to say and show empathy while working
with them.

I find the Luxembourg team incredibly
knowledgeable. Over the past ten years, they
have provided first class service. I would
not hesitate to recommend the PwC team to
others.

Delighted with the service.
Teams are always very proactive
informative and eager to assist.

Client Loyalty Index
Overall how satisfied our clients are with the services provided by the PwC
Luxembourg teams

10
8

7.9

7.6

7.7

2015

2016

8.3

6
4
2
0

2014

2017

604 contacts (from over 443 companies) completed our online survey.
These revenues represent 15% of our FY17 global revenues.

I appreciate long term partnerships
with PwC and its flexibility to
accommodate our needs. Competent
staff and overall service is really
good.

My contacts are not only caring, listening,
understanding but help us beyond
expectation. I also love the fact that PwC
has a lot of women in managerial positions,
well done!
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Besides giving us a thumbs up, our clients have also let us know
the aspects that we need to work on:

share new
knowledge

demonstrate a
positive
impact

This means
assure with
certainly

dare to say the
truth

We are taking a close look at the feedback and analysing the results within the
Clients & Market Committee and also encouraging all our staff to listen to their
clients, to ask openly for feedback in order to improve our the quality of our
service and better understand our client’s expectations.
We have also implemented an "Alert" process. If a client gives a rating of six or
below, our central team, led by the Clients & Market Committee and the client
engagement leader, are immediately notified to follow up with the client and
to initiate discussion on any potential issues. Over the last exercise, we have
received 17 alerts (representing 2.8% of total respondents).

tailor our
deliverable to
their needs
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Integration of new questions in the survey
New question related to ‘Living our values’
Living up to our values is key for us – internally and also while working with our clients.
They are our operating principles, guiding us in how we make decisions, treat each
other, and serve our clients. This year, we asked our clients to rate PwC Luxembourg
with respect to demonstrating value-based behaviours. The goal here was not to judge
our values, but to assess whether or not the impact of these positive behaviours was
indeed perceived by our external clients.
The results showed that by rating behaviours, representing our five values from one
to ten, two of them - "Make a difference" and "Reimagine the possible" - need more
attention in terms of what they mean for us and for our external stakeholders (for more
details refer to our values to ‘Why we exist’, page 9).

#1

#2

#3

#6

#5

8.25/10

8.12/10

8.08/10

7.79/10

7.51/10

Average

Average

Average

Average

Average

New question related to our sustainability services
We have embarked on an ambitious sustainability journey which includes developing
new services in audit, tax and advisory and we are particularly willing to tie up with
clients who consider sustainability as an important topic. Therefore, in our client
satisfaction survey this year, we included a new question around sustainability, to
assess whether or not our clients would engage with us on sustainability questions.

The result was 6.35 out of 10:

6.35

Clients mentioned that they are not really aware of what
sustainability involves and wish to know more.
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We understood from the responses of our clients that irrespective
of their level of maturity in matters of sustainability, they
would welcome the opportunity to know more about what PwC
Luxembourg is doing and continue the conversation on this topic.

I would expect PwC to keep
building on the relationship
with a long-term vision working
as a partner.

I expect that PwC globally will
embrace our strategic plan and
formulate an approach that
is tailored to the size of the
organisation and its tolerance to risk

We may wish to hear of PwC's
sustainability journey to
benchmark what we are doing
ourselves.

PwC Luxembourg will focus on how to further develop this discussion under our Key
Focus Area on Sustainability (for more details refer to ‘Societal Impact’, page 47):
organising joint events, working together on common issues and sharing good practices
by promoting sustainability topics. Our aim is to act as facilitator, keeping a long-lasting
partnership with our existing clients and also engaging with new clients making the
link with the economy.

Objective

Target

Metric

Baseline

Align PwC’s clients expectations
to offer a service that provides
maximum satisfaction to both
parties through a balanced
relationship

Reach 100% mutual satisfaction

Level of client and employee
satisfaction in %

Work in progress
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03

Conflict of Interest and
Independence

Matter of concern: safeguarding our audit
independence
Even though we see our profession evolving towards
non-financial assurance services – stakeholders use nonfinancial information more and more as an input to their
decision making – the majority of the people we employ
are still financial auditors (see ‘Who we are’ part, page
11). At the heart of their job is the trust that we need to
provide and ensure on both financial and non-financial
information. The foundation of this trust relies on many
aspects, but one that is absolutely critical is the fact that
we are independent and we do not find ourselves in any
conflict of interest of any kind.
In recent years, numerous regulatory requirements
emerged in order to strengthen this independence of
auditors for PIEs (Public Interest Entities).
However, listening to the media and our stakeholders
(see ‘Message from our stakeholders’ part, page 42),
we see that this independence might sometimes be
questioned. Aiming to be a “one stop shop” for our
clients, in addition to our assurance activities we also
offer a wide range of tax and advisory services. Some
people have doubts that we keep our three functions
suitably distant from each other. Moreover, some feel that
advising both private clients and public authorities on the
same topics (like tax regime, tax optimization, rulings
and warrants) can cause a conflict between individual
interest and collective interest.

What we do to maintain objectivity
As described in our last year’s Annual Review, our
independence requirements are strictly regulated by
Luxembourg laws and regulations and international
standards applicable to the audit profession. Besides the
legal requirements, PwC also has its own set of internal
rules, control processes and tools in place, which help us
maintain objectivity when providing our services.

Reducing client dependency to a minimum – on
both company and individual levels
For PIE4 clients, EU legislation and national laws impose
mandatory audit firm rotation every 10 years. Besides the
legal requirements, we have also imposed a voluntary
obligation on ourselves to extend the mandatory rotation
to all our clients (PIE and non-PIE). This helps us further
reinforce our independence.
In order to mitigate the risk for our engagement partners’
independence to be compromised, we also have in place
the rule of mandatory rotation of partners and files after
a certain period of time. This means that as soon as a
partner gets too close to a client and thus risks there's a
risk of losing objectivity and independence, he or she is
withdrawn from the engagement.

Being independent and being seen to be independent is
very important for our firm and our clients and essential
for us to perform our work. That is why we make huge
efforts to safeguard it.

4. Public Interest Entity
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Engaging our people in independence trainings
All our people – from trainee to partner – must comply
fully with independence requirements and are required
to sign periodically a confirmation of independence. To
make sure that they understand what it means for them
in their daily work, we provide a set of training courses
to them, the compliance to most of which is critically
mandatory for all PwC Luxembourg employees. For
instance, all new joiners are required to attend a one
hour presentation where they are introduced to the
concept of independence (personal and business-related)
to which our firm subscribes. Whenever employees get
promoted, e.g. to senior, manager, director or partner,
they are required to follow a refresher training on the
subject.
Most of the courses we provide are cross-LoS, meaning
applicable to our people no matter which line of service
they are in. However, for some specific independence
matters, there are also trainings exclusively dedicated
to audit staff, such as the eLearning “Independence:
Working with Restricted Entities”.

Training our people on independence matters

18

12

different independence
courses
of which are
mandatory

2,426

training participants

Performing regular independence checks

Conflict of Interest

To verify the accuracy of the independence statements
made by our management and staff, we regularly
conduct random independence checks. For instance, we
proactively test about 20% of our partners every year to
ensure that they comply with the restrictions on financial
interests applicable to them. We also test all new partners
joining PwC before they actually enter the partnership.

Ensuring ethical behaviors which are aligned with
our values (particularly "Act with integrity”; see ‘Why
we exist – our purpose, vision, values’, page 9) is a key
priority for the firm. We want all our people to work
free from control or influence from other individuals,
conditions or circumstances. Conflicts of interest can
occur between PwC employees, with a client, or with
other stakeholders like competitors or suppliers.

Given the rotation of audit mandates, some partners
and staff get disposal notices to sell newly restricted
services. On average, we get at least five notices a week.
Concerned people have then 15 days to dispose of their
securities.

A dedicated independence team
Should our people have doubts on an independence
matter, they can ask advice from a team of seven PwC
Luxembourg partners and managers, led by our Partner
Responsible for Independence (PRI), Alain Maechling.

Acting with integrity is like a
golden rule of ethics. It means act
responsibly, be honest and speak
up when you have an issue or sense
a conflict with a colleague, client or
any other stakeholder.
Quote from a PwC employee
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What we do to prevent and avoid conflicts of interest
As we have explained in our last Annual Review, we use our PwC Luxembourg Code of
Conduct as the main tool to cope with conflicts of interest and independence issues (for
more information on the Code see also ‘Legitimacy & Ethics’ section, page 66).
However, in our 2017 internal stakeholder engagement, our people let us know that
they lack concrete examples/case studies applicable to their work situations in
Luxembourg, which would be useful for them in order to know how to react in such
cases.
As a response, this year, we focused our efforts around raising awareness on the issue,
starting from a top-down approach. To challenge and sensitise our partners on the
topic, our Ethical
Committee Leader, Thierry
Blondeau, conducted a
dedicated conflict of
interest workshop at the
Partner’s Strategy Meeting
in June 2018, were he
presented real-life
Thierry Blondeau, Ethics and Business Conduct leader
examples of conflict of
interest and independence
cases. Together, we
discussed how these
concrete cases could have
been prevented and avoided and what was effectively done to manage them.

The problem is not so much to be in a
conflict of interest situation, it is to not
manage it properly.

In order to reach out to our
entire staff and raise their
awareness, we also provide
a mandatory Conflict of
Interest & Independence
e-Learning course,
composed of a number of
practical case studies.

The Code of Conduct is great, but it does not
give any relatable examples to our working situations
in Luxembourg. When it comes to conflict of interest –
how do I know how to react?
Quote from 2017 internal stakeholder
engagement

What we do to help our people manage conflict of interest situations
properly
Our Ethics and Business Conduct Committee (see ‘Legitimacy & Ethics’ part for more
information, page 67) is there for our people to take up and investigate all conflict of
interest matters. In the course of our last financial year, 15 issues and complaints about
potential conflicts of interest were brought up to them: seven cases with a potential
client, five between PwC Luxembourg employees and three with a supplier.

Conflict of Interest cases identified – results evaluation
FY 2015/2016

FY 2016/2017

FY 2017/2018

Between
PwC
employees

With a
potential
client

Others

TOTAL

Between
PwC
employees

With a
potential
client

Others

TOTAL

Between
PwC
employees

With a
potential
client

Others

TOTAL

3

2

/

5

7

4

2

13

5

7

3

15
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The increasing number of cases declared over the last
three years – as shown in the above table – suggests
that our efforts to sensitise our employees on the topic
have encouraged them to more actively report unethical
behavior. This contributes towards our target of ideally
avoiding all (potential) conflict of interest issues at PwC
Luxembourg.

An associate had a
personal relationship with
someone from his or her
engagement team.
Example of a declared conflict of interest:
BETWEEN Employees
For each potential conflict of interest case reported,
the Ethics and Business Conduct Committee provides
a follow-up. It proposes, where necessary, an action
plan on how to manage and solve the situation and
gets back to the person who made the declaration.
However, we do not investigate afterwards whether
the recommended actions have effectively been taken
– it is the responsibility of each partner to do so. But
usually, we manage to eliminate the occurred conflicts
of interest. Cases between PwC employees, for instance,
may be solved by moving the staff involved to another
department. In cases where there is a conflict with a
potential client, for example, if the client employs a close
relative5 of a PwC Luxembourg partner, we might change
the engagement partner on the client account and make
it known to the client why we did so. There may also be
cases where we inform the client and ask him if he is OK
with the situation, for example, if the client employs a
close relative of the partner in a very junior position.
We do not disclose identified conflicts of interest to
the general public, but only communicate on them to
the people involved as long as deemed useful and not
counterproductive.

The spouse of a PwC
Luxembourg partner worked
at a company that became
our client.
Example of a declared conflict of interest:
WITH A CLIENT

What we are planning to do next
For the FY 18/19, we are planning to introduce a conflict
of interest declaration paper. Whenever our people
get involved in a new project, they would have to sign
this paper, confirming that at the time of initiating the
project, are not aware of any conflict of interest related
to it, a procedure that's already in place for independence
issues. The idea behind it is to hold people accountable
and make them think about their situation and potential
conflict of interest implications.

A partner had undertaken
an investment in a company
that serves as a supplier for
PwC Luxembourg.
Example of a declared conflict of interest:
WITH A SUPPLIER

5. We define close relatives as close family members, e.g.
companion/husband/wife, persons with whom you do
investments when the number of people involved is limited
and very close friends (persons with whom you regularly
go on holidays or who you would consider as godfather/
godmother for one of your children).

Objective

Target

Metric

Baseline

Ensure that PwC works in total
independence, across its core
activities, and that each collaborator
avoids and discusses all (potential)
conflicts of interest

100% transparency on declared
potential conflict of interests

Number of cases dealt by ethical
committee and action put in place

List of cases identified and followed
up
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04

Legitimacy & Ethics

Today, the society perceives the "Big Four" firms as part of a system that is leading the
world to be more and more fractured. It questions our legitimacy and shows mistrust
towards our business model.
Our purpose being to build trust in society and solve important problems, we needed
to go further in our understanding of this public perception and therefore conducted a
survey with an independent market research institute in Luxembourg.

What we asked?
We asked people about what they thought of PwC Luxembourg with respect to five key
areas:

1. Economic success
2. Service quality
3. Trust
4. Sympathy
5. Reputation
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Survey on our Legitimacy
& Ethics in Luxembourg
Who responded?
1376 Lux. residents, 1021 of which know or have heard about PwC
Age

Gender

45-54

35-44
25-34

50%

55-64

19%
18-24

50%

19%

19%
15%

11%

65+

18%

Nationality

Professionally active

52%

Yes

57%

No

43%

48%

How did you hear about PwC?
Word of mouth

Media

50%

PwC Advertisement

25%

17%

Others

8%
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What are the results?
Our key indicator to know our legitimacy is the level of trust the society has in us. We reached 46% in the area of
trust. This will be our reference point, as we are committed to increase this score by 5% each year.

How do you perceive the economic
performance of PwC Luxembourg?

How do you perceive the quality of services
offered by PwC Luxembourg?

5%

3%
22%

32%

60%

Economic
success
1%
7%

Good

2%

Would you trust PwC Luxembourg to
take care of your matters (private and
professional) or those of a family member?

20%

11%

46%

5%

probably or
certainly

10%

17%

32%

18%

Good
31%

7%

How do you evaluate the reputation of PwC
Luxembourg?

3%

Trust

50%

Service quality

33%

26%

16%

41%

4%
24%

58%

Reputation

Good
31%

How do you personally perceive PwC
Luxembourg in terms of sympathy?
1% 8%

32%

41%

Sympathy
8%
19%

Nice
32%

n
n

excellent
bad
n

n very good
n good
n average
very bad
n do not know how to judge
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What do we do with the results?

What’s next

Working on it with the management board

We plan to agree on a set of actions that will be presented
to our Management Board and deployed from September
2018 onwards and have agreed to conduct this same
survey every two years to follow up on the positive
impact we are able to generate.

We are treating the results from three strategic
perspectives: (1) People, (2) Market and (3)
Transformation. We are currently working with the
respective leaders on what could be the right approach or
action plan to address the issues revealed in the survey.

Working on it with a large group of partners
Continuing in this direction, our CR leader, Valérie
Arnold, organised three workshops, with 20 partners
each, at the yearly Partner’s Strategy Meeting in June
2018 where she presented the survey results. Following
this, an agreement was reached that we need to reinforce
our actions in order to bring our purpose alive.
We got their input and tested a couple of possible actions
that were either suggested by our Management Board
and/ or during our 2017 stakeholder engagement. The
ideas range from creating a PwC Foundation to revisiting
our client acceptance policy and applying stricter
rejection rules.

In order to contextualise the results, we will conduct a
similar survey internally with our people.
Our goal, in all this, is to extend our positive impact
beyond the sole satisfaction of our clients. This is crucial
to regain legitimacy in the society (this is covered in
details in the section ‘Societal Impact’, page 46).
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A focus on “Ethics”
When analysing the results of the survey, it became apparent that 74% of the
respondents see high standards of professional ethics as a critical element for them to
shape an appropriate opinion on us.
Considering the fact that we only scored 30% in this aspect, we suspect our external
stakeholders might not know what we have in place to ensure that each of our
employeesw behaves at the highest level of professional ethics. We articulate our
approach at three levels: (1) our Code of Conduct, (2) promotion of a speak-up culture
and (3) strengthening the role of our Business Conduct and Ethics Committee. The
efficiency of these measures should reassure these stakeholders.

Professional ethics at PwC Luxembourg
To what extent is the application of professional ethics relevant for you to form a positive opinion about PwC
Luxembourg?

37

37

extremely important

n

n

very important

n

19
important

n

34

not importantn

74% 7%

not important at all

How do you evaluate PwC Luxembourg's performance in the field of professional ethics?

23

7
n

excellent

n

35
very good

n

good

22
n

average n

14
bad

30% 36%

66 - Annual Review 2018

PwC Code of Conduct
What is it?
It provides a frame of reference and guidance for the
decisions we take and the behaviors we live every day
and is applicable to all firms across the PwC network.
It covers how we speak up when something does not
seem right, how we behave and interact in business
relationships, within our teams, and in our communities
and how we protect our clients’ confidentiality.

How we make it real and alive
By signing their employment contracts, all our people
commit to respect the guidelines provided in the Code of
Conduct. All current staff and all new employees receive
a presentation and mandatory training on the practical
aspects. This scenario-based training is intended to
provide PwC partners and staff with a common and
deeper understanding of the importance of the Code,
how our actions and beliefs contribute to our culture
and highlight areas of increasing risk in our current
environment – focusing for instance on the proper use of
social media.

Promoting of a speak-up culture
Speaking up is crucial to our identity, and an essential
element for how the public perceives us in terms of
professional ethics. In connection with our Code of
Conduct, we make every effort to promote the speak-up
culture internally, i.e. encourage our people to speak up
when they believe something is not right in their daily
work or in the firm. To facilitate this process, we have a
whistleblowing mechanism in place at PwC Luxembourg.

Setting the tone from the top
Partners need to be exemplary to inspire the staff on
how to behave. To increase our partner’s awareness and
participation on the subject, the Ethics and Business
Conduct leader led a dedicated workshop on the speakup culture at the 2018 Partner’s strategy meeting. He
presented some life examples of misbehaviors that
happened at PwC Luxembourg and asked for their
opinion on how to foster a speak-up culture and help
reduce these kinds of incidents.

Whistleblowing mechanism
The purpose of the whistleblowing mechanism is
to empower each of us to speak up when dealing
with behaviour or facing a situation that does
not seem right, no matter what our role or level.
Through this mechanism, complaints about personal
conduct, and reports of business wrongdoings
can be addressed, using any appropriate formal or
informal reporting method. We have a dedicated
committee – the Business Conduct and Ethics
Committee – with whom our people and clients can
share their queries. The committee is composed
of the Ethics and Business Conduct leader, Thierry
Blondeau, the Ethics and Business Conduct Officer,
Loïc De Rosa, and two other PwC Partners,
Bénédicte Burioni-Dupont and Michiel Roumieux.
Their role is to address and escalate the issues while
ensuring a confidential treatment and protecting the
whistleblowers from any retaliatory action.
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What we are doing to promote the speak-up
culture
We introduced a PwC Luxembourg speak-up game called
‘Ode to the Code’. The players get confronted with potential
scenarios of ethical dilemmas, where they need to discuss
and agree on how to best behave and cope with the
situation described. Since July 2018, this game is an integral
part of our New Joiners events and will now be included in
the curricula of promotion related trainings given at Senior,
Manager and Director levels.
In order to lower the barriers for our people to be able
to report issues, and to support our Business Conduct
and Ethics Committee, we are currently also working to
establish a network of confidential counselors within our
firm. They will be a group of people belonging to Senior or
Senior Manager level and who are employees trust. They
will be their respective teams' go-to people for any ethical
and conflict of interest issues.

Strengthening the role of our Business Conduct
and Ethics Committee
In the exit interview process
In addition to the Committee’s regular scope of duty, we
think that they should be involved in other matters where
ethical conduct needs to be exemplified. One of these areas,
where we believe it is crucial for them to play a role is the
HR exit interview process. The purpose of this interview
is to ask feedback from employees who are leaving our
firm. The feedback we receive helps us improve various
aspects of our organisation. To detect if people leave for
ethical and business conduct reasons, we decided in July
2018 to involve the Ethics Committee in the process. The
leaving employees receive an exit interview questionnaire,
where they have to indicate their level of agreement to the
statement “The people I work for support and demonstrate
high standards of ethical conduct.” Whenever a departing
employee answers “I strongly disagree”, the Ethics and
Business Conduct leader or officer contacts that person to
further investigate the matter.

In the client acceptance policy
We can have a Societal impact through our decision to
accept a client or not. We therefore believe that our Ethics
Committee should also be part of the process to accept
clients.

Client Acceptance
Committee
We have a Client Acceptance Committee in place, which
reviews clients according to our PwC Global acceptance
rules, making sure that they respect a certain number
of principles. In addition to complying with laws and
regulations, in particular strict ones related to AML
and sanctions, we ensure that our clients are of good
standing and that they are in line with our Code of
Conduct and values. The findings of this review are
shared with the Ethics and Business Conduct leader,
who makes a recommendation on whether or not we
should accept a client from an ethical point of view.
Based on this approach, we do refuse clients from time
to time due to the questionable ethical nature of their
activities and we discontinue relationships with some of
them when they are no longer aligned with our values
and ethical standards. Even if the activity is fully legal,
we do not want to support and indirectly encourage or
endorse these kinds of activities.
We pay particular attention to the location of the
business of our clients, e.g. when located in high-risks
countries as per FATF lists, as they are more likely
to be exposed to corruption risk. Besides that, all
potential clients in specific activities, such as internet
gambling, e-money, cyber activities, art, jewellery, arms
trading, sensitive raw materials (e.g. uranium) and adult
entertainment require special approval. We initiate in
the deselection process in cases where clients are not
willing to pay appropriate fees for our services, when
they put pressure on the quality of our work, or when
they are willing to pay too high fees.
However, we acknowledge that we should not limit our
client acceptance policy to regulatory factors. From now
on, we will also pay careful attention to the criteria of
human rights, ecological principles, etc.

Objective

Target

Metric

Baseline

Regain trust of public and
employees, as well as improve
opinion about our conduct and
business

+5% positive opinion per year

Level of trust expressed in % in an
annual independent survey

Results of online multiple choice
survey conducted by an independent
market research institute in
Luxembourg
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05

Employee Journey 			
(formerly ‘Attractiveness’)

Caring for the people we work with is not only one of our
PwC values, it's also a core element of our responsibility
as an employer. It influences how we collaborate
with each other and how we interact with our clients,
stakeholders and communities. We want our people to
have the best possible employee experience, from the
moment they apply for a job at PwC and throughout
their career with us. This is why, we renamed the topic of
‘Attractiveness’ ‘Employee Journey’.

Overall voluntary turnover
Looking at the turnover rates of the past two years, we
were happy to see a significant decrease from 16.4% in
FY 2015/2016 to a historically low level of 13.6% in FY
2016/2017. However, this year, we could not maintain
this low turnover level, emphasised by a sharp increase
to 18.2%6.

20

Our biggest challenge: retaining talents

18.20%

16.40%

It is true that a certain level of turnover is part of our
model. People often join us with the aim of spending a
couple of intense years with us and benefitting from the
excellent training ground we provide in order to leave
later. However, a too-high rate of employee turnover
is extremely costly for us, not only in terms of loss of
onboarding and training costs and loss of people of great
talent, but also in terms of the efforts it takes to onboard
and train new recruits. For the people who leave us, it
can also mean a missed opportunity and a loss of time in
a meaningful career. Therefore, our aim is to reduce the
rate of voluntary turnover as much as feasible by finding
the right people, improving their employee’s journey with
us and thereby managing to retain them.

13.60%

15

10

5

0

FY15/16

FY16/17

FY17/18

A similar trend emerges from the evolution of average
years of seniority at resignation. Whereas we saw an
increase from 3.4 years in FY 2015/2016 to 3.9 years in
FY 2016/2017, the average seniority now went back to
3.5 years.

Average Seniority at resignation by competency (in years)

Assurance
Advisory
Tax
Corporate Services
All

FY 2015/2016

FY 2016/2017

FY 2017/2018

3.3
3.0
3.3
4.4
3.4

2.6
5.9
3.3
5.8
3.9

3.3
3.1
3.8
4.3
3.5

6. Corresponding to 489 people leaving our firm.
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Specific challenges: new joiners and
experienced profiles

Understanding changing expectations from
employees

The premature departure of new joiners creates a loss
for us in terms of investments made for training and
onboarding. We are therefore pleased to see a significant
reduction in the percentage of early leavers – meaning
the people who leave our firm at less than one year of
seniority. After increasing from 23% in FY 2015/2016 to
27% in FY 2016/2017, the rate now falls substantially to a
level of 21%.

In recent years, our recruiters noticed a change in
peoples’ expectation towards our firm in terms of
considering it a great place to work. For decades, it had
been part of the ‘PwC deal’ to work hard and put in long
hours. The return for this was a steep career, where our
people developed and benefitted from the prestige of the
PwC brand. But the younger generation of millennials,
who today already represent 80% of our workforce, is no
longer willing to accept this deal. For them, we feel that
continued professional development (see ‘Continuous
Learning’, page 80) supported by strong coaches and
mentors, a healthy work-life-balance (see ‘Health’, page
74) and flexible work policies are much more important
than just financial rewards. Moreover, millennials expect
their job to be beneficial not only to the client and the
firm, but also to society at large. They like to see their
employer living up to a clear set of values, matching their
own convictions and beliefs.

As explained in our report last year, the ratio of
recruitment between experienced vs. total continues
to progress: 23% of our new recruits are experienced
profiles in FY 2017/2018. Yet, we also face a retention
issue in this category, as on average 18% leave us within
their first year already. Beyond the rate of turnover, we
are concerned by the timing, or the fact that it happens in
their first year.
These turnover figures are first indicators for us,
providing a tendency on where we stand in the
improvement of our employee journey. However, they
can also depend on external factors, such as general
labour market dynamics. Rather than focusing on a
purely quantitative retention target, we concentrate on
qualitative aspects of our employee journey, our real
ambition being to make the development of our people as
meaningful as possible during their career with us and to
help them face challenges within or outside the firm. This
will contribute to keeping our best talents.

Percentage of early leavers has decreased

As a result, it is time for our culture to change
accordingly. To make sure that we have the right
approach and that we listen actively to what our people
tell us through direct dialogue and surveying.

21%
FY 2017/2018

27%
FY 2016/2017

23%
FY 2015/2016
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Requesting feedback from our people
Internal stakeholder engagement
For the second time in a row, we did an internal
stakeholder engagement in June 2017, where we asked
80 of our people for feedback on how we can improve
their journey with us. What they told us confirms our
feelings:
• offer alternative career paths and create
differentiated careers;
• enhance multi-disciplinarity by encouraging people
to spend time in several departments;
• avoid promoting people who demonstrate bad
behaviours towards others;
• ensure equal payment in the same grade;
• add people retention as Key Performance Indicators
(KPI)for the leadership.

Global People Survey
Our annual Global People Survey (GPS), gives all our people an opportunity to tell us how they feel about working at
PwC. Every year, we have a high participation rate – this year it was at 83%.
One of the main indicators of the attractiveness of PwC as an employer is the People Engagement Index (PEI). It is
based on four questions that reflect the degree to which our people are (1) satisfied and (2) proud to work with us,
whether they would (3) recommend us as an employer and whether they are (4) planning to continue working for us
for at least one more year. All four questions got a lower score than last year, which leads to a decrease by 4% of the
PEI, dropping it to 74%. It is an additional proof that the employee journey remains a key challenge.

People Engagement Index 2018, 2017, 2016
74%
78%
76%

People Engagement
Index

73%
78%
73%

I am satisfed with PwC
as a great place to work

2018 Luxembourg

2017 Luxembourg

75%
79%
76%

I am proud to
work at PwC

74%
79%
79%

I would recommend PwC
as a great place to work

73%
76%
76%

I expect (plan) to be working
at PwC 12 months from now

2016 Luxembourg

We are confident that if we respond to the evolving expectations of our employees, the PEI results will evolve
positively. For that reason, we took an in-depth look at the GPS results on those specific expectations, which are
around flexibility, growth and development, well-being, values and reward and recognition.
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How we improve our people experience
Flexibility
66%
64%
59%

Flexibility is essential to help us deliver high quality service and create a rewarding
work experience for our people. If we find new ways to build more flexibility in the way
we work, in our career paths as well as work arrangements, and match it with valuable
career opportunities, our culture will evolve so that flexibility becomes the norm.
Over a three-year period, various programmes and time measures have improved
flexibility. In 2017, 66% of our people expressed their satisfaction, compared to 64%
and 59% in the two previous years. Since September 2017, we offer the opportunity to
all our people to work from home one full day per week for up to 20 to 45 days per year,
depending on their level in the firm. We also have a flexibility programme in place,
called ‘Flexi-Time’ (for staff) and ‘iFlex’ (for management), which allows us to adapt
our working time in a flexible manner, e.g. arrive later than usual, take longer breaks
or leave earlier. In order to benefit from longer time-outs from work, we offer to our
people the opportunity to save parts of their annual holidays and take them over to the
next year, to buy extra holidays or to take career breaks, both paid or unpaid. We are
happy to see that many of our people make use of these programmes.

Flexibility

2018 Luxembourg
2017 Luxembourg
2016 Luxembourg

However, an overall flexibility satisfaction rate of below 70% still suggests that we did
not yet fully meet our people’s needs and expectations regarding flexible working time
arrangements.

Flexibility programmes
Home-based working

Flexi-Time and iFlex

‘16

‘17

‘18

‘16

‘17

‘18

n.a.

742

779

1,932

2,322

2,415

n.a.

1,844 days

1,916 days

70,982 hours

90,471 hours

84,784 hours

Time measures
Holiday Savings Account

Extra Holidays Time

Career break / Sabbatical

Unpaid leave

‘16

‘17

‘18

‘16

‘17

‘18

‘16

‘17

‘18

‘16

‘17

‘18

492

502

687

173

134

171

12

9

12

11

9

17

1,496 days

1,710 days

2,232 days

1,884 days

1,309 days

1,593 days

128 weeks

103 weeks

134 weeks

306 weeks

149 weeks

195 weeks
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Growth and development
Proximity to coaches and mentors, as well as a sense of belonging to a team, are two very
important aspects for our people to grow and stay. That is why we are currently working on a
number of tools and projects, which provide more real-time feedback and better possibilities
to work in smaller teams. We will monitor the efficiency of these projects going forward and
will report accordingly in our next Annual Review.

Well-being at work
As our GPS has revealed, less than half of our workforce (48%) state that they are satisfied
with their work-life-balance. This score is problematic and we relate it directly to the health
of our people. However, comparing this result with the two previous years (47% were
satisfied in FY 2016/2017 and 43% in FY 2015/2016), it seems that people experience more
and more that they can have a healthy lifestyle and be successful at PwC.
To support the well-being of our people in a targeted manner, we have introduced the "Be
Well Work, Well initiative", which is explained more in detail in the Health chapter (see page
75).

Living up to our values
Five strong values define who we are, what we stand for, and how we behave with our clients
and each other (see chapter ‘Why we exist – our purpose, vision, values’, page 9). When
measuring the perception of our staff regarding how well we work in alignment with those
values, the GPS results show an average rate of 46%.
During a dedicated awareness-raising
workshop in the Partner’s Strategy
Meeting 2018, our leaders discussed
the values-related GPS results and
brainstormed on what the obstacles
and how to change and improve
related behaviours. It was concluded
that the values sound too complex to
understand for our day-to-day work,
as they are sometimes considered too
theoretical and superficial.

The value that resonates the most with me is
‘Make a difference’. Being part of several projects,
which are at the forefront of the global debate
and having the chance to contribute to societal
challenges is what inspires me to go to work every
day.
Senior Manager, Advisory

Many of the staff had the same feeling. That is why we decided to do an internal values
video campaign, where 26 people from all levels share their concrete examples, associations
or anecdotes as to how they live the values in interactions with colleagues, clients and the
community. As a result, we received
My favourite value is ‘Reimagine the possible’. It is not only
a video with honest insights on the
value that resonates the most with
for those who have a transformation role in the firm. Everybody
our people and the related behaviors
can reimagine the possible. But for this, you need ideas and
they see or would like to see in the
day-to-day work. We ran this video on ideas come from curiosity. The ideal firm for me would be
a dedicated values wall in the atrium
one where everyone is curious about its clients, markets and
of our Crystal Park premises for a
people, about the world we live in and the societal impact we
duration of one month.

have. This will generate ideas helping to reimagine the possible.
By doing so, each of us would start to own the immediate and
long-term future of the firm.
CLT member and Partner, Assurance

Leading in changing times for our Clients, our People and Society - 73

Reward and recognition
We also asked our employees how well they feel recognized for their work, whether they
receive rewards and recognition in a way that motivates them and whether they feel that
their rewards are linked to their performance.

44%
47%
43%

Compared to last year, the overall results on the level of reward and recognition have
decreased. After a slight improvement in 2017, satisfaction now comes back to the level of
2016, reaching 44% this year. The unfavourable rate for this dimension is significant, with
29% of our people expressing their dissatisfaction. This is amplified by a significant drop of
satisfaction regarding the perceived competitiveness of the compensation package and our
people’s understanding of how their pay is determined.
As a response, we have reviewed our approach to compensation to ensure that compensation
packages fairly reward the efforts we all make toward our firm's success. This contributes to
our broader strategy to attract and retain the best people. As a first step towards this goal,
in December 2017, we introduced a guaranteed end-of-year premium equivalent to a onemonth salary as part of our employee remuneration package.
This does not prevent recognition beyond financial reward. We realise that this is equally
important for our people and that we need to address this accordingly.

Reward &
Reco

2018 Luxembourg
2017 Luxembourg
2016 Luxembourg

Evaluate the effectiveness of our management approach
Last year, to improve our employee journey, we set as a target a 10% increase of the 2017
GPS results on (1) our People Engagement Index (PEI), (2) purpose and (3) values. As can
be seen from the below comparison between the last and current financial year, we far
exceeded our target for the “Purpose section”. For the remaining two metrics, however, we
could not achieve our objective. This means that we need to increase our efforts even more
for the coming year.

GPS result on
PEI
Purpose
Values

FY 2016/2017

FY 2017/2018

Result difference

78%

74%

-4%

20%

41%

21%

Act with integrity: 59%

Act with integrity: 56%

-3%

Make a difference: 43%

Make a difference: 44%

1%

Care: 43%

Care: 44%

1%

Work together: 54%

Work together: 51%

-3%

Reimagine the possible: 35% Reimagine the possible: 34%

-1%

Objective

Target

Metric

Baseline

Build a meaningful journey for all
our people

+10% improvement of GPS results

GPS results on engagement,
purpose and values

GPS results on engagement,
purpose and values of 2017
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Health

Last year, our stakeholders expressed that we should not
only take care of the well-being of our people but go one
step further and clearly address the issue of health, with
its risks and downsides. For us, burnout is the ultimate
indication that the health of our people is at risk. We
took up this responsibility by adopting a target of zero
burnout, which we will try to achieve in the coming
years.

We have focused our efforts around two levels of action,
which we have identified as contributive to the solution:
• Individual awareness to reinforce personal
resilience
• An organisational culture of caring to address the
share of responsibility of the firm

Everywhere in Luxembourg, the psychological pressures
at work7 have increased in recent years8. The 2017
Quality of Work Index of the Chambre des Salariés
even suggests that one in four employees are at risk of
burnout9, the main reasons being a decrease in autonomy
over work content, the order in which work is done and
the lack of flexibility over working hours10.

In close collaboration with the ASTF, we offer two
dedicated internal training sessions around stress
management (‘An apple a day keeps the doctor away’)
and burnout prevention (‘Don’t let yourself be consumed
by work’). Their objective is to impart knowledge about
the phenomenon of stress and professional exhaustion,
to get a better understanding of its possible causes, to
recognise symptoms at ourselves and others and to learn
how to prevent and manage them.

I won’t join a firm where
it is OK to have 5 burnouts
a year – zero burnout is the
only acceptable aim.
Quote from 2017 stakeholder engagement

Individual awareness

In the FY 2017/2018, both training classes were well
received. Still, the attendees represent only 11% of our
total workforce.

Hours given and people attending health-related
training sessions, FY 2017

What we have done
For more than one year now, we have been working
closely with an external service, the Association Pour la
Santé au Travail du Secteur Financier (ASTF), looking
to address the main psychosocial risk factors causing
burnout. Four risk factors directly affect the health and
well-being of our people:
• Workload
• The low level of autonomy and control (the capacity to
decide when, how and why to deliver on specific tasks
or projects)
• The lack of internal recognition (financial or social)
• Toxic management

7.

Training session

Number of training
hours given

Number of training
participants

Stress management: ‘An
apple a day keeps the
doctor away’

6 sessions of 2 hours

171 participants

Burnout prevention:
‘Don’t let yourself be
consumed by work’

5 sessions of 2 hours

139 participants

Total: 22 hours

Total: 310
participants

According to the European Working Conditions Survey,
psychological demands at work are the psychological
pressures experienced by employees as part of their
job. Measuring the level of psychological demands for an
employee takes into account the pace and the amount of
his/her work as well as the level of emotional involvement
at work.
8. www.liser.lu/ise/index.cfm?id=445
9. 23% of the country’s working population, representing an
increase of 7% compared to 2015
10. https://www.csl.lu/fr/travail-sante-et-bien-etre/quality-ofwork-index-luxembourg
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Organisational culture of caring
This level of intervention concerns the entire firm and its capacity to foster adequate
behaviours aligned with our well-being principles and to positively impact the working
environment. This year, we are elaborating new working models and tools, two of
the most recent being our Be Well, Work Well initiative and the Responsible Use of
Technology

Be Well, Work Well initiative
The PwC Luxembourg Health and Well-being team, led by Vincent Villers and
supported by two HR representatives, introduced the Be Well Work
Organisation
Well campaign in March 2018. It is the Luxembourgish vision and
drive of the PwC Global initiative, designed to position us as the
Team
leading company for well-being globally by 2020. Our objective is to
design, support and develop an organisational culture within PwC
Luxembourg, where well-being is addressed on an individual, team
and firm level.
Well-being

We define well-being as the balance of physical, mental, emotional
and spiritual energy that we achieve at a certain point in time. With
the “Be Well, Work Well” initiative, we want to raise awareness on
the importance of reaching a healthy balance, and we offer our people simple yet
actionable recommendations to help make this happen. While time isn’t something we
can control, energy balance is actually attainable.
The implementation process is divided into three phases. First, we determined our
Well-Being Index (WBI) in order to set a baseline for the Be Well, Work Well initiative.
Second, we mapped all the actions that we have already in place for each of the
four well-being pillars to see where we stand. Last, we built a network of well-being
ambassadors.

a. Determination of WBI
Our WBI is used as an indication of the
health of our workforce. It is elaborated
from the results of 20 well-being related
questions of our Global People Survey
(GPS). Those questions are related to
topics such as:
• Flexibility
• Work life balance
• Communication with leadership
This index and the information gathered
from our people are crucial in order for
us to design appropriate actions and to
measure the progress we make regarding
the well-being of our entire workforce.
On average, 63% of our people expressed
that they are satisfied with how well-being
can be experienced at PwC Luxembourg.

2018
2017

WBI results evolution over
the last 2 years
61.2%

63%
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b. Mapping of existing actions and gap analysis
We have many actions in place for the different (human) energy dimensions. However,
most actions concern physical energy (such as various gym classes that we offer to our
people) and gaps must be filled in the dimensions of mental, emotional and spiritual
energy.

c. Building a network of well-being ambassadors
We have a network of 30 well-being ambassadors throughout the firm – mainly at
Partner and Director level – who are volunteering to help their team members and
colleagues apply the well-being approach to their daily working life.
Together with the PwC Luxembourg well-being leader, they will define the well-being
strategy for our firm. The steps they have already agreed on are to:
• offer a dedicated Be Well, Work Well workshop to all juniors when they join the firm
and to extend this session to our GO Senior events in FY 2018/2019;
• add more health and well-being related trainings to our general PwC Learning &
Development curriculum, for example on emotional intelligence and burnout
• establish a PwC Luxembourg well-being charter.
They are currently working to fine tune major initiatives that we wish to implement
going forward, one of them being the “Responsible use of Technology”, which we
describe below.

Responsible use of Technology
Adopting a responsible approach to technology is a key enabler for the health and
well-being of our people. Our working environment has drastically changed with new
communication and information technologies. This has had unprecedented impacts on
businesses, people and society at large. At PwC, we aim to “be a technology-enabled
innovator”. We see technology as a force for societal good and an asset for business
productivity in the first place. However, we acknowledge that it can have negative
impacts, too.

The Responsible use of Technology
will ease our mental exertion outside of
working hours allowing us to become more
efficient, motivated and innovative.
Quote from our people on the Responsible use of Technology
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With the introduction of digital tools in employment, the boundary between work
life and home life has shrunk. The digital devices we provide to all our workforce
bring flexibility and freedom, but also create an absence of limits, leading to excessive
interference in their private lives. Being continuously connected to devices can
undermine their mental and physical well-being: a constant use of e.g. smartphones
can cause disruptions to our day, lead to sleep deprivation, and affect mental charge. In
extreme cases, this can create conditions favourable to mental diseases, such as fatigue
or burnout. Understanding and managing these negative impacts helps us protect
our people’s health and well-being and will increase the quality of their professional
presence during the day.
That is why – as a priority topic of the Be Well, Work Well initiative – we commit
ourselves to a ‘digital dieting’ approach. A healthy digital diet means spending time
away from our connected electronic devices. It does not mean avoiding these devices
altogether but setting boundaries for when and how the firm uses these devices so that
each of us can balance their use with other aspects of our life.
The “Responsible use of Technology” will be established in our well-being charter.
It means that we grant the right to all our people to fully disconnect from work and
actively encourage them to take time off and recharge batteries. We expect all PwC
Luxembourg employees to use technology in a sensible and responsible way, both
within and outside of working hours.

For some of us, work has become
an addiction. Fostering a culture of
disconnection is a way to address this
addiction problem and protect our people.
Quote from our people on the Responsible use of Technology
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Our performance
In 2017, we committed to an ambitious target: zero burnout. To measure ourselves
against this goal, we take as a baseline a yearly report from the ASTF, indicating
the declared number of burnouts of PwC Luxembourg employees. Based on this, we
deplore an increase of burnout cases this year. We are conscious that every action we
put in place needs time to show results, but we also want to avoid denial and work on
the root of this very significant health issue. This remains a high priority topic for PwC
Luxembourg.

Burnout FY17

0.54

% of our total
headcount

Burnout FY18

15

clinically diagnosed
cases

0.77

% of our total
headcount

21

clinically diagnosed
cases

Applying the Responsible use of
Technology at PwC, we can serve as
a role model for our clients to positively
influence their own usage of electronic
devices.
Quote from our people on the Responsible use of Technology

Objective

Target

Metric

Baseline

Maintain a healthy workforce

Zero burnout

Number of burnout cases/year,
expressed as a % of our total
population

Number of burnout cases/year
declared by the ASTF in FY17
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Continuous Learning

Learning is growing, and education is a right at all stages of life.
Our firm is known for being an excellent training ground for our people, helping them
to develop market-leading expertise that is relevant to their job, their career and our
clients. Much of our learning and personal development takes place while we are
on the job, so we focus our Learning & Development (L&D) approach on practiceoriented learning. Working with clients and colleagues, experiencing their issues and
helping them to solve business problems represents a daily opportunity to develop our
knowledge and skills.
In parallel, we also provide formal learning opportunities, in the form of classroombased courses, workshops, seminars or eLearnings. In addition to that, we encourage
our people to acquire professional qualifications11 by granting them financial support
and time off.

FY 2017/2018

Days of formal
training per client-facing
employee

Total hours of formal
training12

Number of people who
followed professional
qualifications

Partners: 12 days
Directors: 8 days
Managers: 7 days
Staff: 7 days
Average: 7 days

168,255 hours

780

11. A professional qualification is a title or award granted by a professional body. Some of our
people need it to perform a specific work within a regulated environment. For instance, an
Approved Statutory Auditor (in Luxembourg ‘Réviseur d'entreprises agréé’) title is required to
sign statutory audit reports). Other professional qualifications are used to demonstrate expertise
towards our clients (e.g. ‘Certified Financial Analyst’).
12. Including classroom classes, e-learnings and external trainings.
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Building the workforce for long-term business performance
Sustainability is certainly a pressing topic on which we need to gain expertise. All of
our clients must incorporate societal needs and challenges in their daily activities.
And we must be able to understand, practice for ourselves and accompany them in this
endeavour.
In October 2017, an advisor of our UK firm, working closely with the “Cambridge
Institute for Sustainable Leadership”, held a session with the members of our market
committee, which includes all our industry leaders. The topic of the presentation
was: “Value at risk and shared value, global issues and their impact on PwC or… why
‘business as usual’ won’t work”. It became evident that we had to define the specific
sustainable challenges within our different industry groups:
•
•
•
•
•
•
•

Asset and Wealth Management
Real Estate
Banking
Private Equity
Insurance
Operational Companies
Government and Public Sector

Subsequently, we appointed seven industry champions on director level. Our CR leader,
Valérie Arnold, meets them every six weeks to explore new industry trends, define
drivers for strategic transformation and to consider how to integrate sustainability into
their industry plans. This is not an easy exercise and requires a lot of visionary and
creative thinking, a daring mindset and a multi-disciplinary expertise. Our aim is to
equip our industry champions to discuss sustainability with their clients and help them
find new sustainable solutions and business models.
We also decided to develop a more coordinated and articulated focus on sustainability
at firm level. We launched a dedicated Key Focus Area (KFA; see chapter ‘Societal
Impact’ for more information, page 47), which brings together all our industry
champions and leaders already working with clients on sustainable solutions 		
(see ‘Who we serve’ case studies, page 34).
To help build awareness at partner, director and manager level, we took the
opportunity to spend three hours with 100 of our Partners, Directors, Managers (PDMs)
at this year’s PDM meeting to discuss with them:
•
•
•

How the world we are living in is changing
What is the role of governments and business
What this means for each of us at PwC

Value at risk and shared value, global
issues and their impact on PwC or… why
‘business as usual’ won’t work
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Sharing our knowledge to build sustainability awareness in the
Luxembourgish business community
Besides our efforts to raise awareness internally, we also try to actively support the
local ecosystem by attending or hosting multiple workshops, seminars and roundtables
and by bringing together various stakeholders from the Luxembourgish business,
political and academic communities to share sustainability knowledge and exchange
experiences.
A recent example is the annual conference “Journée de l’Economie 2018” (Economy Day
2018), which was dedicated to “Innovation, growth and prosperity”. Following the
speech of our CEO John Parkhouse entitled “Creating a shared future in a fractured
world: what is the role of business?”, a workshop with over 60 registered participants
was dedicated to the subject of “How can businesses put a sustainable growth strategy
into practice?”.
During our Asset and Wealth Management (AWM) forum on 7 February, which is a
monthly presentation for our AWM clients, we gave a presentation on “Sustainability:
a new game changer for AWM players”. We presented the five megatrends as
our world’s long-term pervasive trends, as well as the pressing short-term issues
summarised by the ADAPT framework (see ‘Why we exist – our purpose, vision, values’
section for more detailed explanation of megatrends and ADAPT, page 7).
In March 2017, we organised a PwC Luxembourg Green Finance Day, where we invited
our Ministers Carole Dieschbourg (Environment) and Pierre Gramegna (Finance), as
well as several other high level experts from business, finance and politics. Together,
we discussed the opportunities we have in Luxembourg to become a green financial
centre, which new business models will arise from this and what the added value could
be to the environment and investors.
We also took the opportunity of the PwC Luxembourg NED
Day in June 2018 to make a presentation on “Sustainability:
what is in it for board members?”. On top of the megatrends
and the ADAPT framework, we introduced all the new,
upcoming regulations connected to sustainability issues,
such as:
• EU paper on sustainable finance
• Shareholders Rights Directive
• TCFD (Task Force on related climate finance
disclosure)
Moreover, following the invitation to be a guest lecturer at
Université catholique de Louvain-la-Neuve in Belgium, our
CR Leader Valérie Arnold gave a three hour training to the
students of the Sustainability Master programme on the relevance and methodology of
sustainability reporting.

Innovation, growth and prosperity
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Measuring the success of our actions

Sustainability training for partners

To evaluate the success of our Continuous Learning
efforts towards creating the workforce of the future,
we take the percentage of people trained on the topic
of sustainability as a key performance indicator. The
overall objective is to have 100% of our people trained
and equipped with the relevant knowledge and skills. We
are still at the beginning of this journey and we target
partners and directors levels first. We trained 145 people
in FY 2017/2018, representing 5% of our total headcount.

Sustainability is shaping the face of business. It can offer
us a world of new opportunities. Through a mandatory
training, our partnership will understand that developing
an appropriate approach to sustainability is the future
of our firm and its services. Knowing about the global
challenges (expressed in the 17 SDGs) and how they will
alter the risks and opportunities for our clients will equip
them to provide relevant solutions.

In order to achieve our objective of reaching 100% of the
PwC Luxembourg population, we are planning to extend
our training programmes extensively.

What’s coming next
Next year, we will focus on the development of two
learning tools:
• a specific sustainability training for partners and
• a CR/Sustainability e-Learning for our staff.

e-Learning for staff
We are also planning to launch an interactive online
training module for all our staff to build a sustainability
mind-set across the firm and understand the implications
of social and environmental issues in their own and
client work. The desired outcome of this e-Learning is to
make them look at business through a new lens.

Objective

Target

Metric

Baseline

Offering trainings to develop
knowledge/skills on new societal
trends, emerging sustainable needs
of the market, responsible business

100% of our staff has received a
training, under whatever form, on
sustainability issues

To be determined

To be determined
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Other material topics
Besides our above-described strategic sustainability challenges, identified by our
top management and stakeholders to be the seven most important topics for PwC
Luxembourg, we are nonetheless continuing and intensifying our work on the
remaining eight sustainability topics. Some of them are part of our long standing
systematic Corporate Responsibility approach, which we have pursued since 2007. It is
focused around relevant CR causes and based on five ‘CR pillars’, as we call them:

Diversity and Inclusion
Responsible Procurement
Environmental Impact
Local Entrepreneurship
Community Engagement
In this chapter, we will have a closer look at those selected additional sustainability
challenges.

Diversity and Inclusion
Responsible Procurement
Environmental Impact
Local Entrepreneurship
Community Engagement
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Diversity, Inclusion and why they are
critical to the workforce of the future
Diversity and Inclusion at PwC Luxembourg
At PwC Luxembourg, the winds of change are blowing, slowly but surely, as we keep on
deploying a substantial Diversity and inclusion (D&I) strategy. Speaking about this evolution,
our diversity leader, Vinciane Istace says, “It didn’t happen overnight. For over two decades,
we focused our efforts on gender equality.” Case in point, in 2000, among 30 partners at our firm, only two
were women. In 2018, out of 153 partners, 44 are women (representing 29%). Although this shows that we are improving,
the pace of change remains too slow. We have a uniquely high proportion of female partners (29%) when compared to our
network (EMEA 17% - Global 20%), the rhythm of progress should be higher for a big firm and brand like us.
Diversity & Inclusion is a network priority at PwC and our vision is to build a business that reflects the diverse world in which
we operate and bring the best of that diversity to our clients. We need the most talented people to serve our clients whatever
their profile, competencies, gender, ethnicity, race, age, sexual orientation, background or physical ability. It's this mix of
people who will bring the different perspectives, insights and skills we need to solve the world's most important problems.
Inclusion, on the other hand, is the action we take to respect and value individual differences. At PwC Luxembourg, diversity
is representative of the collective value that is greater than these differences. Working since several decades to stimulate
a nourishing D&I culture in our Luxembourg workplace, we have focused our actions on gender diversity and inclusion,
enabling both women and men to fulfil their aspirations and deploy their full potential.
Beyond gender, all aspects of diversity do matter, especially in a global and connected world as ours, considering the
dynamic and challenging cross-border environment.

We monitor the diversity dimension across the evaluation of three statements
present in our Global People Survey

PwC is an inclusive work
environment where individual
differences are respected and
valued.

I am satisfied with actions that
Territory Leadership has taken
to build a diverse and inclusive
work environment.

The people I work for are
considerate of how their
behaviours impact others.

Here are our favorable rates evolution over 3 years:
80%

PwC is an inclusive work environment
where individual differences are
respected and valued

70%

The people I work for are considerate
of how their behaviours impact others
I am satisfied with actions Territory
Leadership has taken to build
a diverse and inclusive work
environment

60%

50%

Diversity & Inclusion - average of the
dimension
40%

2014

2015

2016

2017

2018
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What did we achieve this year, concretely?
We believe that every individual, by virtue of his or her
uniqueness, constitutes the building blocks of the whole
that is diversity.
In our last report, we introduced the five pillars of
delivery that represent the way diversity and inclusion
are deployed at PwC globally and locally. With this
approach, we promote transversally our diversity
ambition: internally and externally, among our staff,
peers and leaders, within our business and people
dimensions. Every year, we ensure that we have several
actions in motion for each pillar.

Accountability of Leaders
We believe that every individual, by virtue of his or her
uniqueness, constitutes the building blocks of the whole
that is diversity.
In our last report, we introduced the five pillars of
delivery that represent the way diversity and inclusion
are deployed at PwC globally and locally. With this
approach, we promote transversally our diversity
ambition: internally and externally, among our staff,
peers and leaders, within our business and people
dimensions. Every year, we ensure that we have several
actions in motion for each pillar.

My Pledge: Our goal was, and still is, to engage our
leaders in building a more balanced firm in terms of
gender. Signing up to “My Pledge” has been one of our
prominent actions this year in this direction. Launched
by Luxembourg think-tank, Equilibre, the My Pledge
project insists on more diversity on panels at public
events and conferences. This is in line with the recent
global #NoWomenNoPanel movement. As part of this
initiative, we’ve committed to more gender diversity
among public speakers at the events we organise or
attend from now onwards.

Pay equity review: The pay gap between

men and women carrying out equal work globally is
approximately 20%, which widens to 45% for the top 1%
of earners and varies from country to country (source:
ILO 2016-17 Global Wage Report).
Although the figures in Luxembourg are better (an
average difference in pay of - 5.5%) putting Luxembourg
in third place among the European countries with
the smallest gender pay gap (according to Eurostats),
there’s still much work that remains to be done to reach
complete parity. To balance the pay gap, we need to
measure it! PwC Luxembourg decided to follow the
network recommendation to perform a pay equity
review. In collaboration with the Minister of Equal
Opportunities and an independent consultant, we asked
for an assessment of our Gender Pay Gap using the Logib
software.

Our results in a nutshell

Gender Pay Equity

-0.7%
-1.02%

2018
2011

Closing the gender pay gap: still a minor pay gap of 0.7% in favor of men
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Though the pay gap is in favour of men, it is not only
decreasing over the years but is also fully explained
according to factual elements such as professional
position (for - 4.9%), the higher level of requirements for
the position (for - 2.9%), the years of seniority (+ 1.95
in favour of women here!) and only - 0.7% is associated
with the sole notion of gender.
80.6% of our people do believe that men and women
receive an equal salary for a similar activity.
However, when we dissociate this statistic according
to gender, another perspective appears as 90% of men
support this affirmation for only… 69.5% of women.
There is a call for more transparent information to make
our women comfortable about the equality of treatment.
Concretely, we expect a woman and man of the
same grade, same approximate tenure, in the same
business unit and market with similar credentials and
performance to make approximately the same amount
of money. If there are significant gaps in pay between
these comparable employees, then those gaps should be
explored and, where appropriate, rectified.
Our next year goal is to apply for a pay equity
certification delivered by an independent body in view
of gaining not only a quantitative but also qualitative
understanding of our pay gap dynamics and ensuring we
stay the course with robust annual audits.

Pipeline of talents
Gender Equality Label:
Our efforts in building a gender diverse company
essentially come down to hiring the right pool of talents.
In our objective of reaching a balanced and unbiased
hiring target (50%-50% at junior level while 70%-30%
at experienced level to make change in small stages
achievable), we’ve committed ourselves to using a
Gender Equality Label on all our job offers published on
our career website so that each candidate feels welcome
to apply.

International Dual Careers Network
(IDCN):
Walk around Luxembourg and you will hear people
on the street speaking in a cornucopia of languages.
PwC Luxembourg is a microcosm of that world. In our
workplace, we have many employees who are expatriates
and have spouses or partners who’ve followed them to a
completely new country sacrificing their own career. To
help these “trailing spouses” penetrate the Luxembourg
job market, in May this year we co-founded the local
chapter of the IDCN International Dual Career Network –
a non-profit association formed through the collaboration
of companies, NGOs and academic institutions with
the purpose of facilitating the job search for mobile
employees’ partners, and providing member companies
access to a turnkey pool of talent.
In collaboration with the international network, we
also help the partners and spouses of mobile employees
in networking with HR professionals from leading
multinational companies and, most importantly, with
each other. We also propose a variety of other services
such as information on the local job market, help with
CVs, social and networking events and opportunities to
contribute meaningfully by volunteering to run some of
our activities.
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Increase our Diversity & Inclusion external footprint
Connected Women: We have also put effort into increasing our D&I footprint

externally by participating in or sponsoring external events to share and inspire a more
diverse market place.
One of our flagship events towards these efforts has been “Connected
Women” which entered its 11th edition this year. It is a yearly event
organised via the Women&Men@PwC committee & sponsored by
PwC’s Managing Partners at places chosen for their uniqueness and
singularity. Participants are exclusively women from corporate or the public sector and
the cultural world.
This year, we put the spotlight on women's contributions to research and innovation in
Luxembourg.

Awareness on Diversity & Inclusion among our people & leaders
Broaden our D&I curriculum: In our bid to raise awareness about diversity

and inclusion among our people, we have a dedicated D&I curriculum in place,
consisting of e-Learning. This year we have reinforced our curriculum by integrating
the following in our internal training platform:
• Implicit association tests. These tests improve our self-awareness, helping us to
gain a better understanding of our attitudes and preferences.
• Videos explaining what unconscious biases or blind spots are and how they can
potentially manifest themselves in the workplace.
• Myth buster quiz, which will challenge assumptions we might have about those
who differ from us. Challenging such assumptions helps to encourage more
inclusiveness.
• Inspiring speeches delivered by different leaders about confidence, stereotypes and
equality.

Boost Diversity & Inclusion as an internal influence
Experiencing our people Diversity concretely: On Thursday 17 May
2018, we celebrated Diversity Day Lëtzebuerg so as to explore
our diversity... in a culinary way.

			

We had a dream that all our 73 nationalities be represented by
cakes, baked by our people and shared in a tasteful cake banquet
during that day.
Because a cake is not only a cake, but also a story and a socialising
moment, this contest gave us the opportunity to open our minds to different cultures
and to delight our taste buds with new flavours.
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Responsible Procurement
Responsible or sustainable procurement refers to a purchasing process that takes into
consideration the economic, environmental and social impacts of an organisation's
spending.
No company operates on a standalone basis. The interdependency becomes even more
apparent during the business process, which in this case is buying goods and services.
Being socially responsible then becomes key in minimising negative and maximising
positive impact on the environment and on society while still meeting business
requirements.
At PwC Luxembourg, we are committed to respecting fundamental rights and reducing
the social, environmental and ethical impacts of our purchasing process.
We spend about €129 million per year on procurement where each category of good,
service and supplier has its own societal challenges and potential leverage.

Our 20 largest suppliers account for more than 45% of our expenditure and cover*:
Facility Management
(Catering, Security,
Cleaning…):

Insurances

IT (Equipment,
Telephone)

2.2%

2.8%

7.2%

Meal Vouchers

Subcontracting

Travel

External Data sources

4.8%

0.5%

3.1%

Building rental

11.7%

* expressed in relation to the total amount of purchases

1%

Car leasing

12.8%
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Getting to know what our suppliers think and taking appropriate
action
As mentioned in our last year’s report, we launched a supplier satisfaction survey
in 2016. Our goal was to gain qualitative feedback from, and foster long-lasting
relationships with, our suppliers. We also want to improve our supply chain processes
accordingly.
We contacted 88 providers of goods and services and asked them questions that ranged
from whether they’re satisfied working with PwC Luxembourg and if it’s a fair relation
to what they think we’re good at and which things need more work.
Given that this was our very first survey, the results were promising with a 30%
response rate and 78% of the respondents “satisfied” in their supplier relation with PwC
Luxembourg.
As for aspects that should be improved, there’s a need to work on our requirements
specifications, our feedback when a supplier is not selected and information regarding
our delivery policies. Most suppliers would also like to be kept informed about our
corporate responsibility (CR) initiatives.

Satisfaction rate

89%

100%
90%

Rate

80%

First supplier satisfaction
survey

70%

60%
50%

40%
30%
20%
10%
0%

Charter of Responsible
Purchases

0%

Supplier performance
evaluation system

2011

Year

2017
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6%

2%
4%

21%

8%

7%

18%

7%
7%

10%

What points to keep
to maintain a good
relationship

21%

What points to
improve for a better
relationship?

7%

15%

11%
13%
n
n
n
n
n
n
n
n
n

14%

15%

Expertise of the persons you are in contact with.
Phone or email communication: availability, responsiveness, pleasantness.
Quality of the negotiation process.
Clarity, accuracy, comprehensiveness of our needs
General feedback (in both cases: chosen or not chosen): Usefulness, frequency and relevance.
Respect of the payment deadline.
Delivery information: place, contact person, date, deadline.
Order confirmation and details: clarity and accuracy of the order form.
Others.

n
n
n
n
n
n
n
n
n

14%

Deadline requirement.
Clarity, accuracy, comprehensiveness of our needs.
General feedback (in both cases: chosen or not chosen): Usefulness, frequency and relevance.
Phone or email communication: availability, responsiveness, pleasantness.
Delivery information: place, contact person, date, deadline.
Expertise of the persons you are in contact with.
Order confirmation and details: clarity and accuracy of the order form.
Others.
Quality of the negotiation process.

4%
11%

35%

4%
Extremely committed

Are our suppliers
committed to CR?
Not committed at all

15%
31%

We asked our suppliers how committed
they were in CR practices on a scale
of 1 to 10 (from not committed at all
to extremely committed). 85% of our
suppliers are committed to CR, 35% of
whom are "very committed". 15% are
not committed, out of which 4% are
not committed to CR at all. Overall, our
suppliers are mostly committed to CR
and would like to be more informed on
our CR policies.
Based on these responses and feedback
from our suppliers, we have already
taken several measures, the most
important of which is to establish
a common charter for responsible
purchases for all our suppliers.
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Charter of Responsible Purchases
In order to make sure that the principles of sustainable development that drive all of our
business practices are integrated into our relations with our suppliers, in June 2017, we
launched our Charter of Responsible Purchases (available on our website).
The aim of the charter is to establish a common reference framework between our
purchasers and our suppliers, as well as any subcontractors they may have. It helps
anyone going through the charter understand the responsible purchasing approach
adopted by PwC Luxembourg.
In order to develop sound business relationships, we make the effort to ensure that our
suppliers respect the Universal Declaration of Human Rights and the ethical, social and
environmental requirements. Our Charter of Responsible Purchases details both our
expectations of our suppliers and our commitments to them.
For all purchases following its launch, we expect our suppliers to apply the charter
and comply with the legislation in force along the entire supply chain process. PwC
Luxembourg reserves the right to cease all relations with suppliers who fail to respect
or enforce the requirements mentioned in the charter.
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Choosing sustainable and ethical goods and service providers
We encourage the local economy. Whenever possible, we give priority to providers
from Luxembourg or the surrounding Greater Region to ensure traceability, limit the
environmental footprint of transport and stimulate employment in the area. Today,
more than 81% of our suppliers are located within this region and 19% are from the rest
of the world.

Percentage of suppliers in the Benelux, DE and FR regions:
BE

DE

FR

8%

3%

3%

LU

59%

For electricity (0.53% of our yearly spend), the Luxembourg Energy Office provides us with
100% green electricity generated from wind and waterfall. More than 60% of the food we
serve in our canteen is from the Greater Region. Out of this, 22% has the "Sou schmaacht
Lëtzebuerg – Tasting Luxembourg" label to certify that the products originate from
Luxembourgish agriculture, viticulture and horticulture.

Dealing in fairness and creating value
Being responsible also means being fair (financially and otherwise) with all our providers.
Since the beginning of this year, we have focused on improving ways in which to pay our
suppliers more efficiently. To avoid invoice related time-consuming complexities, thereby
delays, our goal is to anticipate the entire process. We are committed to paying invoices
within 30 days (net) of receiving them, in accordance with Luxembourg and EU law.
In all our purchasing processes for goods and services, we take into consideration the total
cost of ownership (TCO - costs associated before, during and after a purchase) and not just
the upfront cost of a good or a service. TCO reflects the entire life cycle and the sustainability
associated with each phase of the life cycle. By considering the TCO, we make sure that
there is fair price comparison for our purchases, we also take into account the recyclability
of the product in the long run and all maintenance costs associated with it and make our
procurement decisions accordingly. For example, when we buy glass cups for our coffee
corners, we try to take into account the cost – not just financial but also ecological – it will
entail for their upkeep (the amount of water and dish washing soap used to clean them,
electricity used in running the dishwasher etc.).

NL

8%

94 - Annual Review 2018

Our Environmental Impact
Managing our carbon footprint
We, as a large service company, are very much aware
of our environmental impact and have been trying to
reduce it by mainly focusing on managing our carbon
footprint. We acknowledge that this initiative is
restrictive but carbon footprint turns out to be the most
significant environmental impact our activities generate.
Our carbon output comes mainly from our people’s daily
commute to and from our offices. As explained in our
last report, 55% of our employees travel to work from
one of the neighbouring countries (Belgium, France and
Germany) each day contributing to around 70% of our
total greenhouse gas emissions (GHG). Understandably,
we focus our efforts on mobility as a real challenge
and try to come up with solutions to reduce our carbon
footprint.

Carpooling by PwC is one of our major initiatives in

this direction. Launched in January 2017, it’s a free
application that has been gaining momentum ever
since its conception. The carpooling solution, which is
available to the company's employees via a smartphone
application, allows people to find carpooling partners
by means of an interactive map and to reserve a parking
space offered free of cost to the carpooling users. This
mobility solution represents an advantage for our
employees, such as economic earnings and conviviality,
while limiting the impact on the environment.

In this context, our organisation was recently solicited
by the City of Luxembourg for the launch of their new
carpooling application “CoPilote” wherein some of our
employees became “testers” and could give their opinions
on the service.
Working together with the local Government is
something that highlights our efforts towards solving
mobility issues. We actively participate in and organise
public conferences and workshops that discuss solutions
to the problems faced by daily commuters. For example,
ours was one of the corporate organisations that
participated in the mobility segment of the Climate
Innovation Lab, organised by the Government, this year.
Another prime example is our Mobility Day. The annual
event, organised by PwC Luxembourg, brings together
operators from all over the country such as CFL, the City
of Luxembourg, Mobilitëit, etc. and provides the occasion
for an open discussion on various mobility issues.

Carpooling by PwC won the
People’s Vote Projects Award at the
Luxembourg Sustainability Forum
2017. The application was nominated
in the Mobility Solution category of
the forum.

From January 2017 until May 2018, 21,401 people
have taken part in this initiative and we’ve registered over
8,000 carpooling trips.
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There are various other projects that we have undertaken or have in place to
improve our mobility issues:

Community@PwC

Mobility survey: We strongly believe that our daily commute can be improved by
choosing alternative modes of transport and by changing our travel habits. In view of
this, we organise a mobility survey every year to assess the travel habits of our people
accurately and to seek their opinion on alternative travel solutions. We adapt our
mobility solutions according to the responses we receive.
Kussbus: PwC Luxembourg helped Kussbus, a door-to-door shuttle service, launch
their project wherein our employees became “testers” of the service and could commute
for free between Luxembourg Glacis and its surrounding areas and our offices in
December, 2017. This gave the start-up valuable visibility in the Grand Duchy where the
private service is now up and running.
Car sharing: Since 2013, we have a car sharing practice in place wherein our people
have access to a fleet of 15 electric and fossil-fuelled cars, made available by PwC
Luxembourg together with LeasePlan SwopCar, for business and personal trips.

2016

2017

2018

Professional use

1102

2711

4898

Personal use

1336

3740

6476

Total

2438

6451

11374

Number of daily users

354

544

704

Number of subscribers

600

893

932

Setting up a bike sharing station and a dedicated microsite on mobility
news
Continuing in our efforts of integrating sustainable modes of transport in our daily
commutes, we are in the process of installing a “vél'oh” bike sharing station at our
offices which will be linked to the city of Luxembourg by the end of October 2018. This
initiative, undertaken in collaboration with the City of Luxembourg, will also allow all
employees of our company free access to the entire bike sharing scheme of the city.
We have also created a microsite to keep our employees abreast of all these
developments and to communicate and disseminate information on mobility issues.

Carsharing
Bike
Company Car
Flexi car
JobKaart
M-Pass
Carpooling
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Staying environmentally friendly
Besides our efforts to effectively manage our carbon footprint, we are also dedicated to
have an all-round sustainable approach when it comes to our operating methods.

Target “zero plastic”
We are slowly but surely moving towards reaching our goal of “zero plastic”. In the past,
we already got rid of plastic cups and stirrers from our coffee corners and canteen and
replaced them with glass cups (we avoid 858,878 waste per year) and teaspoons (we
avoid 280,000 waste per year).
This year, we have applied a “no-straw” policy in our premises in partnership with our
suppliers to cut down even more on our use of plastic. We also have strict policies when
it comes to food packaging: packaging for hot meals are made with 100% compostable
sugar cane fibre and take away desserts are handed out in biodegradable cups. We also
use biodegradable garbage cans for organic waste removal.
As an objective, we will pledge for the #imsplasticpledge to reduce the use of single-use
plastics.

Waste reduction
When it comes to waste sorting and reduction, we still have room for improvement and
have them as targets in our Vision 2020. But we do already have several measures in
place:
• We collect and recycle our coffee capsules and are in the process of improving our
methods of waste sorting in our canteen. For our cleaning waste, there are separate
bins for cans, bottles, plastic and paper.
• We have implemented a “follow me” printing system with our supplier, enabling
better print management and limiting waste. Documents sent for printing are only
printed when the person who sent the document scans their employee badge at the
printer. Print jobs that are not confirmed by the employee’s badge being scanned at
the printer are cancelled after 24 hours. We also have a contract with an external
supplier to recycle ink cartridges.
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Fostering Local Entrepreneurship
As part of its national strategy, Luxembourg aims to strengthen the entrepreneurial
spirit of its population and to actively support the development and growth of start-ups.
In line with this strategy, PwC Luxembourg has entered into numerous partnerships
and volunteering schemes with local institutions, incubators and NGOs. Through these,
dedicated internal resources support various programmes and activities throughout
Luxembourg on a voluntary basis and during their work time.
An internal team is responsible for coordinating social and non-social entrepreneurship
efforts with our partner organisations and ensures that PwC plays its part in giving
(something) back to the society it operates in, thus actively contributing to the
development of the local economy as a whole. Some examples of concrete actions
performed between July 2017 and June 2018 are described below.

Association

Programme

JEL

Fit for Life

NYUKO

IMS
ASTI

Jacques Vandivinit,
Advisory Director

Number of PwC Number of volunteering
volunteers
hours
3
72

Youth Enterprise Project

6

56

1-2-3 GO

2

10

1-2-3 GO IMPULS

6

30

Partners with Impact

1

8

Connections

4

30

Total: 22

Total: 206 h

PwC Luxembourg further expressed its commitment to fostering corporate
responsibility (CR) among its employees by strengthening its cooperation with Jonk
Entrepreneuren Asbl. (JEL), NYUKO, IMS/6Zero1 and ASTI. This meant increased
participation in some of their programmes and more time spent in supporting local
entrepreneurs and non-profit type organisations. Overall our employees dedicated
more than 200 hours to these activities.
An initiative we have now supported for a number of years is the JEL’s Fit for Life
programme. It teaches students about entrepreneurship, creates awareness for the real
challenges of the adult world and encourages them to be curious about life after school
and academia. The three PwCers, who volunteered in this programme, gave two to
three lessons each, committing a total of 72 hours to the programme. Our volunteers
greatly appreciate the time they get to spend with the students and tend to extend their
commitments over time.

Jill Wenger,
Senior Advisor
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Some years ago I was asked to volunteer for the
association "Jonk Entrepreneur" for the programme "Fit For
Life". From the very beginning, I liked the idea of going into
the schools and preparing the kids (14-16 years) for their
life "after school". We teach them some basic
concepts: the importance of a budget; the
difference between gross and net salary; what
an insurance is; what a credit is and what costs
are linked to these etc.
I'm always surprised by how naive and
unprepared some teenagers are. But, on the other
hand, they like a third party (not a teacher or a parent)
to explain these subjects to them. The feedback I receive from
kids is great and it motivates me to continue.
Having participated for a number of years, primarily in the
"Sportlycée", I have recently increased the number of classes I
volunteer for to three per year.
Patrick Schon, Audit Partner

Another important JEL programme that we continue to support is the Young Enterprise
Project (YEP), which spans over the entire school year, and provides coaching and
support to students developing their own business during their BTS (Advanced
Technician Certificate) year. Our six participating colleagues/employees provided
coaching/advice to four teams comprising four to six students throughout their
businesses development process, starting from the design of the initial concept to the
presentation of their final business plan. We were happy to discover that two of the
teams qualified for the final round of the competition and we are hopeful that they will
continue their journey as young entrepreneurs.
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I am delighted that the JEL has worked hard to create impactful programmes for
the iGens, the YEP programme being one of many. YEP introduces students to the
start-up life and brings them closer to entrepreneurship.
I am proud to contribute actively to this impactful cause. Every year, we guide
multiple teams through this fierce competition and hope to provide them with
valuable input. We help them on the business plan, advise on its feasibility and
prepare them for the pitches in front of the final jury.
It is exciting to see the eagerness and passion in their eyes to be successful. It is clear
that not every team can win the competition and not everyone will continue this entrepreneur lifestyle
after the programme. In any case, they will have learned valuable business and soft skills that will
serve them in their future challenges. And who knows, perhaps they will be faster back on the (startup) track than planned.
Jacques-Félix Wirtz, Senior Associate in Digital Services

Another long-term engagement of PwC Luxembourg is
its support to the 1-2-3-GO programme(s). In cooperation
with Nyuko, we increased our participation in the 1-2-3GO and 1-2-3-GO IMPULS programmes, which support
entrepreneurs in the various phases of their development.
Entrepreneurs are provided with some of the key skills they
need to set up a business and given the opportunity to pitch
to a jury and win start-up money. Overall, eight colleagues
spent a total of 40 hours reviewing/evaluating the business
plans of five aspiring entrepreneurs, assessing their viability
and the completeness of their plans. As in previous years,
PwC Luxembourg also hosted a number of speed-coaching
events allowing entrepreneurs to meet up to 10 coaches
and experts in one single afternoon to receive advice on the
various challenges entrepreneurs face, like the investment
model or the marketing strategy.
PwC Luxembourg also expanded its cooperation with ASTI,
which supports immigrant workers to adapt to the local
working culture via the Connections programme. This
programme accompanies immigrant workers throughout
the administrative procedures required to work in
Luxembourg, prepares them for their job interviews and
explains the local history and culture to the participants thus
supporting their successful integration. Four PwCers spent a
total of +/- 30 hours in workshops/one-on-one meetings to
prepare immigrant workers for potential job interviews.
In addition to these programmes, we regularly support local
start-ups and NGOs especially those active in social work.
Our firm has put a particular focus on those entrepreneurs
that are aiming to create societal value in line with the
Sustainable Development Goals (SDGs).
These skilled volunteering activities are greatly enriching to
our PwC Luxembourg employees providing them – and our
firm – with a source of inspiration, and a platform, to add
value and create real impact in the society we live and work
in.

Participating in the simulation
of job interviews with refugees
in Luxembourg was an eyeopening experience. Not only
did I contribute to the efforts to
reduce the unemployment rate
of refugees but I also realised
that the recommendations
provided helped refugees to better recognise their
own potential and the valuable skills they could offer
to the labour market. The support provided through
one-on-one coaching and strategic career guidance
made me step out of my comfort zone and enabled
me to gain heightened awareness and sensitivity
to the cultural aspects of refugee integration. A
rewarding experience with a promising outlook that I
can only recommend!
Olivia-Kelly Lonkeu, Senior Associate in
Public Sector
One year ago, I started to collaborate
with ASTI and to help them
train and prepare migrant workers for
job interviews. Being active is key for a
successful integration but coming from
a different culture, having a different
background may prove to be a real
challenge when you apply for a job in
Luxembourg. This is where I am trying to help
them to understand the expectations of a recruiter. What ASTI
is achieving in Luxembourg is terrific and I am proud to support
them with this small contribution.

Stéphane Rinkin, ECF Real Estate Partner
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Community Engagement
There is a saying that there can be no sense of
community without a sense of caring. Getting involved in
activities that bring positive impact to our communities is
not just an add-on to our business. From directly working
with local associations to leveraging our people's skills
and experience in various community-building projects
throughout the year, we are trying to maximise our
positive community impact, which is the main benefit.
At the same time, encouraging our people to volunteer
helps to build a happier and healthier workplace and
strengthens the reputation of our brand.

Don’t take it from us. Listen to
what our people have to say:

My Project – Giving back to the community
and beyond
One of our flagship initiatives to this end is My Project,
which allows our employees to have up to 80 hours
available to share their skills or invest their time in
a humanitarian or social project and support any
association of their choice.
The conception of the initiative was led by the belief that,
with almost 3000 people representing a wide gamut of
talent, we could definitely put our skills to good use. We
are convinced that through My Project our colleagues get
the unique opportunity of enriching themselves by giving
back to the community and beyond.
This year, 18 projects have already been accepted. The
scope of the accepted projects ranges from conducting
financial analyses of NGOs and providing help in
employee upskilling to building school infrastructures
and helping underprivileged children.

I really liked the idea of using
the skills of our daily work and applying
the knowledge I acquired at PwC in a
completely different context, with the
purpose of helping people in need. I
chose TETO in Brazil because I really
liked the youth led organisation and their
continuous impact on the communities
they work in.
Julia Baumüller, Senior Auditor
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My Project helped me broaden
my mind, and it made me see
the “issues” we face in Luxembourg in a
new light, especially during the weekend
I spent on site. The positive attitude and
motivation of the volunteers, as well as
the generosity of the people whom I
helped with construction inspired me a
lot. You do not need to possess a lot to
make an impact on other people’s lives.
Mark Cosar, Senior Advisor

We had the opportunity to realise “My
Project” in Odessa, Ukraine, working for daycare centres under the NGO “Living Hope”,
which is active in the field of social inclusion
of disadvantaged families, children and youth.
We typically helped prepare the meals together
with the children, but we also organised playing
sessions with them, ranging from board and cards
games to soccer. We also made handicrafts with
them and participated in language and dance
classes. The project helped us develop our social
skills and non-verbal communication, even in
situations when it was difficult to communicate.
We were very impressed by the excellent manners
of the children. They were very grateful for our
presence and always ready to help. You could
really see the impact the work and effort of the
NGO is having in this area of the city. We were very
happy and proud to be a part of it.
Quentin Barlier, Senior Auditor
Theresa Schmid, Senior Auditor
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Scope of
My Project for
FY 2018

Ukraine
Living HOPE

France
Inner Wheel Grenoble
Club

Ecuador
TECHO

Peru

Brazil

Emil Cusco, Solidperu

TETO, AIESEC
Florianopolis

Bolivia
Bolivia Digna

Uruguay
TECHO
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India
Kaligat Home for the dying

Nepal
Ailleurs Solidaires

Cambodia
Pour un sourire d'enfant,
JWOC

Kenya
FUNGANA

My Project time and expenses
from 1 July 2017 to 30 June 2018: 2216 hours
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Local engagements for local impact
We strongly believe in the saying “charity begins at home”. Thus, our local community
engagements are not only a way to support associations of Luxembourg and of the Greater
Region but they are also close to our heart. Our efforts are concentrated towards associations
that our people are actively involved in and whose focus is education or health.
From Crystal Park to the Moon
Started last year, our “run/walk for a purpose” event
encourages volunteers from our company to walk or run the
distance from our offices to the moon (384,400 km) and record
the kilometres covered. This year, more than 420 contributors
took up the challenge. We reached our 2018 goal of 50,000 km
and donated the sum of 2,500€ each to three Luxembourgish
charities: Centre Damien de Molokaï, Fondatioun Kriibskrank
Kanner and RYSE Luxembourg.
Be Pink!
In February this year, PwC Luxembourg staff participated in the “Be Pink”
event to support the Luxembourg Institute of Health and Association Parkinson
Luxembourg. Participants had to wear something pink, take group or individual
selfies and share them on their social networks and on our Facebook page. We
reached 250 shares and donated the sum of 2,500€.
Relais pour la Vie
Since 2007, PwC Luxembourg has been sponsoring the 24-hour Relais pour la Vie (Relay for
Life) to support people suffering from cancer and to celebrate
life. This year, the 13th edition of this major event saw 10,000
people come together in the name of solidarity and life.
On behalf of PwC, more than 150 employees, along with
their friends and family members participated and a sum of
15,000€ was donated to the Fondation Cancer.
MAD (Make a Difference) Day
An integral part of our core values, “making a difference (MAD)” in the lives of our people,
our clients and in the society is something that we strive for. This year, our traditional Staff
Day gave us another occasion to put this into practice.
For this very special edition of our Staff Day, we invited our people to meet 47 charities
and NGOs from Luxembourg and the Greater Region in our premises. The morning was
dedicated to a variety of activities for different causes where more than 600 volunteers from
PwC Luxembourg took part in various charitable actions
(cleaning a public park or donating blood, for example). In the
afternoon, we got to know and help the associations present.
This gave our employees the opportunity to connect and
better understand the activities of the various associations
and the challenges they face and to pledge benevolent time
and/or money for the charities they feel close to. 40,000€
was distributed with the help of MADCoins, our e-currency for the day and, in addition,
122 PwCers pledged to help 29 different NGOs. The staff also got to vote for their favourite
associations. Fondatioun Kriibskrank Kanner, SPA Thionville and Kanner Wonsch got most
of our votes and, therefore, extra donations of 5,000€, 3,000€, and 2,000€ respectively.
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Spicy 3
A recent addition to the list of our charitable ventures is the Spicy 3 triathlon. The
unique event, organised by Handicap International Luxembourg, brings together
teams of three consisting of two “able-bodied” members and one member with a
physical, sensory or a mild mental disability. Although the goal of the triathlon is to
raise money through team sponsorships for the
children’s foundation L’Hymne aux Enfants, the
event in itself is much more than a fundraiser,
as explains Francois Gerard, a PwCer who
constituted one of the teams sponsored by PwC
Luxembourg: “it was heart-warming and very
inspiring to see the motivation and zeal of the
team members take that first step, go through the
race with determination and reach the finish line.”
This year, five PwC teams have registered and
have collected €1000 each, over the year.

De Klenge Maart and De Klenge Chrëschtmaart
Since two years already, we are running our klenge Maart - our small farmer's market
where local producers get to sell their products to our employees every Thursday from
April to September. A spin-off of the tradional klenge Maart, de klenge Chrëschtmaart,
opens shop at our premises in December. Last year, the small Christmas market took
place on 15 December in the atrium and, besides meeting and buying from the regular
local producers, our staff had the opportunity to support four charities who were also
present for the occasion: Fondation Wonschstär, Nuestros Pequeños Hermanos, Ateliers
Kräizbierg and Toutes à l'école.

Our philanthropic projects and contributions FY 17/18
Programme

Beneficiary Association(s)
Centre Damien de Molokaï,
Fondatioun Kriibskrank
Kanner, RYSE Luxembourg
Luxembourg Institute of
Health and Association
Parkinson Luxembourg

Number of PwC
volunteers

Cash contribution

420

€7,500
(€ 2,500 each)

250

€2,500

Cancer Foundation

150

€15,000

47 different associations from
MAD day Luxembourg and the Greater
Region

1,700

€50,000

10

€5,000

Total:

Total:

From Crystal Park to
the moon
Be Pink!
Relais pour la Vie

Spicy 3

L’Hymne aux Enfants

2,530 volunteers

€ 80,000
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What we are planning to do next: Deep
dive into SDGs
Considering the rapid pace of change in the world
currently and based on our conviction that societal
problems cannot be solved by governments and NGOs
alone, we believe that it is businesses like ours that must
play an active role in making our world change for the
better.

What we have already done:

Mapping our 15 sustainability challenges with SDGs

What is next:

Assessing our firm’s overall activities against the
SDG framework
With the ratification of the 17 SDGs introduced by the
United Nations in 2015, the way we do business has the
potential to fundamentally shift. They represent both an
articulation of the world’s most pressing environmental,
social and economic challenges, and a universal action
plan on how to tackle them.
Digging into the SDGs will be a critical exercise for us.
Not only will we have to play a role in achieving them,
but we will also have to transform our services and
business conduct accordingly in order to stay relevant.
In the case we do not succeed in bringing SDGs to a
strategic level for our firm, it is our own sustainability
that is at stake.
We need to think of them as a business opportunity, as
a driver of investment, and tackle them like any other
business case. In pursuit of this ambition, we need
to transform them from a CR intention to an integral
business process, making them fundamental to our
business strategy and embedding them in our ‘business as
usual’. Like this, we will be able to create shared value for
both ourselves and society at large: (1) maximising the
competitive value of solving social and environmental
problems for our firm and (2) using our power of scale to
create real change on these same monumental problems.

From mapping our sustainability challenges
with SDGs to assessing our firm’s overall
activities against them
As explained in the introduction part to this ‘How we
embed sustainability’ chapter, we have already made an
attempt to map our 15 sustainability challenges with the
SDG framework (see page 41). However, as we would
like to better understand how concretely we can help to
achieve the SDGs – both through our service offerings
and on a corporate level – we would like to go one step
further. Our aim is to assess and evaluate our firm’s
overall activities against the SDG framework.
To do this, we need to answer a number of questions:
• Are we able to align our activities to incorporate the
SDGs into our core services and overall strategy?
• Which SDGs should we consider that are important to
our stakeholders, including governments?
• Which SDGs to prioritise? Which are the most relevant
ones to monitor and report on our impacts (both
positive and negative)?
Going forward in our sustainability journey, we have
started to work on an extensive SDG assessment in order
to identify the areas where we could add the most value.

This is how we do it
We go through all 17 SDGs and their 169 sub targets, line
by line, to check whether or not there is a link between
the sub target and PwC Luxembourg activities. In case
there is, we determine:
1. in which of our core activities the impact occurs
(assurance, tax, advisory or central services)
2. whether the impact we have is positive (marked
with a ‘+’) or negative (marked with a ‘-‘) to the
achievement of this SDG objective
3. how strong the impact is on a scale from +3 (highly
positive) to -3 (highly negative)
4. whether the impact is direct or indirect
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Where we stand today
The SDG assessment is a very complex work, which requires a lot of thinking, internal
exchange and discussion. We have just only started our work and are not ready yet
to provide holistic results. However, as part of our first findings, we have identified a
number of iconic projects, with which we are positively contributing to one or more
SDGs. We present some of them in the ‘Who we serve’ section (page 34), assigning the
corresponding SDG to them.
For our next stakeholder engagement, which is foreseen for November 2018, we are
also planning to ask feedback from our stakeholders on what are their key expectations
concerning our contribution to the global sustainability agenda. Aiming to strengthen
our strategy with the SDGs, we need their views on how they believe we can maximise
our positive contribution, and minimise negative impacts on these 17 goals.
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This year, we will continue to work intensely on it and we are expecting to come up
with our SDG assessment results in our next Annual Review.

als

n&

un

mp

co

on
ib l

ble
na

t ai
us
-S

al
Go

11

ec

ci t

qu

ie s

ali

&

t ie

s

in f
in e
ed
uc
al
Go

10
al
Go

mm

str
ra

gr
ed

-R

us
nd
-I

9
al
Go

n&
t io
va

no
tr y
, in

tw
en
ec

-D
8

al

om
on
ec

or

k&

cle
&
le

ab

-A
Go

7
al
Go

ic

gy
er
en

an

sa
nd
ra
f fo

le a
-C

6
al
Go

rd

nw

ate

qu
re
de

en
-G
5

al
Go

4
al
Go

ali

at i
ed

ua
-Q

oo
-G
3

al
Go

uc

&
lth

lity

dh

un
oh

-N
2
al

ea

ge

r

ty
er
ov
op
-N
Go

1
Go

al

PwC's impact on SDG (Positive/Negative)

10

ty

on

we

llb

ni t

e in

at i

g

on

ow

uc

th

t ur

e

uc

t io

n

Leading in changing times for our Clients, our People and Society - 107

108 - Annual Review 2018

Our firm
seen from
the inside

03
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Ownership

Part of the global network

PricewaterhouseCoopers Luxembourg, operating as a
Société coopérative since 1 July 2012, is a limited liability
company incorporated under Luxembourg law. It is
registered with the Luxembourg Trade and Companies
Register under number B 65477 with a subscribed capital
of EUR 857,450 and a total of capital and reserves of EUR
23,216,220.68 at 30 June 2018 and is registered as an
approved audit firm (“cabinet de révision agréé”) as per
the Law of 23 July 2016 on the audit profession.

PwC is a global network of separate firms, operating
locally in countries around the world. PwC
firms are members of PricewaterhouseCoopers
International Limited and have the right to use the
PricewaterhouseCoopers name. As members of the
PwC network, PwC firms share knowledge, skills and
resources. This membership facilitates PwC firms to work
together to provide high-quality services on a global scale
to international and local clients, while retaining the
advantages of being local businesses – including being
knowledgeable about local laws, regulations, standards
and practices.

Our firm is owned by individuals providing audit, tax or
advisory services in Luxembourg. A majority of voting
rights are in the hands of shareholders who are registered
approved statutory auditors (“réviseurs d’entreprises
agréés”) and members of the IRE (Institut des réviseurs
d’entreprises). A majority of voting rights are in the
hands of shareholders who are also registered accountant
(“experts comptables”) and members of the OEC (Ordre
des Experts Comptables).
Our Firm is registered with the PCAOB (the US Public
Company Accounting Oversight Board), the JFSA (the
Japan Financial Services Authority) and with the BVI
(British Virgin Islands) Financial Services Commission.
PwC Luxembourg has three fully owned operating
subsidiaries which are PwC Academy S.à r.l., PwC TASC
S.à r.l. and PwC Tax Information Reporting S.à r.l which
qualifies as a PSF (“Professional of the Financial Sector)
regulated entity.

Being a member of the PwC network means firms also
agree to abide by certain common policies and maintain
the standards of the PwC network. Each firm engages
in quality control and compliance monitoring activities,
covering the provision of services, ethics and business
conduct, and the compliance with specific, strict
standards for independence monitoring and protection.
You can read more about our Firm’s policies in terms of
independence, conflict of interest, as well as legitimacy
and ethics in the sections dedicated to these material
topics.
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Governance
First of all, PwC in Luxembourg is a Partnership,
meaning that Partners carry out their activities with
certain autonomy and an entrepreneurial mindset. It is
a group of professionals and entrepreneurs that share
common views and business objectives and combine their
efforts to the benefit of the firm, its people and its clients.
The Firm and each of its Partners intend to promote at
all times a one-firm approach which will be applicable
to all its activities and to all affiliates in Luxembourg
notwithstanding the fact that they are each a separate
legal entity.
Partnership means also that the Partners are paid on
the Firm’s results. It is a profit sharing regime designed
in order to measure the contribution of Partners
to strategies, policies and plans of the Firm and to
determine, by reference to their performance and
evaluations and to the Firm performance, their Profit
Share annual allowance.
Partners have delegated the overall responsibility
for strategic, business, operational and financial
management of the Firm to a Country Leadership Team
(CLT). The CLT is composed of the CEO, who is elected
for four years by the Partners, a Deputy to the CEO, who’s
also currently the Financial Services leader, a Tax leader,
an Audit and Assurance leader, an Advisory leader, a
Compliance and Risk leader, a Finance and Operations
leader, a People leader, a Clients and Markets leader, a
Strategy leader and a Chief Transformation Officer.

I am excited by the pace and scale
of change I see today across our clients' and
our firms. I think I may speak for many CEOs in
saying that the pace of change in all aspects
of business today means our role is as exciting
as its ever been, and as scary, as we seek to
find the best answers in a world where there
are few right ones. Our level of investment today
is unprecedented in both the dimensions of
what we do - first, in terms of enhancing and
transforming the expertise and the solutions
we can bring to our clients; and second, in
terms of how we operate with the introduction
of some of the world´s leading cloud-based
solutions globally to equip our people to serve
our clients in ways we can only now imagine to
be possible. In our report, we speak of several
such initiatives and it is also the moment to
reflect on the impact we want to have, as one
of Luxembourg´s biggest services companies,
on the economy, the environment and our
society as a whole. Our sustainability journey,
still in its starting blocks, is critical for our longterm success and is progressing in the right
direction in small but concrete steps as we
work to transform in this aspect across all that
we do and (perhaps) to act as an inspiration
for others. I’m convinced that, with the unique
wealth of expertise and the diverse mind-set
and sheer energy
that our people bring
to the table, we will
continue to positively
support the growth of
our people, our clients
and - ultimately - our
country in the years of
continued change to
come.
John Parkhouse
CEO

Leading in changing times for our Clients, our People and Society - 111

Internal organisation of the firm
Strategy
Committee

Transformation
Office

Supervisory
Board

Country
Leadership Team
(CLT)

Corporate
Responsibility

Market
Committee

Assurance

Advisory

Internal Audit

ISMS
Steering
Committee

Corporate
Services

Tax

Human Capital
Risk and
Compliance

Operations

Knowledge,
Research,
Marketing,
Communication
and Pursuit &
Proposals

Territory
General Secretary
Office of General
Counsel
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Rima Adas
Deputy CEO and Financial Services Leader
Rima is the Deputy CEO and Financial Services Leader at PwC Luxembourg.
One of her main responsibilities is to make sure that all our services are
aligned, are “go-to-market” ready, and, most of all, are client-focused. As the
FS leader at PwC EMEA, a position that she holds since July 2017, her role
also consists in elaborating the strategy for the region and representing PwC
Luxembourg, its partners and clients in the network.

“In view of the 2016 EU directive of Mandatory audit Firm Rotation (MFR),
our goal and one of our key challenges over the past few years has been
to rebalance our three main line of services (LoS). Ensuring the alignment
of services and encouraging cross-LoS collaboration is also crucial to
deliver our best to our clients.
Today, delivering our best – helping our clients tread uncharted waters
- requires us to be agile, to anticipate changes and to transform our
operating model accordingly. I’m pleased that we have already made
headways into our transformation journey . We need to integrate a certain
agility into everything we do going forward so that we can continue to
transform ourselves and help our clients stay relevant.”

Christophe Pittie
Audit and Assurance Leader
Christophe leads the Audit and Risk Assurance practice at PwC Luxembourg.
His role within the country leadership team (CLT) consists in defining the
strategy for his line of service (LoS) and implementing it in coordination with
the other LoSs.

“The buzzword, this year, has been “transformation”, in every sense of the
term. Be it the technological revolution, changes in international politics
or increasing regulatory pressure, it’s no news that the world around us
is changing… fast. Although we at PwC Luxembourg are embracing the
changes with open arms, there’s still room for improvement, especially
when it comes to shifting mindset. It is essential for us to realise that our
world is evolving and that we need to anticipate that evolution, to remain
relevant and to live up to the expectations of our clients.
But I’m proud that we are moving in the right direction. We’ve already
undertaken concrete initiatives (see pages 12 and 51) to improve the
experience of our clients and that of our team. And I look forward to the
coming years, as we explore new ways of providing Assurance going
beyond the traditional financial audit and continue to building trust among
our stakeholders.”
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Anne Sophie Preud'homme
Risk and Compliance Leader
Anne Sophie is our Risk and Compliance Leader. Her role within the country
leadership team (CLT) consists in identifying the main business risks for our firm in
collaboration with the different business unit leaders, ensuring we have the proper
monitoring in place and making sure PwC Luxembourg is compliant with all the
regulations applicable to us as auditors, tax advisors and consultants.

“This year, we had a particular focus on GDPR (General Data Protection
Regulation), a new EU legislation applicable throughout Europe which is
changing the way we are dealing with personal data entrusted to us by our
clients, our suppliers or our staff. The implementation of this new regulation
requires continuous adaptation of our processes and systems to ensure we are
compliant with the regulated environment. It has been the occasion to review
in depth our way of working, inform our clients and suppliers and develop the
awareness of our staff in relation with the data they are dealing with every day,
be it their own or of one of their clients. It has been a multidisciplinary effort and
has embarked a large variety of teams, working with a same goal: protecting the
privacy of our clients, suppliers and staff data.
This year, we also obtained the ISO27001 certification which is the result of
several years of efforts to improve our information security, demonstrating our
strong commitment towards our clients in that particular field.
These two projects remain high on our agenda next year as their effects are
spreading on several financial periods.”

Marc Schernberg
People Leader
Marc is the People Leader at PwC Luxembourg. His role in the country
leadership team involves articulating the relevant people strategy and
implementing the correct Human Capital Operations together with the Head
of HR. This is done in conjunction with the strategic business orientations
determined by the CLT and with the directions given by PwC Global.

“As they say, change is in the air. We’re witnessing it all around us from
shifting business landscapes and models to changing expectations, from
both our clients and our people.
From a people perspective, the change has had an impact on several levels
as well: our technology and processes, for example, are evolving fast. We
are implementing our first-ever global human capital system (Workday),
with the aim to deliver a more integrated people experience across the
entire PwC network and promote a better collaborative work environment.
We’re also introducing a new system of team organisation in order to
put less energy into managing people processes and administration and
concentrate more on guiding the development and growth of our people,
directly by our business leaders.
Our goal in all this is to make our firm more attractive to the right talent.
And one of the principal pillars that will help us shape our attractiveness is flexibility. Whether it is organising your
work schedule that’s best adapted to your situation or having access to flexible career paths or learning opportunities
to progress in your career, our vision lies in creating the best possible working environment for our people to best
unleash their potential and truly build the workforce of the future.”
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Jean-François Kroonen
Advisory Leader
Jean-François leads the Advisory practice at PwC Luxembourg. His role
within the country leadership team (CLT) consists in defining the strategy for
his line of service (LoS) and implementing it in coordination with the other
LoSs.

“This year has been marked by major growth in our Advisory activities as
we recorded an average of 35% increase in turnover. Some Business Units
within the Advisory LoS even recorded growth of more than 100%. Coping
with such a high level of growth came with its own set of challenges.
Firstly, we needed to ensure that our people were able to manage and
absorb the increased workload in a reasonable way. Secondly, sourcing
additional resources to support the growth in areas that are highly
sophisticated and technical, required us to scout outside of Luxembourg
and therefore offer adapted career opportunities. Lastly, we have invested
in adapting our operating model to integrate technology as a means to
reduce workload and increase efficiency.
What we have witnessed in recent years is that “digitalisation” is not just
another buzzword. It concretely implies a change in the way our clients
interact with their clients and how this affects their operating model. We also see fantastic opportunities here for
our clients to evolve and distinguish themselves from their competitors. In order to assist them in this process,
we’ve invested heavily in recruiting the right talent and creating our own intellectual property as illustrates our
recently opened PwC Experience Centre.”

Catherine Rückel
Strategy Leader
Catherine leads PwC Luxembourg’s Strategy Committee. In this role, she
supports the CEO and the Country Leadership Team (CLT) to ensure that
the company’s strategic processes and priorities are on track, and directed
towards achieving our collective Vision of “Leading in changing times” – by
being the most relevant firm to our clients, our people and our communities.
The Strategy Committee builds our firm’s strategy with input from PwC’s
Global network and the local Luxembourg business ecosystem. It works with
individual business units to discuss their strategy and execution plans, and
interlinks them into the firm’s overall plan. The Strategy Committee is also
responsible for formulating priorities that help achieve our vision, and can be
translated into clear objectives for our partners and staff.

“As Luxembourg partners, we are proud of our entrepreneurial culture and
mindset, and hold our annual Strategy Meeting in that spirit. The meeting
is a two day partner retreat that allows us to discuss the future of our
business, and to exchange ideas and insights in a variety of workshops.”
The 2018 retreat took place in Mondorf, and was kick-started by an interview
by John Parkhouse with Luxembourg Prime Minister, Xavier Bettel.
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Steven Libby
Chief Transformation Officer
Steven is the Chief Transformation Officer within the PwC Luxembourg country
leadership team. Our transformation agenda is anchored around four dimensions:
client centricity; data and digital; innovation; and cultural change. Many initiatives
are under way within the firm to help PwC continue to be a leader in our markets
and to anticipate change by design.

“Transformation and digitalisation are words that can mean different things
depending on whom you speak with. This is why we have articulated a clear
transformation agenda for PwC.
We are not waiting for change to occur; we clearly understand the necessity
to transform our businesses now. This is why we are taking action to ‘lead
by design’: changing the way that we engage with our key stakeholders,
either being internal or external persons to PwC; challenging and adapting
our processes and ways of working so that we are as efficient as possible;
searching for ways to leverage our know-how and data to provide relevant,
meaningful points of view to help our clients; and engaging our people to
support them to acquire the skills needed for the future.
This is an exciting time. Change certainly brings uncertainty and unease. I am
confident that we will design the firm of the future for the development of our
clients and our people and make a difference along the way.”

Wim Piot
Managing Partner and Tax Leader
Wim heads the Tax services and is one of the managing partners at PwC
Luxembourg. His specialisation lies in real estate funds, the financial sector
and in Islamic finance.

“As is the case with all of our services this year, the tax practices at
our firm are also transforming. A big part of these changes is process
automation. For example, in Personal Tax (PTX), after successfully
completing a first phase of automation in the beginning of this year, we’re
all set to run a second phase to automate the production of PTX returns. In
accounting as well, we are currently testing Robotic Process Automation
(RPA). All this is in line with our efforts to cut down on repetitive work,
simplify the production process and gain in productivity and efficiency.
We realise that RPA and other technological advancement in processes
can lead to a skills gap among our people. We are addressing the issue
with the help of the Skills Bridge project (see page 35) which helps
companies provide their employees with the skills necessary to respond to
technological changes. Within the tax department, we have actually kicked
off a review process in September this year to assess the needs of our staff
in terms of upskilling.
Although the idea of transformation can sometimes seem daunting, I’m confident that with the right mind-set and
time-appropriate actions we’ll be prepared to anticipate and embrace any change that comes our way.”
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Patrice Waltzing
Corporate Services Leader
Patrice is at the helm of our Corporate Services.

“In Corporate Services, we need to think beyond systems or tools. In order
for us to move forward and work in a more connected and effective way,
we’ll need to become even more agile and open than today. Whether it’s
in marketing, finance, HR, or any other department within the CS, the
questions we should be asking ourselves are what can we do to facilitate
the transformation our company is undergoing, how can we facilitate the
live and the well-being of our people and how can we positively impact
our environment. Only by actively responding to those 3 questions, can we
achieve our purpose of being “changemakers” ourselves and support our
firm’s evolution at the same time.”

José-Benjamin Longrée
Market Leader
José-Benjamin has been the leader of our Clients and Market Committee
since 2014.

“I am leading the Clients and Market committee since 2014. Leading
in changing times for our clients consists for us in identifying new
trends, understanding how our clients will be disrupted, anticipating the
important problems they will face short term and long term. We believe
strongly in the power of co-creation, listening to our clients but also to
their stakeholders. Building an ecosystem which leads to a fulfilling client
experience will allow agility, adaptability and resilience in this very fast
changing environment. We share with our clients common challenges:
betting on trends, managing uncertainties, restoring trust.”
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Supervisory Board: has an advisory and oversight

role and is responsible for considering, reviewing and
giving guidance to the CLT on those matters that the
Supervisory Board considers to be a concern or potential
concern to the Partners in general or to the Firm.
Supervisory Board is composed of a Chairman and other
board members.

Strategy Committee: (StratCo) is set up to enable

and ensure a constant strategic top-down and bottomup dialogue to assist leaders in decision-making and
partners for entrepreneurship. It helps the CEO and
the CLT in making sure that the strategic processes are
on track in achieving our vision. It also provides the
CLT with analysis around global and local strategic
considerations and further contributes to other
strategic missions, such as overall reflections on partner
assessment and partner information, as well as on
enhancements of the firm’s management information
systems. The StratCo is led by a chairman and is assisted
by a team composed of the Strategy, People, Market and
Transformation leaders.

Ethics Committee: is in charge of controlling and

ensuring that all conflicts of interest, confidentiality,
anti-bribery issues/claims in a proper manner. The
Ethics Committee is led by the Ethics Officer and the
Business Conduct Leader (for more information see also
‘Legitimacy & Ethics’ part, page 67).

Audit Committee: is composed of 4 Management

Board members and the Chief Internal Auditor. Its
mission is to support the Leadership Team in the
assessment of the firm control environment and in the
coverage of potential key risks. It also ensures that
actions are done to answer the recommendations. The
audit committee reports the conclusion of its work to the
Management Board on a periodic basis.

Risk & Compliance Committee: is in charge

of managing the risks of the Firm and to ensure our
compliance with laws and regulations. Its main focus
areas are around Client Acceptance and Continuance
including anti money laundering, independence, anticorruption, and sanctions matters and monitoring of on
going risks linked to the performance of our services
pertaining to the quality of services and the compliance
with international professional standards. It is also in
charge of preparing the Firm for all new regulations on
a timely basis (see also ‘Client acceptance’ textbox in
‘Legitimacy & Ethics’ section, page 67).

Information Security Management Systems
Steering Committee: is in charge of defining

the security strategy of the Firm and ensuring that
appropriate means are made available to achieve its
goal. The security strategy includes among others
the protection of our data and the data of our clients,
the protection of our people and of our building. It is
led by our Risk and Compliance leader assisted by a
multidisciplinary team including IT experts, our Chief
Information Security Officer, our Data Protection Officer,
HR specialists, the COO.
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Partners’ remuneration
At PwC Luxembourg, our partners have a remuneration package which is made up
of a fixed income amount (salary) and a variable bonus which is the shareholder’s
remuneration. Each partner is responsible for his or her own pension arrangements.
The final amount to be allocated to the individual partners is subject to the oversight of
the Remuneration Oversight Committee (ROC) composed of representatives of both the
Management Board and the Supervisory Board.
The partners’ performance is assessed based on two components: a firm component
depending on the results at firm’s level and an individual component depending on the
responsibilities and contribution of each partner. Each partner’s income is determined
by assessing achievements against an individually tailored balanced scorecard of
objectives.
These objectives include ensuring our firm delivers quality services and maintains
independence. Under no circumstances are audit partners rewarded for selling nonaudit services to audit clients.
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About
Our this
Annual
organisation
Review
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Level and scope of reporting

Materiality analysis

We report on the level of PwC Luxembourg, Société
cooperative for the financial year started on 1 July
2017 and ended on 30 June 2018. The Annual Review
will be made public on 22 October 2018.

To create value for our stakeholders, it is essential
to understand what sustainability means for us.
By understanding our stakeholders’ needs and
expectations, we are able to focus on where we can
be most impactful in adding value. To achieve this,
we have performed a materiality analysis (see pages
41 - 42), asking our PwC management team and
different stakeholder groups to prioritise 15 identified
sustainability challenges. In this report, we focus on
those aspects that are of the greatest significance to
our strategy and to our stakeholders.

There have been no significant changes in terms of
size, structure, ownership or supply chain within PwC
Luxembourg.
The scope of this report is PwC Luxembourg. All
information about our policies, strategy, procedures
and systems, and about the associated indicators
relate to PwC Luxembourg. The scope of indicators is
indicated in the GRI table in the appendix.

GRI
This report is prepared in accordance with the Global
Reporting Initiative (GRI) Standards: Core option.
The practice of disclosing sustainability information
inspires accountability, helps identify and manage risks,
and enables organisations to seize new opportunities.
Reporting with the GRI Standards supports us to protect
the environment and improve society, while at the same
time thriving economically by improving governance
and stakeholder relations, enhancing reputations and
building trust.
The GRI content index in the appendix (see pages
122 - 125) sets out the matters that are relevant to our
stakeholders and strategy based on our materiality
analysis. The table follows the latest GRI Standards
version and it lists the pages where information
concerning each indicator can be found.

Quantitative information
The majority of the quantitative information
contained in this report has been specifically
measured. Any information that has been obtained by
other means (for example by estimation) is identified
as such. To the extent possible, all quantitative
information in this report is accompanied by
comparative information for the prior year.
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GRI Content Index
GRI
Standard

Disclosure

Page number

Direct answer/Comments

GRI 102-1 Name of the organisation

Page 10

See Who we are

GRI 102-2 Activities, brand, products and
services

Page 10 ; Pages 12 - 21

See Who we are
See What we do - Assurance: Pages 12 - 14
See What we do -Tax: Pages 16 - 17
See What we do - Advisory: Pages 18 - 19
See What we do - Corporate Services: Pages 20 - 21

GRI 101: Foundation 2016
General Disclosures
GRI 102:
General
Disclosures
2016

Organisational Profile

GRI 102-3 Location of headquarters

2, rue Gerhard Mercator B.P. 1443 L-1014 Luxembourg

GRI 102-4 Location of operations

2, rue Gerhard Mercator B.P. 1443 L-1014 Luxembourg

GRI 102-5 Ownership and legal form

Page 10; Page 109

See Who we are: Page 10
See Ownership: Page 109

GRI 102-6 Markets served

Pages 22 - 33

See Who we serve for overview: Page 22
See Asset and Wealth Management: Pages 24 - 25
See Banking: Pages 26 - 27
See Insurance: Page 28 - 29
See Operational Companies: Page 30
See Private Equity: Page 31
See Government and Public Sector: Page 32
See Real Estate: Page 33

GRI 102-7 Scale of the organisation

Page 10

See Who we are

GRI 102-8 Information on employees and other
workers

Pages 10 - 11

See Key Statistics

GRI 102-9 Supply chain

Pages 89 - 93

See Responsible Procurement

GRI 102-10 Significant changes to the
organisation and its supply chain

There were no significant changes during the period covered
by this report.

GRI 102-11 Precautionary principle or approach

No real product with direct incidence on the environment.

GRI 102-12 External initiatives

The PwC Global Network has participated to the United
Nations Global Compact since 2002 and submits yearly
communication on progress. We are also founding member of
IMS Luxembourg.

GRI 102-13 Membership of associations

Pages 126 - 128,
Appendix

See List of mandates

GRI 102-14 Statement from senior
decision-maker

Page 4 - 5

See Foreword from our CEO

GRI 102-16 Values, principles, standards and
norms of behaviour

Page 9 ; Page 66 - 67

See Values - the how: Page 9
See PwC Code of Conduct: Page 66 - 67

GRI 102-17 Mechanisms for advice and concern
about ethics

Page 9 ; Page 66 ;
Page 67 ; Pages 56 - 59

See Values - the how: Page 9
See Whistleblowing mechanism: Page 66
See Strengthening the role of our Business Conduct and
Ethics Committee: Page 67
See Conflict of interest and independence: Pages 56 - 59

Strategy

Ethics and Integrity

Governance
GRI 102-18 Governance structure

Pages 110 - 119

See Governance

GRI 102-19 Delegating authority

Page 41

See Act 4 - ACTION
(CR Leader appointed by CEO, who also made her a member
of the Strategy Board).

GRI 102-20 Executive-level responsibility for
economic, environmental, and social topics

Page 41

See Act 4 - ACTION
(CR Leader appointed by the CEO.)
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GRI
Standard

Disclosure

Page number

Direct answer/Comments

GRI 102-21 Consulting stakeholders on
economic, environmental, and social topics

Page 41; Pages 42 - 44

See Act 2 - DialogueI: Page 41
See Message from our stakeholders: Pages 42 - 44

GRI 102-22 Composition of the highest
governance body and its committees

Pages 110 - 116

See Governance

GRI 102-23 Chair of the highest governance
body

Page 110

See Governance ; CEO John Parkhouse

GRI 102-24 Nominating and selecting the highest
governance body

Page 110

See Governance

GRI 102-25 Conflict of interest

Pages 56 - 59

See Conflict of Interest and Independence

GRI 102-35 Remuneration policies

Page 119

See Partners' remuneration: Page 119

GRI 102-36 Process for determining
remuneration

Page 119

See Partners' remuneration: Page 119

GRI 102-36 Stakeholders' involvement in
remuneration

Stakeholder views are not taken into consideration regarding
remuneration.

Stakeholder Engagement
GRI 102-40 List of stakeholder groups

Page 42

GRI 102-41 Collective bargaining agreements

See Message from our stakeholders
PwC Luxembourg is not subject to any collective bargaining.

GRI 102-42 Identifying and selecting stakeholders

Page 42

See Message from our stakeholders

GRI 102-43 Approach to stakeholder
engagement

Page 42 - 44

See Message from our stakeholders

GRI 102-44 Key topics and concern raised

Page 41; Page 44; Pages
45 - 83

See material challenges in Materiality Matrix, page 41 and
more detailed information on our top 7 materiality challenges,
pages 45 - 83.
Summary of key messages from our stakeholders, page 44.

GRI 102-45 Entities included in the consolidated
financial statements

Page 109

We have different entities that are part of the consolidated
financial statement.

GRI 102-46a Defining report content and topic
boundaries

Page 41 ; Pages 42 - 44 ;
Pages 45 - 83

Our Stakeholder engagement was used to define reporting
content (see page 41 and pages 42 - 44). The reporting
boundaries are also defined by our stakeholder consultation,
and will be explained in the individual challenges' sections,
pages 45 - 83.

GRI 102-46b Stakeholder Inclusiveness

Pages 42 - 44 ; Pages
45 - 83

Information on the stakeholder engagement can be found in
the chapter 'Message from our stakeholders', pages 42 - 44,
which includes an overview of their expectations and interests.
The material topics discussed in the 'Our top sustainability
challenges' chapter, pages 45 - 83, are directly correlated to
the outcome of the stakeholder engagement process.

GRI 102-46b Sustainability Context

Page 41; Pages 4 - 5;
Pages 46 - 48

The broader sustainability context in which we operate
is described in the introduction to the 'How we embed
sustainability' chapter, page 41. The relationship between
sustainability and the organisational strategy can be found in
the Word of the CEO, pages 4 - 5 and is further discussed
under our 'Societal Impact' section, pages 46 - 48.

GRI 102-46b Materiality

Page 41; Pages 45 - 83

A materiality matrix can be found in the introduction to the
'How we embed sustainability' chapter, page 41, prioritising
our relevant issues. The seven material challenges identified
as priority define the content of the 'Our top sustainability
challenges' chapter, pages 45 - 83, where we perform a deepdive into these topics.

GRI 102-46b Completeness

Page 41; Pages 45 - 83

An overview of the seven material challenges can be found in
the introduction to the 'How we embed sustainability' chapter,
page 41. A complete analysis of each material topic can be
found in the 'Our top sustainability challenges' chapter, pages
45 - 83. The information included in the report follows the FY18
reporting period (1 July 2017 – 30 June 2018).

GRI 102-47 List of material topics

Page 41; Pages 45 - 83

See material topics identified in Materiality Matrix on page 41.
For an explanation of each topic, see chapter 'Our top
sustainability challenges', pages 45 - 83.

Reporting Practice
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GRI
Standard

Disclosure

Page number

Direct answer/Comments

GRI 102-48 Restatements of information

None.

GRI 102-49 Changes in reporting

None. The material topics and their boundaries remain the
same.

GRI 102-50 Reporting period

Page 121

GRI 102-51 Date of most recent report

See About this Annual Review
Financial year 2017-2018 (1 July 2017 - 30 June 2018)
None

GRI 102-52 Reporting cycle

Annual

GRI 102-53 Contact point for questions regarding
the report

Youcef Damardji, Head of Communication

GRI 102-54 Claims of reporting in accordance
with the GRI Standards

Page 121

GRI 102-55 GRI Content Index

Pages 122 - 125

GRI 102-56 External assurance

See About this Annual Review
This report has been prepared in accordance with the GRI
Standards: Core Option.

No external assurance

Material Topics
Social Impact
GRI 103
Management
103-1 Explanation of the material topic and its
Approach
Boundary
2016

Page 46

See Societal Impact: Page 46

103-2 The management approach and its
components

Pages 46 - 48

See Societal Impact: Pages 46 - 48

103-3 Evaluation of the management approach

Pages 47 - 48

See Societal Impact: Pages 47 - 48

Client Satisfaction
GRI 103
Management
103-1 Explanation of the material topic and its
Approach
boundary
2016

Page 50

See Mutual Satisfaction: Value creation through a trusted
partnership

103-2 The management approach and its
components

Pages 51 - 55

See Mutual satisfaction survey: receiving client and people
feedback at the same time: Page 51
See Annual client feedback process 2017/2018: Pages 52 - 53
See Integration of new questions in the survey: Pages 54 - 55

103-3 Evaluation of the management approach

Pages 52 - 55

See Annual client feedback process 2017/2018: Pages 52 - 53
See Integration of new questions in the survey: Pages 54 - 55

Conflict of Interest / Independence
GRI 103
Management
103-1 Explanation of the material topic and its
Approach
boundary
2016 		

Page 56; Page 57

See Matter of concern: safeguarding our audit independence:
Page 56
See Conflict of interest: Page 57

103-2 The management approach and its
components

Pages 56 - 59

For independence see What we do to maintain objectivity:
Page 56
For Conflict of interest see What we do to prevent and avoid
conflicts of interest: Pages 58 - 59

103-3 Evaluation of the management approach

Page 57; Page 58

For independence see Training our people on independence
matters: Page 57
For Conflict of interest see Conflict of Interest cases identified results evaluation: Page 58

Legitimacy and Ethics
GRI 103
Management
103-1 Explanation of the material topic and its
Approach
boundary
2016

Page 61

See Legitimacy and Ethics

103-2 The management approach and its
components

Pages 64 - 67

See What do we do with the results: Page 64
See What's next: Page 64
See PwC Code of Conduct: Page 66 - 67

103-3 Evaluation of the management approach

Pages 62 - 63; Page 64;
Page 65

See Survey on our Legitimacy & Ethics in Luxembourg: Pages
62 - 63
See What's next: Page 64
See A focus on Ethics: Page 65
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GRI
Standard

Disclosure

Page number

Direct answer/Comments

Employee Journey (formerly 'Attractiveness')
GRI 103
Management
103-1 Explanation of the material topic and its
Approach
boundary
2016

Pages 68

See Our biggest challenge: retaining talents

103-2 The management approach and its
components

Pages 71 - 73

See How we improve our people experience

103-3 Evaluation of the management approach

Pages 68 - 73

See Overall voluntary turnover: Page 68
See Average Seniority as resignation by competency (in years):
Page 68
See Percentage of early leavers has decreased: Page 69
See Requesting feedback from our people: Page 70
See How we improve our people experience: Pages 71 - 73

Health
GRI 103
Management
103-1 Explanation of the material topic and its
Approach
boundary
2016

Page 74

See Health

103-2 The management approach and its
components

Pages 74 - 77

See What we have done

103-3 Evaluation of the management approach

Page 78

See Our performance

403-2 Types of injury and rates of injury,
occupational diseases, lost days, and
absenteeism, and number of work related
fatalities

Page 129, Appendix

See Occupational Health and Safety

Page 80

See Continuous Learning

103-2 The management approach and its
components

Pages 81 - 83

See Building the workforce for long-term business
performance: Page 81
See Sharing our knowledge to build sustainability awareness in
the Luxembourgish business community: Page 82
See Sustainability training for partners: Page 83
See e-Learning for staff: Page 83

103-3 Evaluation of the management approach

Page 83

See Measuring the success of our actions

GRI 403:
Occupational
Health and
Safety 2016

Continuous Learning
GRI 103
Management
103-1 Explanation of the material topic and its
Approach
boundary
2016
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Appendices
List of mandates
Company

Function

ABBL (Association des Banques et Banquiers Luxembourgeois)

Member

ABIAL (Association of British and Irish Accountants in Luxembourg )

Secretary

ACA (Association des Compagnies d'Assurance)

Member

Accountancy Europe

Member

ACE - Kluwer (Professional accounting and tax brochure)

Member

ACFE

Member

ACLI Luxembourg A.S.B.L. (Associations Chrétiennes des Travailleurs Italiens du Luxembourg)

Treasurer

Advisory - Corporate Finance
AGERE (Association des gestionnaires de Réassurances)

Representative member

AILO (Association International Life Offices)

Member

AIMA (Alternative Investment Management Association)

Member

ALCO (Association Luxembourgeoise des Compliance Officers du Secteur Financier)

Member

ALFI (Association Luxembourgeoise des Fonds d'Investissement)

Member

ALFI (Association Luxembourgeoise des Fonds d'Investissement)

Chairman

ALFI (Association Luxembourgeoise des Fonds d'Investissement)

Co-chairman

ALRIM (Association Luxembourgeoise de Risk Management)

Board member

American Chamber of Commerce in Luxembourg

Member

American Chamber of Commerce in Luxembourg

Board member

Association pour le Progès du Management

Member

ASTF (Association pour la Santé au Travail du Secteur Financier)

Board member

ATEL (Association des Trésoires d'Entreprise) à Luxembourg

Member

BAI (Bundesverband Alternative Investments)

PwC Lux Representative

BAI (Bundesverband Alternative Investments)

Member

Belgian IEC

Member

BVI (Bundesverband Investment und Asset Management e.V.)

PwC Lux Representative

Camara Oficial de Comercio de Espana

Member

CCIL (Camera di Commercio Italo Lussumburghese)

Member

Chambre Française du Commerce et de l'Industrie à Luxembourg

Treasurer

Chamber of Tax Consultants (Saarland, Germany)

Member

Chartered Institute of Taxation in the UK

Member

CLUSIL (Club de la Sécurité de l'Information du Luxembourg)

Member

CNC, Commission des Normes Comptables

Member

Commissariat aux Assurances

Member

Commission de Surveillance du Secteur Financier (CSSF)

Member

EFAMA (The European Funds and Asset Management Association)

Member

EFFAS (European Federation of Financial Analysts Societes)

Member

European Contact Group (ECG)

Luxembourg representative

European Impact investing committee

Administrateur et vice-présidente

EVCA (European Private Equity and Venture Capital Association)

Member

EVCA (European Private Equity and Venture Capital Association)

Chairman

EVCA (European Private Equity and Venture Capital Association)

Associate Member
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FEDIL
FFCEL, a.s.b.l. (Fédération des femmes cheffes d'entreprise)
Haut comité de la place financière
IAB/IAC association
ICA

Member

ICAEW (Institute of Chartered Accountants in England and Wales)

Member

IDW (Institut der Wirtschaftsprüfer)

Member

IFA (International Fiscal Association)
IIA Luxembourg, Institute of Internal Auditors Luxembourg

Administrateur

IIA Luxembourg, Institute of Internal Auditors Luxembourg

Member

ILA (Institut Luxembourgeois des Administrateurs)

Board Member

ILA (Institut Luxembourgeois des Administrateurs)

Member

ILEA (Industrie Luxembourgeoise Des Equipementiers de l'Automobile)

Member

IMD

Alumni

IMMFA (Institutional Money Market Funds Association)

Member

IMS Luxembourg (Institut du Mouvement Social)

Chairman

INREV (European Association for Investors in Non-Listed Real Estate Vehicles)

Member

INREV (European Association for Investors in Non-Listed Real Estate Vehicles)

Chairman

INSEAD

Alumni

International Fiscal Association, Luxembourg Section

Board member

IRE (Institut des Réviseurs d'Entreprises)

Member

IRE (Institut des Réviseurs d'Entreprises)

Board member

IRE (Institut des Réviseurs d'Entreprises)

Treasurer

Ireland Luxembourg Chamber of Commerce

Board Member

ISACA Luxembourg Chapter - Information Systems Audit and Control Association

Member

Islamic Finance Professional Association

Board Member

itSMF Luxembourg - IT Services Management Forum

Member

Kikuoka asbl

Member

LPEA, Luxembourg Private Equity and Venture Capital Association

Member

LSF Advisory

Teacher

Lux Real

Founding Member

Luxembourg Economy

Member

Luxembourg Russina Chamber of Commerce

Member

Luxembourg School of Finance

Member

LuxFLAG

Member

NvL (Nederlandse Verniging Luxembourg)

Member

OEC (Ordre des Experts Comptables)

Member

OEC (Ordre des Experts Comptables)

Board member

Personal Officer Group (POG) , Femmes Leaders

Member

RICS (Royal Institution of Chartered Surveyors)

Member

Russian Business Chamber of Commerce

Member

Solvay Business School of ULB-Mastere Special en Gestion Fiscale

Member

Steuerberaterkammer (Rheinland-Pfalz)

Member

Swiss Institute of Certified Accountants and Tax Consultants

Member

The Institute for Global Financial Integrity, a.s.b.l.

Director

Toutes à l'école Belgique

Administrateur

Toutes à l'école Luxembourg, a.s.b.l.

Administrateur

Toutes à l'école Paris

Administrateur et vice-présidente

Wirtschaftsprüfungskammer

Member

Wirtschaftsprüfungskammer Germany

Member
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Occupational Health and Safety
FY2018
Car Accident

FY2017

without work interruption
with work interruption

7
16

7
20

Total

23

27

without work interruption
with work interruption

3
8

2
6

Total

11

8

Accident at workspace

without work interruption
with work interruption

6
0

5
4

Total

6

9

Injuries during outdoor activities (football, golf…)

without work interruption
with work interruption

1
0

6
0

Total

1

6

Total

without work interruption
with work interruption

17
24

20
30

Total

41

50

Road Accident (pedestrian)

FY18

FY17

1.5%

1.9%

Women

4.6%

4.7%

Men

2.1%

1.9%

All

4.0%

3.7%

Injury
Absenteeism rate
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www.pwc.lu
PwC Luxembourg (www.pwc.lu) is the largest professional services firm in Luxembourg with 2,745 people employed from 76 different countries. PwC Luxembourg provides audit,
tax and advisory services including management consulting, transaction, financing and regulatory advice. The firm provides advice to a wide variety of clients from local and
middle market entrepreneurs to large multinational companies operating from Luxembourg and the Greater Region. The firm helps its clients create the value they are looking for
by contributing to the smooth operation of the capital markets and providing advice through an industry-focused approach.
At PwC, our purpose is to build trust in society and solve important problems. We’re a network of firms in 158 countries with over 250,000 people who are committed to delivering
quality in assurance, advisory and tax services. Find out more and tell us what matters to you by visiting us at www.pwc.com and www.pwc.lu.
© 2018 PricewaterhouseCoopers, Société coopérative. All rights reserved.
In this document, “PwC” or “PwC Luxembourg” refers to PricewaterhouseCoopers, Société coopérative which is a member firm of
PricewaterhouseCoopers International Limited, each member firm of which is a separate legal entity. PwC IL cannot be held liable in
any way for the acts or omissions of its member firms.
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