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Introduction

Internal auditors are a highly-qualified professional group, possessing both knowl-
edge and skills which were acquired throughout their professional life and used when
performing their professional duties. The skills which are most useful in the work of
an internal auditor include technical skills such as the ability to think critically, analytical
skills, the ability to conduct risk analysis, defining and solving problems, organizational
skills, but also soft skills, among which communication skills are most often mentioned.
Since the beginning of the 21st century, there has been a noticeable increase in interest in
the second of the above-mentioned groups of competencies, and research conducted by
organizations associating internal auditors often indicates communication skills are key
in the work of an internal auditor.

A review of the scientific publications devoted to the issues of communication
between internal auditors and the internal and external environment conducted by the
authors of this monograph revealed the existing cognitive gap. Research in this field was
conducted mainly by industry organizations related to internal audit. At the same time,
during the first two decades of the 21st century, there was no observed increase in scien-
tific publications in the field. According to the authors of the monograph, in the context
of the growing interest in the subject of communication of internal auditors in the 21st
century, a cognitive gap has arisen in the scientific field. The scientific research presented
in the monograph is therefore a response to the needs of the internal auditors’ commu-
nity and the scientific community, and their main goal is to eliminate the aforementioned
gap. The authors also believe that they constitute a starting point for further research on
the issue of communication in the field of internal audit.

The monograph consists of five chapters. The first chapter is an introduction
to the subject of the audit and communication. The authors begin their considerations
by defining the concept of internal audit, and then move on to the description of

ualifications and competencies considered necessary in the work of internal auditors.
lificati d tenci idered ry in th k of internal auditor



The content presented in this chapter demonstrates that communication skills are one
of the most important competencies of internal auditors. They are treated by many
authors as a key skill. This has also been confirmed in surveys conducted among inter-
nal auditors by professional organizations associating people professionally involved
in this field The last part of this chapter presents two types of communication by the
internal auditor in the organization — vertical and horizontal communication. Then, the
internal audit process was discussed, taking into account the role of communication at
individual stages of the audit procedure. Common forms of communication used in
the various phases of the audit process, such as active listening, oral and written forms,
are also discussed here.

The auditor’s communication competencies are considered in Chapter Two. The
authors begin by presenting the assumptions of effective and correct communication.
Then, the differences between substantive and relationship-oriented communication are
presented, and seven areas of communication competencies have been identified. The
next section covers the basics of verbal and non-verbal communication. In verbal com-
munication, the focus was on the situational context resulting from the phase of the
audit process, as well as the areas of competence, including physiological, technical and
substantive competencies. In non-verbal communication, the authors focused not only
on facial expressions and gestures, but also highlighted aspects of communication such
as distance, touch, time and its control, as well as designing environmental conditions.
The authors also presented the possibilities of developing communication skills, pointing
to research identifying the need and directions of the expected development of these
competencies. The chapter ends with an analysis of modern communication tools and
a forecast of changes that may be brought on by the implementation of lockdowns,
caused by the coronavirus pandemic and remote communication tools.

In the third chapter, the authors’ attention is focused on the communication
used in gathering information by internal auditors. The authors point to the sources
of information, broken down into primary and secondary information, and provide
practical tips on how to design the research process in such a way as to obtain as much
information as possible, which is useful in the audit process. They placed particular
emphasis on personal sources. A procedure for effective listening has been defined,
and the rules for developing and conducting interviews are described. This chapter also

provides guidance on how to skillfully ask questions in the audit process and describes
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modern sources of information that internal auditors can use in their work. At the end
of this chapter, the authors discussed the sources, forms and methods of detecting lies
that auditors may encounter when performing audit tasks.

Chapter four consists of two main parts. The first is devoted to written and oral
communication. The authors presented formal regulations concerning the preparation
of reports, types of reports, and proposed a standard report layout and rules for its
preparation. Oral communication presents five main areas that one should pay attention
to when preparing for public speaking. The authors also noted the role of memory-en-
hancing techniques, recalling the key mnemonics. The second part, discussing the ethical
aspects of communication, presents the main views on professional ethics, presenting
the results of research and practical cases.

Chapter five presents the results of a scientific study conducted among internal
auditors in Poland and the results of a similar study conducted among internal auditors
around the world. The purpose of the study was to answer the question about the types
of communication problems that internal auditors encounter (in terms of collecting,
processing and transferring information) as well as the tools and methods of communi-
cation that internal auditors use in their professional practice.

The authors of the monograph would like to thank all the people and organiza-
tions actively involved in the survey distribution process among internal auditors for their
invaluable help in the research process. In particular, thanks go to the Association of the
Institute of Internal Auditors IIA Polska, the Polish Institute of Internal Control Sp.
z 0.0., ISACA Warsaw Association, ISACA Katowice Association — Information Systems
Audit, Security and Control Association and the Association of Certified Auditors and
Internal Control Specialists. The research was also supported by the Ministry of Finance
and the Ministry of Science and Higher Education. The authors would also like to thank
all internal auditors who participated in the study and completed the survey. The success
of the research was possible thanks to the involvement of the entire community of in-

ternal auditors in Poland.
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Chapter 1

Communicating in the internal audit

1.1. The essence of internal audit

The period of the Industrial Revolution in England is considered to be the be-
ginning of the internal audit, in the form we know it today. Even then, the auditors
controlled the entries in the accounting books and compared them with the source
documentation. In the 19th century, internal audit reached the United States. Until the
end of the 1920s, the activities of auditors focused primarily on auditing balance sheets,
accounting books and other aspects closely related to the financial area of various en-
tities. In the 1930s, at a time when the activity of external auditors auditing financial
statements based on random transactions spread, many companies changed their ex-
pectations towards internal auditors. The creation of internal audit departments began,
and they were expected to work closely with external auditors in auditing financial state-
ments [Kent, 1957; Adalberg, 1975; Winiarska, 2019].

The modern form of the organization of internal audit began to take shape start-
ing in 1941. Then, in the United States, the Institute of Internal Auditors (hereinafter
ITA) was established. The aim of the organization, gathering auditors in its circles, was
to professionalize internal audit as a separate discipline. The scope of activities of in-
ternal auditors was then clearly extended — from the financial area to all aspects of the
organization’s activities [Winiarska, 2019: pp. 16-17].

One of the first definitions of internal audit, which is characterized by a com-
prehensive approach to audit activities and fully reflects the essence of internal audit,
was formulated by Robert Mautz, Peter Tiessen and Robert Colson. The authors define
internal audit as “a service for senior management and other interested persons, which
includes: (i) monitoring of management control systems, (i) predicting, identifying and
estimating risks that may threaten the assets and activities of the enterprise (organiza-
tion), (iii ) identifying current and potential gaps in control systems and existing risks,

and (iv) making recommendations on how to improve control systems, risk relation-
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Chapter 1. Communicating in internal audit

ships and achieving goals by the company (organization)” [Mautz, Tiessen, Colson,
1984]. It is worth noting that although this definition was formulated in the early 1980s,
its content is also relevant in the 21st century.

In the definition of Mautz, Tiessen and Colson, the focuses is placed on the types
of activities undertaken by internal auditors and on their areas of operation. However,
it does not specify the features that should characterize the activity of the internal audit.
When analyzing the literature on the discussed topic, it can be concluded that there are
two fundamental features of these definitions formulated at different times that come
to the forefront. They are assigned to the activities of internal audit: independence
and objectivity [Buttery, Simpson, 1986; Basu, 2009; Saunders, 2002, Przybylska 2011].
These features should be considered necessary in the performance of the profession
of internal auditor and their importance is also emphasized in the latest guidelines and
standards addressed to internal auditors, which will be developed further in this chapter.

According to the latest version of the International Standards for the Profession-
al Practice of Internal Audit issued by the Institute of Internal Auditors in 2016, inter-
nal audit is an independent and objective activity aimed at adding value and improving
the operational activity of the organization. It is based on a systematic and orderly eval-
uation of the processes: risk management, control and organizational governance, and
contributes to the improvement of their operation. It helps the organization achieve
its goals by providing assurance about the effectiveness of these processes, as well as
through consulting [Definition of internal audit (...), translation IIA Poland, 2016].

According to the definition of internal audit, this activity supports the organi-
zation in achieving the set goals through systematic and consistent activities aimed at
assessing and improving the effectiveness of risk management, as well as enabling the
increased effectiveness of the control system and organization management processes.
Again, the above-mentioned definitions show that the features that distinguish internal
audit are, above all, independence and objectivity. Independence means there are no cir-
cumstances that could compromise the impartial performance of duties. Objectivism,
on the other hand, is an impartial intellectual attitude that allows internal auditors to
perform engagements with full faith in the results of their work and avoid any deviation
in quality.

It is clear from the definition of internal audit that its role is to improve the enti-

ty’s performance by assisting management in achieving its objectives. Internal audit may
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Qualifications and competencies of a professional internal auditor

cover every area of the unit’s operation in which the internal auditor has identified the

possibility of risk.

1.2. Qualifications and competencies of a professional internal auditor

Professional qualifications are the sum of knowledge and skills that internal au-
ditors acquire throughout their lives and use when performing their professional duties.
Thanks to the qualifications gained over the years, the auditor becomes an expert in spe-
cific fields. Qualifications are usually confirmed by various types of diplomas and certif-
icates obtained after completing various stages of education, trainings and courses. The
confirmation of the possession of certain qualifications are also documents making the
professional achievements real. The qualifications therefore include the internal auditor’s
knowledge, education and experience.

Working as an internal auditor can cover both the private and public sectors. In
the private sector, unlike in the public sector, there are no specific regulations governing
the qualifications required for the job. The position of the internal auditor is extensively
regulated in the IIAs International Standards for the Professional Practice of Internal
Auditing. The paths leading one to become a profesional internal auditor, just like the
internal audit itself, have evolved over the years. The requirements for obtaining the
qualifications of an internal auditor were changed, and new opportunities appeared. The
pursuit of this profession requires meeting a number of conditions, not only formal, but
also ethical. These conditions are specified, inter alia, in the guidelines that must be met
in order to obtain one of the international certificates entitling to perform the duties of
an internal auditor.

Acquiring the right to work in internal audit by obtaining one of the international
certificates is preceded by passing the relevant international exams, which check the level
of knowledge acquired by the candidate, enabling the proper performance of the duties
of an internal auditor. In the case of international certificates, the requirement of a good
criminal record and two years of practice in audit or control is also mandatory. The ob-
tained certificates are also valuable in the international context, authorizing them to work
throughout the EU.

On the other hand, professional competencies are cognitive and individual abilities

of a given person, which determine the predisposition to perform the duties of an inter-
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Chapter 1. Communicating in internal audit

nal audit. The characteristics of an internal auditor have been defined in the ISO 19011
standard, and include:

o cthicality,

® openness, flexibility,

® the ability to apply the principles of diplomacy,

® persistence, determination,

® independence.

In addition to personality traits, important are also skills related to the tasks per-
formed, such as the ability to plan work, communication skills, the ability to obtain, col-
lect, verify and elaborate specific information, as well as being able to draw conclusions,
possessing knowledge of the random sampling technique, confidentiality, and the ability
to prepare concise, transparent reports [PN-EN ISO 19011: 2018-08].

Since the end of the 20th century, more attention has been given to the grow-
ing importance of soft skills in the internal auditor’s profession, which is related to the
changing expectations regarding the role of internal auditors. Senior management is in-
creasingly looking for internal audit employees who will not only perform scheduled
audit tasks, but will also serve as strategic advisers for a given entity. The increasing
importance of soft skills has causes the increasing importance of features traditionally
considered feminine, which is a premise for considering the importance of gender in the
audit [Zalata, Tauringana, & Tingbani, 2018]. In light of some studies, we can observe
the advantage women possesses when performing functions related to internal audit [Ud
Din et al., 2020].

Professional qualifications and competencies necessary for the effective perfor-
mance of internal audit have been defined, among others, in professional standards and
guidelines addressed to internal auditors. The Internal Audit Competence Framework,
developed by the Institute of Internal Auditors (Figure 1.1) is considered the most im-
portant document in this respect.

In “The Internal Audit Competency Framework” [The Institute of Internal Au-
ditors, 2013] the “technical” and personal competencies that were deemed necessary to
exercise the profession an internal auditor have been defined. Personal skills include the
ability to communicate effectively, which has been recognized as essential for both inter-

nal audit managers and members of audit teams.
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Qualifications and competencies of a professional internal auditor

EFFECTIVE PERFORMANCE OF AN INTERNAL AUDIT

PERSONAL SKILLS
COMMUNICATION PERSUASION SKILL AND CRITICAL THINKING
COOPERATION

L IMPROVEMENT AND INNOVATION

L)L

L |

TECHNICAL SKILLS
KNOWLEDGE OF PROFES- KNOWLEDGE OF THE PRINCIPLES
SIONAL PRACTICE STAND- OF ORGANIZATIONAL GOVERN- ENTREPRENEURSHIP
ARDS ANCE, RISK MANAGEMENT AND
CONTROL
INTERNAL AUDIT MANAGEMENT
L PROFESSIONAL ETHICS J

Figure 1.1. The Internal Audit Competence Framework of the Institute of Internal Auditors

Source: own study based on [The Institute of Internal Auditors, 2013].

Taking into account the subject of this monograph, detailed guidelines in the
area of communication addressed to internal auditors deserve attention. According to
these guidelines, internal auditors, when performing their work, by selecting appropriate
methods and means of communication, are to build an atmosphere of openness and
trust. Through communication, each internal auditor is to show respect to other people
(including the audited) and adapt messages to the needs of recipients. As recommended,
the internal auditor is to express his/her ideas cleatly and confidently. This is achieved by
the appropriate selection of forms of communication, including the ability to interpret
body language, which improves communication. In the guidelines addressed to internal
auditors, there is also focus on the linguistic correctness of statements (oral and written).

Every internal auditor, in order to perform their duties effectively, must listen
actively, ask questions if necessary, and check their own understanding of the content
they are hearing. In conversations with the auditors, you should also ask recipients for

feedback in order to be able to assess the effectiveness of communication.
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Chapter 1. Communicating in internal audit

The Institute of Internal Auditors also includes recommendations for the for-
mulation and communication of audit findings. They point out that these findings and
their impact on the organization should be presented in a professional and confident
manner. The use of visuals is recommended when presenting process findings or other
complex information. All information provided by internal auditors should be delivered
to recipients in an ordetly manner that enables them to understand it and gives them the
opportunity to learn and develop [The Institute of Internal Auditors, 2013].

It is noted that the skills necessary for effective communication are common to all
internal auditors, regardless of their place of employment and function. However, these
requirements will increase with seniority. This is due to many factors, some of which
include the fact that:

® the processed information becomes more complex,

® available sources of information are becoming more and more numerous,
® the strategic importance of the messages transmitted is increasing,
® audiences are more demanding and more diverse.

Attempts to define the catalog of competencies and personality traits appropriate
to internal auditors are also evident in the literature on the subject and many scientific
studies. Kiziukiewicz [2013] mentions meticulousness, reliability, inquisitiveness, perse-
verance, the ability to think creatively and independently and objectively assess the situ-
ation among the personality traits that an internal auditor should distinguish themselves
by. These features predispose the auditor to properly perform audit tasks. On the other
hand, communicativeness, a sense of tact, respect for other people, as well as mental
resistance, especially to pressure, are features that relate to interpersonal relationships,
which are also important in the work environment. Equally essential is the ability of
the auditor to adapt to the changing environment and the ease with which they acquire
knowledge, both theoretical and practical.

Chambers and McDonald [2013] point out that with the development of inter-
nal audit, the expectations regarding the qualifications and competencies (called by the
authors as attributes) of internal auditors also change. Technical skills remain absolutely
essential, but are no longer sufficient on their own. An effective “internal auditor of the
future” must possess a wide range of non-technical attributes in addition to technical
skills. The authors conducted research among internal audit managers around the world,

looking for answers to the most desirable and commonly sought characteristics that in-
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Qualifications and competencies of a professional internal auditor

ternal auditors should possess. Figure 1.2 presents the seven most desirable attributes of
an effective internal auditor identified by Chambers and McDonald.

Chambers and McDonald draw attention to the fact that although effective
communication has long been listed among the most desired characteristics of an
internal auditor, the role of this communication is changing rapidly. This is mainly
due to the emergence of social media and its impact on the auditor’s work. The
authors note that effective communication skills extend beyond written reports and
verbal communication skills. Chief audit managers indicate that conducting an audit
requires continuous and two-way (i.e., speaking and listening) communication, both

formal and informal.

continuous improve- honesty

ment of qualifications
ahility to communicate effectively

~

building rela-

7 attributes an effective partnership

tionships
auditor internal

global mindset / teamwork skills

Figure 1.2. The attributes of an effective internal auditor

Source: own study based on [Chambers, McDonald, 2013].

The respondents also critically assessed the written communication used. They
found that very few people pay attention to records other than the audit report, which
is often the only means of written communication. At the same time, it is expected that
the content of the reports will take the form of short messages and direct information,

characteristic of the aforementioned social media.

19



Chapter 1. Communicating in internal audit

Comprehensive, international research on competencies that are desirable for an
internal auditor was conducted, among others, in 2010 by Bailey [2011]. The survey was
conducted among internal auditors (divided into managers of the internal audit function
and members of audit teams) as well as managers and management staff, who are the
main recipient of audit services. These studies show that the five key competencies of
internal audit should be included:

1) communication skills,

2) the ability to recognize and solve problems,

3) keeping up to date with changes in legal regulations and professional stan-
dards,

4) understanding the essence of business, which is the basis for identitying
emerging problems related to risk and control systems, and

5) risk management, both in the context of the entity’s operational activity and
for planning purposes in audit activities.

At the same time, communication skills were highly rated by both the surveyed
internal auditors and the management staff using the services of auditors. Interestingly,
communication skills are the highest rated general competency and the third most im-
portant behavioral skill in Bailey’s research. Conversely, conflict resolution, negotiation
skills, and the ability to promote the value of the internal audit are important specialized
communication skills for internal auditors that rank highly in the survey. Table 1.1 pres-
ents general and specialized competencies by regions of the world.

Regardless of the region in which internal auditors perform their duties, commu-
nication skills were assessed as very important in conducting internal audit by the vast
majority of respondents. The highest rate in this regard was recorded in Africa (94.2%),
and the lowest in Asia Pacific (77.1%), with the average for all survey participants at
85,3%. Table 1.2 presents general and specialized competencies by economic sector.

The situation is similar in the breakdown of responses by sectors of the econo-
my. Auditors from various sectors generally put communication skills first. The highest
ratio in this area was recorded among internal auditors employed in the financial and
public sectors (86.7%). It is also worth noting that communication skills were put in the
first place by both the internal auditors themselves and the recipients of audit services
— management staff. Bailey [2011] notes that communication skills were considered the

highest overall competency in both previous surveys carried out in 2006 and in 2010.
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Qualifications and competencies of a professional internal auditor

A high ranking of these skills, constant over time and independent of the region and pro-
fessional position, demonstrates the lasting importance of the continuous development

of communication skills at all stages of the professional career.

Table 1.1. The importance of the competencies of internal auditors by regions of the

world (assessed as “very important”) in the light of the research results from 2010 (in%o)

5 P F gz E oo 2Eoip & F
2 = i J fposf O =

< HO = 58
The ability to communicate 942 771 816 832 830 930 8.3 79.8 853
Ability to define and solve prob- ~ 88.7 76.1 80.5 83.6 778 864 760 79.6 81.1

lems

Ability to promote the value of 87.0 619 60.1 829 792 0666 594 66.7 67.1

internal audit

Keeping up to date with changes  86.0  56.7 59.8 849 727 675 575 67.6  66.2

in legal regulations and profes-

sional standards

Organizational skills 80.2 51.7 537 715 675 781 549 57.8 647

Conflict resolution/negotiation 69.6 548 558 712 624 562 49.0 59.8 573
skills

Source: own study based on [Bailey, 2011, p. 49].

A 2015 study by the IIA Research Foundation found that the personal skills of
internal auditors, such as effective communication, persuasion and collaboration skills,
and critical thinking, are key to ensuring that information, observations and recommen-
dations made by internal auditors are on the basis of technical knowledge, have an appro-
priate impact on the organization. Written and oral communication and listening skills are
important for successful interactions with different departments across the organization
as well as with external parties such as external auditors. It is also emphasized that for
internal auditors, especially those managing the internal audit function, mastering good

communication is essential for effective cooperation within one’s own team [Rose, 2015].
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Chapter 1. Communicating in internal audit

Table 1.2. The importance of the competencies of internal auditors

by sectors in the economy (assessed as “very important”)
in light of the results of the 2010 research (in %)

8 5. ¢

3] . < £ <2
- 3 g 9 i 8 5 s g 2 &
i) — 17 @ = 9 2. = 5 O &
0 8 =] 9 3] Z & 8= £ 3
& e £ =2 5 4 £ ST 0 =

8 = 5 éo » o < 9

= ~ B

o
The ability to communicate 86.7 80.8 86.7 84.2 856 861 836 853 853

Ability to define and solve prob- 833 777 789 810 81.1 823 818 799 811

lems

Ability to promote the value of 67.1. 626 663 737 672 691 653 697 671

internal audit

Keeping up to date with changes 71.3 553 658 655 683 657 584 67.8 06062
in legal regulations and profession-

al standards

Organizational skills 657 583 0655 622 684 0632 0629 0684 647
Conflict resolution/negotiation 60.1 542 53,6 597 570 562 565 587 573
skills

Source: own study based on [Bailey, 2011, p. 70].

Taking into account the fact that communication skills in the internal audit are
indicated in many studies as the most important or one of the most important for
the effective performance of internal audit, self-assessment of these skills by internal
auditors seems to be an interesting issue. A valuable summary in this area is present-
ed in Chart 1.1.The largest number of internal auditors assessed their communication
competencies at level 4 — 38%. The second most important group (28%) were auditors
who found their communication skills to be excellent (5 — expert). The group of audi-
tors assessing themselves in the discussed scope at an average level (3 — competent) had
a slightly smaller share (26%). On the other hand, 5% of the surveyed internal auditors
assessed their communication competencies at level 2 (trained), and the smallest share

(2%) were at level 1 (novice).
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Qualifications and competencies of a professional internal auditor

Chart 1.1. Self-assessment of the competencies of internal auditors
in light of the 2015 research

knowledge of professional standards

risk management and knowledge of
control mechanisms

business knowledge

professional development and innovation
managing the internal audit function
critical thinking

performing internal audit

ability to persuade and cooperate

the ability to communicate

cthics

Source: own study based on [Rose, 2015 p. 9].

It is worth adding that the increase in the self-assessment of practically all as-
sessed competencies of internal auditors was influenced by such factors as age, seniority,
and the number of hours of training. Higher average grades were also recorded in the
group of auditors holding international certificates (CIA and others) than in the group
of non-certified auditors [Rose, 2015].

It should be noted that communication skills, listed as one of the key compe-
tencies necessary for the effective conduct of internal audit, obtained one of the top
positions in the ranking of self-assessment of competencies by internal auditors. On
the other hand, obtaining an average mark of 3.84 may indicate the need for continuous
improvement of these skills.

Witzany [2018] also notes in his research on the functioning of internal audit in
the United States that for 98% of the management staff participating in the study, the
auditors’ ability to communicate with the environment is crucial for the effective conduct
of audit activities. Performing the work of an internal auditor implies the need to build

relationships in the organization, and requires active, careful listening and respecting var-
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Chapter 1. Communicating in internal audit

ious points of view. The author, who is an active internal auditor herself, emphasizes
that internal auditors should use both formal and informal communication channels
in communicating with the audited and management staff. The ability to communicate
effectively is also one of the key criteria when hiring new internal auditors for the audit
team. This opinion was expressed in the research by 56% of internal audit managers sub-
ject to the surveys. Only the ability to think analytically was higher in the ranking (76%).

It is also worth quoting the results of the 2019 research conducted among people
managing internal audits. The respondents were to make a self-assessment and indicate
the areas of personal skills that they would like to improve in the near future [Protiviti,
2019]. Skills they believe need improvement and are critical to the successful perfor-
mance of an internal audit include:

® public speaking,

® developing relations with the management staff (outside the audit committee),

® developing external contacts,

e the ability to convince/petsuade,

® mastering the use of new technologies,

® negotiation skills, coping with confrontation (conflict).
Among the seven listed skills, only one is “technical”, and the remaining ones are related
to the area of effective communication in various situations.

Uwaleke and Ubaka [2010] pay attention to the factors that will determine the
effectiveness of the communication process in an internal audit. The authors mention
the ability to relate to auditors in vatious situations, the ability to focus on and analyze
key information quickly, and the ability to actively listen and identify facts as highly useful
personal skills, if not essential in the work of an internal auditor. Conclusions of a similar
nature were made after scientific research also carried out in other countries [Gurama et
al., 2019; Narkchai and Fadzil, 2017]. The view that exceptional communication skills
are among the competencies necessary for internal auditors was also expressed by Smith
[2005], Sawyer et al. [2003], Loss [2003].

The presented review of the literature on the competencies and personality traits
that an internal auditor should be characterized by shows that the authors focus primarily
on determining the positive features that are desired in the work of an internal auditor.
On the other hand, Salerno-Kochan [2006] also made an attempt to identify negative

features that make it difficult or even impossible to work in this profession. Among these
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features, the author lists: excessive talkativeness, shyness, conflict, meticulousness, credu-
lity, and a tendency to instruct and demonstrate power. It is worth noting that all these
features will significantly affect the process of communication of the internal auditor

with the environment.

1.3. The role of communication in internal auditand problems in communication

The term “communicating” is derived from the Latin verb commu-nico, communi-
care, and means to convey messages, consult, connect, make common. The term “in-
terpersonal communication” is associated with the process of communication between
people and has its roots in the work of the mathematician Claude Shannon and the
cyberneticist Warren Weaver [1949]. The publication of these authors presents a mod-
el of signal transmission in telecommunications systems. This diagram is shown in

Figure 1.3.
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Figure 1.3. Shannon and Weaver signal transmission model

Source: compiled on the basis of [Shannon and Weaver, 1949, p. 7].

This model was quickly adapted to describe interpersonal communication. The
word transmitter was changed sender and transceiver to receiver (Figure 1.4). In this
sense, communication is therefore the flow of information from the sender to the re-
cipient [Augustynek 2008]. Research based on the Shannon and Weaver model was con-
ducted, among others, by Krippendorff. The researcher considers Shannon and Weaver’s
mathematical model of signal transmission in the context of communication between
people, including the digitization of some elements of the communication process
[Krippendorff, 2009].
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Figure 1.4. Modified model of Shannon and Weaver

Source: own study.

As Augustynek [2008] notes, understanding communication as the flow of in-
formation from the sender to the recipient describes the communication of computers
for which words and their sequences are unambiguous. For people, words and their se-
quences mean different things. Differences in the interpretation of the same statement
by several people may result from having individual experiences that affect our way of
thinking and understanding speech, and the message itself can take place in completely
different situations.

Considering the above, “interpersonal communication is a psychological process
by which an individual transmits and receives information during contacts with others.
We transmit specific information to each other through speech, facial expressions, panto-
mime, and voice intonation” [Augustynek, 2008]. These issues are going to be discussed
in more detail in the second chapter of this monograph.

In the process of transmitting a message, both the sender and the recipient may
be disrupted. There may be various reasons for this. This phenomenon is called interper-
sonal communication noise. We can distinguish between physical noise (noise, too great
of a distance) and psychological noise — for example, fatigue, attention deficit disorder,
disadvantages of sensory analyzers [Augustynek, 2008]. It is worth quoting the “7C” rule
of effective communication formulated by Cutlip and Center [1953]. According to this
rule, communication must be:

® complete — the sender of the message should convey all the facts required by
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the recipients, they must also take into account the recipient’s attitude and prop-
erly convey the message,

® concise — the message should be expressed in as few words as possible, but
without forgetting about its completeness,

® considerate — the sender must take into account the recipients, i.e. their points
of view, origin, way of thinking, emotions, problems, level of education, etc.,
and treat them with respect,

® clear — means focusing on one goal of the message, avoid trying to achieve too
many goals at once,

® concrete — a specific message is detailed and clear, not fuzzy and general, speci-
ficity strengthens self-confidence,

® courteous — the message should be honest, polite, reflective and enthusiastic, it
should express the sender’s respect for the recipient,

® correct — the message has no grammatical errors.

The communication process in an organization can take the form of vertical or
horizontal communication. Differentiating these forms of communication allows us to
define the sender’s expectations and propetly define the required skills. Vertical commu-
nication can take the “up” direction (from employee to supervisor) or “down” (from
supervisor to employee). It usually takes the form of formal messages flowing between
employees and their superiors. “Upward” communication covers three aspects in particu-
lar: information transfer, information receival, and relationship management. In the case
of providing information, the most common ones are reporting (reporting on completed
tasks), suggestions for solving a problem or expressing needs related to specific tasks.
The most important skill in this area is to be concise and specific. When accepting infor-
mation in the form of commands, instructions, evaluations and opinions (positive and
negative), the ability to listen is a key skill, but also to be assertive in accepting criticism
and praise. The third area is taking care of relationships. In this area, the most important
skill is the ability to take the perspective of the other party, show attention and respect,
openness in sharing information important for further cooperation and skillful feedback.

Downstream communication involves the two-way communication between the
superior and the subordinate, from the superiot’s perspective. There are also three typ-
ical communication situations — transmitting information, receiving information and

caring for relationships, but they are considered from the point of view of the superior.
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The area of information communication covers a number of important skills related
to people management. From the point of view of communication, the most import-
ant is the ability to clearly and specifically express thoughts and give clear instructions.
Within this area, assigning tasks, discussing problems, making decisions (including the
unpopular ones), motivating, evaluating and providing feedback. In the area of receiving
information, the most important skill of a superior is careful listening, encouraging hon-
esty and openness, and critical listening — looking for motives, justifications and exam-
ples confirming the statements of the subordinate. Taking care of relationships means,
above all, respecting boundaries and expressing understanding for the perspective of
the subordinate — even if we make a decision that is unfavorable from his/her point of
view. If possible, the reasons for the decisions made should be explained, especially in
the case of unpopular decisions. Caring for relationships also includes keeping contracts
and meeting obligations. Both behaviors build mutual trust [Serafin, 2013].

Horizontal communication takes place between members of the same group or
employees performing functions at the same level of the organization. This communi-
cation can be formal and informal. It involves the transmission of messages between
members of the organization holding equal positions. The most common tasks in the
area of horizontal communication are coordination of activities, consisting in the divi-
sion of tasks and determining the methods of communication and accounting for their
performance. It is also important to solve problems in the field of cooperation between
departments or teams, including presenting various positions and interests, expressing
and adopting opinions and searching for solutions. The most important skills in this area
are building cooperation relationships, studying the motives and interests behind specific
positions or attitudes, listening carefully and understanding the perspective of the other
party, and skillful persuasion. Assertive skills are important from the point of view of
cooperation — respecting one’s own and other people’s rights, using the language of
opinions, not evaluations, and the ability to rejecting and accept refusals [Serafin, 2013].
Figure 1.5 shows vertical and horizontal communication within an organization, includ-
ing internal audit.

The vertical communication that internal auditors deal with in an organization
takes place in two types of relationship. The first type concerns communication be-
tween auditors and their immediate supervisor, head of the organization, management

board and management staff. The main, but not the only subject of the communica-
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tion process in this case will be the transfer of findings and recommendations from

the conducted audits.
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Figure 1.5. Vertical and horizontal communication in the organization

Source: own study.

Also, we mustn’t forget that, in addition to assurance engagements, internal
auditors perform various types of consulting engagements within an organization,
which may take the form of formal and informal engagements. If management is
the recipient of the internal auditor’s consulting services, there will also be vertical
communication in the internal audit. The key skills of the internal author in vertical
communication, in particular in the “upward” direction, are brevity and clarity in
communicating findings, as well as the ability to convince to the solutions and propos-
als developed. We must remember that the decision to implement specific solutions
lies with the management staff of the organization, not with the internal auditor, but
the appropriate presentation of recommendations gives a good chance for their actual
implementation within the set time limit. Communication efficiency can also signifi-
cantly increase the importance of audit as a form of alleviating tensions between

managers and company owners, a mathematical model of this significance was created
by Xu & Akther [Xu & Akther 2019].
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The second type of relationship, in which there will be vertical communication
in the internal audit, will occur in organizations whose organizational structure has
a separate internal audit unit and a team of internal auditors. In this case, vertical com-
munication will occur between the chief audit executive and the rest of the audit team.
It will include, inter alia, supervising the work of internal auditors, coordinating and
allocating tasks to be performed, accepting reports on tasks performed, but also con-
sulting, motivating, training, and professional development of the entire audit team. In
turn, communication skills within the team influence its results [Haron & Jantan 2005].

Horizontal communication in internal audit also occurs in two situations. In all
organizations, it will occur in the relationship between internal auditors and the audit-
ed. The key aspect in this case is building the right relationship. With their demeanor,
internal auditors should encourage the audited to maintain contact and conversation
with them. They should be perceived as advisers, people supporting the organization
in achieving its goals at all levels of management. Such relationships can only be de-
veloped under conditions of mutual respect and trust. Therefore, one should avoid
self-exaltation, non-constructive criticism and judgment. Active listening and the abil-
ity to read non-verbal signals are also an inseparable element of building a proper
relationship with the audited.

In organizations where internal audit units have been separated (taking the form
of departments, offices, sections, etc.) and a team of internal auditors is employed,
horizontal communication will also take place between internal auditors and mem-
bers of this team. In horizontal communication, there will be 2 number of informal
communication channels, developed and characteristic of each team. The quality of
this communication determines the effectiveness of the audit [Eulerich, Henseler &
Kohler, 2017]. The main goal of horizontal communication between internal auditors
seems to be mutual support in the performance of professional duties, advice, devel-
opment of solutions, as well as the flow of knowledge favoring the professional devel-
opment of individual team members. Competencies in this area remain a priority even
when the number of auditors has significantly increased in a given country [Coetzee,
Fourie & Burnaby 2015]. It is also influenced by the fact that, in light of the research,
communication between auditors and financial directors is often unofficial, though

professional [Compernolle 2018].
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Figure 1.6. Forms of communication in the internal audit process

Source: own study.

In the internal audit process, at its various stages, three forms of communication
can be used: active listening, oral, and written, as shown in Figure 1.6. The forms of
communication strictly depend on the stage of the internal audit process. Each audit task
begins with notifying the audited of the planned completion of the audit task. The oblig-
atory form in this case is the written form, which is obligatory. The notification is formal.
It is good practice to already conduct a short interview at this stage of the assignment,

but in practice not all auditors use this solution.
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The next step in the internal audit process is the initial review. This is the stage per-
formed by the auditor (or team of auditors) performing the audit engagement. During
the initial review, the auditors familiarize themselves with the documentation and legal
acts relating to the audited area, define the purpose of the audited activity, and identify
and assess the risk. Communication with auditors is very limited and is mostly in writing.
Rather, it is a phase of the auditor’s own work which prepares them for the performance
of the audit task.

The opening meeting is an extremely important step in initiating the actual activities
of the internal auditor. During the opening meeting, the auditors meet with the audited and
present the purpose of the internal audit, discuss the organizational assumptions of the
planned audit task and agree on the schedule of activities to avoid disruptions in the work
of the audited entity during the audit. The opening meeting is also often the first meeting
between the audited and the auditors. It is during the meeting that auditors can effectively
start building appropriate relationships with the audited; dispel their fears, answer any ques-
tions that arise, and clear up any doubts that arise. Active listening and written form will
therefore be a necessary form of communication. The ability to read non-verbal signals
will be very helpful. Written form will occur at this stage, but its importance is marginal. In
fact, it is limited to the preparation of the minutes (notes) of the opening conference held.

After the opening deliberation, the auditor develops an engagement program. It is
a formalized, written document that is included in the audit file. At this stage, communi-
cation with the audited does not occur or occurs sporadically.

The performance of the audit task is the main phase of the entire internal audit
process. Auditors may use very different audit methods and techniques at this stage,
depending on the nature of the engagement, the nature of the area in which the engage-
ment is conducted, the organization in which the audit is taking place, and many other
factors. However, regardless of the means chosen, communication with the auditees is
always the most important axis of all other activities. The course of the entire audit task
may depend on the quality of the communication process and the degree of its formal-
ization, but also the effectiveness of the internal auditor’s actions. Active listening, the
ability to ask questions, reading non-verbal signals, and maintaining an atmosphere of
mutual respect and trust are key at this stage. Sometimes, however, the relationship with
the audited may take a very official and formal format. In such cases, the written form

becomes the primary form of communication.

32



The role of communication in internal audit and problems in communication

The next stage of the internal audit process is a closing meeting, during which
the auditor presents to the auditors the preliminary audit results and proposed recom-
mendations. The dominant form of communication in this case will once again be oral
and active listening.. Considering the type of content provided by the internal auditor, an
important skill will be assertiveness, the ability to convince, coping with stress, but also
the ability to negotiate and reach a compromise. The supplementary form of communi-
cation at this stage will be in writing, which will take the form of a protocol (note) drawn
up from the closing meeting,

Findings from the performed audit task and recommendations take the form
of a written report. Certain requirements for an internal audit report result from the
guidelines contained in the internal audit standards. According to them, the audit re-
port must be accurate, i.e. free from errors and distortions, and faithfully reflect the
facts. The document must also be objective, containing reliable and unbiased informa-
tion as a result of an unbiased assessment. The report should be logical and contain
easy-to-understand content. It is recommended to avoid technical, specialized lan-
guage. The information should be concise and constructive and prepared in a timely
manner enabling the management to take appropriate corrective actions [Institute of
Internal Auditors IIA Poland, 2016]. On the other hand, the literature on the subject
points out that some internal audit reports are too long, especially in the age of social
media, where short content with graphics predominates. Therefore, internal auditors
are encouraged to present audit findings and the results of complex analyzes in a visual
format [Chambers and McDonald, 2013].

The final stage of the discussed process is the delivery of the final audit results
in the form of a report. Practice shows that various variants are possible here. The
report may only be submitted in writing, without re-meeting with management and
auditors. Another option is to submit the results developed in writing in the form of
a report during a meeting with the management or a wider group set by the manage-
ment. In the latter case, the oral form of communication will prevail. The quality of
the presented report may be one of the key features determining the fulfillment of
its basic functions by audit and financial control, as evidenced by the research carried
out on several hundred companies listed on the Bucharest stock exchange by Grosu,
Robu and Istrate [2020]. The theoretical framework of this meaning was described by
Endaya & Hanefah [2013].
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Various kinds of problems can arise in the communication process. Taking into
account the soutce ctiterion, the problems can be divided into problems on the recipient
side, problems on the sender’s side, and external problems.

Examples of problems which may lie with the recipients are their scope of com-
petence in receiving information: lack of knowledge, lack of knowledge of the language,
understanding the broader context of information. It is also the attitude of the audience
— their prejudices, the assumption that the sender is biased and the information itself is
worthless — also significantly influences the reception of information [Weissman, 2007].

The problems on the part of the sender may include issues of technical compe-
tence, such as quiet voice, stuttering, substantive competence, for example, illogical and
disordered statements, inability to encourage participation, up to competencies where the
scope of the statement is clearly not adapted to the audience. Such a presentation may
prompt the audience to ask questions, which often adds even more confusion for the
speaker [Frankfort & Fanning, 2005].

External factors can be elements of the environment, for example noise, cramped
room, inadequate lighting, temperature, influencing the perception of information [Lun-
den and Rossel, 2003]. Most of the barriers that have been listed here can be removed or

at least their negative impact can be eliminated [Weismann, 2007].



Chapter 2

Communication Competencies of the auditor

2.1. Effective and correct communication

The terms mutnal understanding and communication for the purposes of this chapter
will be considered interchangeable as indicated in chapter 1. The issues of interpersonal
communication interested psychologists, especially in the humanities, as early the 1960s.
Particular attention was paid to the relationship between people’s communication and
the possibility of satisfying important needs (closeness, belonging, security etc.), but also
in terms of managerial efficiency. It was then recognized that communication is one
of the most important social skills that can and should be developed and improved.
Communication (from Latin communicatio — conversation, exchange, connectivity) is the
process by which people share meanings through symbolic (sounds, letters, words) infor-
mation (messages). The simplest model of communication consists of transmission of
a message (verbal or non-verbal) by the sender and the receiving of the message by the
recipient. This model was initiated by Claude Shannon and Warren Weaver [1949], which
is discussed in the first chapter of this monograph.

Communication can be one-way, when the sender transmits the information with-
out waiting for the recipient’s confirmation, or two-way, when the sender obtains confir-
mation of the transmitted information, for example in the form of questions. Effective
communication occurs when the recipient understands the message as the sender in-
tended to convey it. In effective communication, the sendet’s information reflects his/
her intention, and the recipient’s interpretation coincides with the sender’s intentions.
Communication is influenced by needs, expectations, attitudes, but also the reactions the
sender evoked in their interlocutor [Trebecki, 2020].

Filip Sadler pointed out that the key factor influencing attitudes towards commu-
nication processes and systems is organizational culture, which represents silent norms,
shared values, beliefs and everyday practices [Sadler, 1988]. They shape patterns and

features of interactions between employees at various hierarchical levels [Trebecki, 2016].
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Spitzberg divides communication competencies into two categories: effective and
correct communication [Spitzberg, 2000]. In this way, it refers to two features of com-
munication, which on the one hand is the transmission of information, and on the other
hand, establishing or maintaining a relationship. Effective communication is one in which
information is transferred. Correct communication, on the other hand, improves the
relationship between the parties involved in the communication process [Wiemann et al.,
1997]. Both features occur simultaneously, although the purpose of communication and
its form may change the proportions of both elements. Inadequate effectiveness causes
discomfort in one of the parties of communication, leading to reluctance, which in turn
may strongly influence the tendency to communicate, and even change the perception of
the information obtained. In turn, the mere correctness without effectiveness results in
communication boiling down to maintaining the relationship, bringing no specific effect
and leading to the frustration of the sender.

Adler, Rosenfeld and Proctor point out that there is no one universal correct
way to communicate. The adopted methods of communication are a derivative of the
personality of the communicating persons (introverts tend to be effective, extroverts
emphasize the relational aspect), the context of communication (business, private, offi-
cial, unofficial) and the cultural context [Adler, Rosenfeld and Proctor, 2016]. Perceiving
certain behaviors in the process of communication depends, among other things, on
the cultural context. Such elements of effectiveness as revealing one’s views, expressing
them clearly, directness and straightforwardness will be appreciated in Western culture,
especially in the Unites States. In Latin cultutes, and especially for the inhabitants of the
Middle and Far East, such behavior will be treated as aggressive, indelicate. In turn, the
use of allusions, characteristic of Asia, and paying attention to the feelings of the other
person referring to the relational character, will be treated in Western culture as confus-
ing, illegible, introducing unnecessaty chaos and an excess of redundant information
[Kim et al., 1989].

Collier found that differences may exist even within the same cultural circle. An-
alyzing the American society, she proved that Americans of European descent value
respect for individuality, Latin Americans for mutual support, African-Americans for
respect and acceptance, and Asian Americans for gentleness [Collier, 1996]. In commu-
nication, therefore, flexibility is a desirable feature, treated as a tendency to understand

and adapt to the way of communicating of another person. Although Ruben claims that
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there are communication skills that can be treated as universal [Ruben, 1989], in most
cases they are very differentiated.
With such individually and culturally diverse approaches, it is difficult to speak of

a single, universal code that defines communication competencies. Rather, we can dis-
cuss degrees or areas of competence. Proctor, Rosenfeld and Adler identified 7 areas of
competent communication:

® 2 wide range of communication possibilities,

® adaptive abilities consisting of quick selection of the appropriate communica-

tion methods,

® the ability to behave, consisting of the readiness to change the adopted method
of communication depending on the development of the situation,
involvement,
empathy,

cognitive complexity,

self-observation.

A wide repertoire of communication possibilities allows for great communica-
tion flexibility, not limited to one, mastered, method of communication. For example,
a president who knows only a directive, commanding mode of communication will be
reluctantly seen and hardly understood in a democratic organization such as a parents’
council at school. It seems that in the work of an internal auditor this area of competent
communication is of particular importance [Endaya and Hanefah, 2016]. When per-
forming the profession of an internal auditor, one should be aware that the process of
communication between the internal auditor and the audited will be different than with
the management of the organization where the audit is conducted. In each case, different
ways and means of communication will be used.

Adaptability means the ability to quickly select the approptiate communication
method for a specific situation. A correctly chosen method will be judged by the par-
ticipants of communication as appropriate, if it contributes to the fact that the com-
munication will be effective and correct [Hample and Dallinger, 2002]. Another area
of competent communication is the ability to behave, consisting of the readiness to
change the adopted method of communication depending on the development of the
situation. The authors highlight the enormous role of experience in acquiring this feature

of competent communication. In the work of an internal auditor, this skill is important
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both at the stage of conducting audit work and when communicating the audit results.
Depending on the type of conclusions and post-audit recommendations and the scale
of detected irregularities, the internal auditor will have to select appropriate methods of
communication.

Commitment is most often seen through the prism of relationship in communica-
tion. It shows readiness and willingness to communicate. Knapp and Vangelisti point to
three dimensions of commitment:

1) commitment to a relationship with another person,
2) commitment to the topic of conversation and
3) commitment to achieving a fair benefit from communicating.

This theory is again reflected in the assumption of communication as a game of
two elements: the merits and relations [Knapp and Vangelisti, 2000].

Empathy is a trait that enables quicker understanding of the other communication
participant by considering their situation and motives. The key to the developing this
trait is not only experience and knowledge, but also the ability to listen, which allows us
to promptly develop a correct view of the interlocutor’s situation, thus increasing the
possibilities of competent communication. Mark Redmond considers empathy to be the
fundamental dimension of interpersonal and communication competencies. According
to him, empathy improves understanding of other people and the ability to predict what
they will do. Understanding and anticipation make empathy a possible tool for persua-
sion, compliance, relationship development, and counseling [Redmond 1989].

Cognitive complexity is a trait that allows for multi-dimensional perception of the
ongoing communication process. It is the ability to interpret communication taking into
account a very broad spectrum influencing what and how something is communicated.
Due to cognitive complexity, during conversation we analyze not only the interlocutor’s
words, but also their facial expressions, gestures, behaviors, social position, current sit-
uation, and relationships with other people. This way, we build a set of elements that
allow us to conclude the consequences of communication or the possible goals that the
interlocutor will pursue more broadly. The ability to interpret differently leads to con-
versational sensitivity and increases the chances of effective communication [Kline and
Chatani, 2001].

The last area of competent communication is self-observation. It is the ability of

insightful introspection, allowing for deeper reflection of one’s own communication,
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which in turn leads to its modification in accordance with the assumed goals. This affects
the effectiveness of communication. When researching leaders, Kolb found that people
with a high degree of self-control respond better to other people’s instructions and adjust
their self-presentations to their recipients. Thus, achieving their communication goals
faster and gaining a high appraisal from their environment [Kolb, 1998].

Authors describing the above features pay attention to their appropriate propot-
tions. An excess of certain features may have negative consequences for communication
skills, as well as a deficit. For example, a person with too high a level of empathy will
achieve the relational effect more efficiently, but it will certainly be more difficult for
them to achieve high communication efficiency measured by the degree of achieving
substantive goals.

According to research, auditors often underestimate the importance of commu-
nication skills. The research on the nature and significance of two behavioral factors,
conducted by Grim’s team:

e the working relationship between the client and the auditor and
® the auditor’s availability, showed differences in the perception of communica-
tion.

The research used both online questionnaires and semi-structured interviews with
124 auditors and 74 companies from Malta. Both auditors and clients emphasized the
importance of a solid relationship, including elements such as mutual trust, objectivity
and auditor competence. Particular importance was attached to the relationship with the
audit manager (according to clients) and the audit partner (according to the auditors).
Both sides also attached great importance to the availability of auditors. The most im-
portant finding is that auditors are more focused on adhering to professional standards
while assigning less weight to other attributes apparently more valued by clients, such as

personality, including communication skills [Baldacchino et al., 2017].

2.2. Verbal and non-verbal communication

Oral communication, also known as verbal, is the most appreciated communi-
cation skill in the history of mankind [Harrari, 2018]. According to most studies, it is
precisely what determines managerial success. Oral communication also takes up most

of the manager’s job. Receiving directions and guidelines, reporting, delegating tasks,
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evaluating — all these elements are done through verbal communication. In the case of
internal auditors, the specificity of verbal communication may result from the character-
istics of the role in which the auditor is located, which in turn results from a given phase
of the audit process.

Here we can discuss two forms of communication. Passive, in which the goal is to
obtain information, and the tool is listening, and active, in which the purpose is to convey
information, and the tool is speech.

In the case of the first form — obtaining information, the passive side of au-
diting communication should be appreciated. Contrary to appearances, the ability to
listen, combined with the ability to persuade others to share information, can play an
extremely important role in the work of an internal auditor, significantly increasing the
efficiency and effectiveness of the process of obtaining information necessary in the
audit process.

The way of communicating plays an important role in obtaining information.
Aaron Saiewitz and Thomas Kid were investigating the impact of the communica-
tion channel and the professional tone of the internal auditor on customer responses
during the audit. In their experiment, it was checked whether the form in which the
inquiries are sent by the internal auditor affects the client’s responses and whether
these responses may be affected by the professionalism (seriousness) of the auditor’s
tone of voice. In the experiment experienced (though not aware of their participation)
business specialists responded to the auditor’s request regarding a potential accounting
correction. Researchers differentiated the communication mode of the request (email,
audio , or visual) and the professional tone of the communication (more or less for-
mal), and then measured the extent to which participants disclosed information that
showed poor accounting performance of the auditee. Research results show that if the
auditor requests information via e-mail, the client’s responses tend to be more biased
compared to the information that can be obtained through an audio inquiry (tele-
phone) or visual form (face-to-face conversation). Moreover, it turns out that clients
react in a more biased way when the query is formulated in a less professional manner
than when the voice is setious, in a more authoritative tone [Saiewitz and Kida, 2018].

The second form of communication is active communication to convey informa-
tion. It is used especially in generating feedback, delivering reports, sharing conclusions,

suggestions or comments.
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Competencies in verbal communication can be divided into physiological, techni-
cal, and rhetorical.

Physiological, in part, remain independent of the communicator, although they
are his/hers natural resource. This group includes the tone and timbre of the voice, its
pitch and inflection. It has been proven that people with high-pitched voices are often
perceived as more emotional, less in control. Such persons must recognize whether what
they are communicating is receiving the appropriate attention. People with low voices,
especially in the case of men, are perceived as concrete, matter-of-fact assertive people.
A low voice is interpreted as an indicator of a personality with strong self-control and
leadership abilities. The sound and pitch of the voice is a feature that can be shaped to
a limited extent, although thanks to the use of appropriate techniques it is possible to
achieve the goal despite unfavorable natural conditions.

The second group of competencies in verbal communication are those resulting
from the technical competencies related to the use of one’s speech apparatus. These
competencies include, above all, the ability to efficiently modulate the voice, express
oneself in a manner consistent with the principles of phonetic rules, and to speak loudly
and clearly. Proper voice emission is favored not only by the silhouette that allow for the
correct emission of the voice, proper use of the body’s natural resonators, but also by
gestures that enhance the natural emission. This type of communication, as it is strongly
related to the presentation of audit results, will be discussed in more detail in Chapter
Four. However, its value is emphasized by the research of Coetzee & duPlessis [2020].

The third group of verbal competencies is related to the ability to create con-
cise, understandable, engaging messages and is the domain of communication specialists.
These competencies can be shaped through training and workshops [Janicka, 2016].

The definition of non-verbal communication would not be complete without
some clarification. Most often, non-verbal communication is treated as the opposite of
verbal communication, understood as communication with the help of vocal organs.
However, we must also recognize that non-verbal communication also includes sounds
we make with our months, however not characteristic of words, such as yaws, pecks,
slaps or whistles.

Peter Andersen distinguished the properties of non-verbal communication that
distinguish it from verbal communication. According to the author, non-verbal commu-

nication is:
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® unconscious,

e relationship-oriented,
e ambiguous,

® biologically shaped,
® continuous,

e multichannel.

Non-verbal communication is often unconscious, as opposed to verbal commu-
nication, which is usually fully conscious and controlled. Another feature of non-verbal
communication is its relationship orientation. It is extremely difficult to convey content
by means of non-verbal communication. Generating a message like “please provide me
with the data from the last quarter” is extremely simple verbally, but almost impossible in
non-verbal communication. On the other hand, non-verbal communication is petfect for
conveying information about our emotional or physical state (boredom, contentment,
joy) or feelings towards another person (greeting, joy, disappointment). In auditing prac-
tice, this means that errors in non-verbal communication may have relational repercus-
sions. Although, an error in the form of verbal formulations in writing, may incur legal
consequences [Andrzejczak, 2016].

Non-verbal communication is inherently ambiguous. Even a simple non-verbal
message can be read in many different ways and add a rich interpretation to a prosaic
gesture. It depends not only on the cultural context, but also on our the knowledge of the
person communicating, as well as our attitude and expectations towards them. Non-ver-
bal communication is also biologically structured because many gestures, such as smiling,
greeting or nodding, are universal to almost all cultures [Ekman & Davidson, 2012].
Verbal speech is strictly cultural and is related to the language of expression. Non-verbal
communication is also characterized by continuity. We cannot “turn off” non-verbal
communication. The body generates signals the entire time we are in our recipient’s field
of view, whether we are sitting, moving, making facial expressions or gestures. In the case
of verbal speech, a simple silence breaks the communication. A feature of non-verbal
communication is also the fact that it is multi-channel. Non-verbal communication con-
sists of both posture, gestures, facial expressions, as well as clothing, touch, paralinguistic
sounds (grunts, yawns) and others [Andersen, 1999].

The importance of non-verbal communication is influenced by the consequences

of the above characteristics. The most important is the belief that communication is less

42



Verbal and non-verbal communication

controlled by the unconscious nature of communication. So it is more honest, credible,
and true. When dealing with a contradiction between verbal and non-verbal communica-
tion, the messages generated by non-verbal communication should be considered more
credible.

Due to its biological roots, non-verbal communication is commonly understood.
Universalism concerns not only representatives of the same culture, regardless of edu-
cation, knowledge or social status. Often, gestures are understood in the same matter all
around the wortld. In the end, non-verbal communication is identified subconsciously
and intuitively, hence the beliefs that arise under its influence have a subliminal character
and thus are more durable and more powerful. More often they are read in an uncon-
scious form, as intuitions, prompts of instinct.

Higher competencies in reading non-verbal communication are assigned to wom-
en. British anthropologist and evolutionary psychologist Robin Dunbar has two theories.
This may be due to an evolutionary trait that allows women to read babies’ needs faster.
In the case of homw sapiens, in which the period of infancy is significantly extended, this
is a key feature that drastically increases the chances of the child’s survival. The second
theory looked for sources of higher body language identification competencies in the
specific situation of women. For a long evolutionary period, humans lived in small hunt-
er-gatherer communities. Primatologists suspect that these communities were closer to
the behavior of chimpanzees, when stronger males dominated the fights for leadership,
often committing acts of strong aggression. The ability to correctly read the intentions
of the aggressor could be, in the absence of adequate physical potential, crucial for sur-
vival [Dunbar, 2016].

Body language can be classified according to a wide variety of criteria. Ekman and
Fresien [1974] divide non-verbal signs into:

® cmblems — gestures that replace words,

e illustrators — complementary gestures, supporting the speech,

® regulators — organizing the statement, e.g. hand gestures dividing the statement
into sentences and even individual words,

® manipulators — gestures to strengthen the statement.

Another classification is proposed by Michael Argyle [2013], according to which
body language can express:

® feclings — anger, joy, hope,
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® personality — determination, seriousness, openness and
® interpersonal relations — disgust, contempt.

A much broader classification, going beyond facial expressions and gestures, is
proposed by Phillipe Turchet — one of the founders of the research area, which he called
synergology (from syn = together, ¢rgo = work, /logos = word), dealing with the analysis of
the communicative impact of non-verbal elements of communication. These elements
include facial expressions and gestures (kinesics), distance (proxemics), chronemics and
the arrangement of the elements of the environment [Turchet, 2006].

Based on Turchet’s classification, these areas of non-verbal communication can
be discussed more broadly. Mimicry is the most frequently mentioned and analyzed form
of non-verbal communication. The classic of non-verbal communication, Paul Ekman,
describes at least eight different positions of the eyebrows, forehead, eyes, eyelids, and
an additional ten positions of the lips. In his pioneering research on the importance of
body language, he indicated that the face is less prone to exposing lies than the rest of the
body [Ekman & Friesen, 1974]. In other words, the face is more controlled and easier to
manipulate than the rest of the body. It should be noted, however, that the face is much
more susceptible to exposure than verbal communication.

When analyzing the face, the eyes are the most important. This behavior is wide-
spread in the natural world. Many predators have adapted their attack techniques know-
ing that it is most effective to attack the victim’s head. The defense mechanism of some
victims is to reverse the direction of the attack by working out patterns on the body
that imitate eyes, so that the predator will focus there. Looking into the eyes is treated as
a detector of truth and sincerity. This belief is reflected in language, where phrases such
as “look me in the eyes” are synonymous with openness and honesty. Perhaps this belief
was influenced by the fact that one of the uncontrolled reactions is the pupillary reflex.
Constriction of the pupils is a typical defense response to protect the fundus of the eye
from excessive light. However, it also occurs in response to emotional states. Pupil dila-
tion may occur in states of euphoria, joy and excitement. The stenosis is associated with
pain, fear, insecurity, and aggression. In a similar way, the protective reaction is to narrow
the eyes and the accompanying gestures of frowning and furrowing the brow. Originally
to protect the eye from possible injury, it has become a signal that suggests malicious in-
tent, aggression, distrust or even disgust. Positive perception of wide eyes is also related

to the perception of children. The human eye immediately after birth is about 70% of
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the size of an adult eye and continues to grow in a proportionally smaller way than other
parts of the body. In children’s faces, the eyes take up a disproportionate amount of
space, giving the face an expression that is interpreted as openness, innocence, honesty
or gentleness. Emphasizing the size of the eyes by highlighting their contours is one of
the oldest cosmetic procedures encountered among the inhabitants of ancient Egypt.

The direction of someone’s gaze is an important element that allows us to diag-
nose their intentions. Typically, in face-to-face communication, participants maintain eye
contact for about 40 to 80% of the conversation time. Too little eye contact is interpreted
as a lack of sincerity, but looking too intensely into someone’s eyes can be interpreted as
aggression. When the gaze does not rest on the eyes, the most common natural gaze is on
sound source, i.e. the mouth. The forehead is the third direction in terms of frequency.
Sometimes, however, the eyesight completely breaks away from the interlocutor’s figure.
In such contact, the interpretation of body language depends on the direction of the
gaze. Looking down is treated as proof of submission, subordination and shyness. A look
upwards expresses self-confidence, domination. The direction of view in the case of re-
flecting on a statement is sometimes interpreted from the point of view of neurolinguis-
tic software. It combines the direction of gaze with the functions of individual cerebral
hemispheres, and taking into account that the connections with the hemispheres intersect,
they produce the following interpretation. A look to the right is proof of the activation
of the left cerebral hemisphere responsible for logical thinking, memory and the analysis
of cause and effect relationships. So it rather shows that the interlocutor is trying to recall
some event, associate facts. When we look to the left, the right cerebral hemisphere is acti-
vated. It is responsible for creation, fantasy and imagination. Therefore, it can be assumed
that the interlocutor is just confabulating, creating a false reality, that is, simply lying. Of
course, these assumptions are burdened with a large dose of risk, because body language
itself is a highly ambiguous phenomenon that can have many interpretations.

Another element, after the eyes, that may influence the interpretation of the mes-
sage is the mouth. A gesture of friendship universal for many cultures is a wide smile. On
the other hand, pursed lips will generally be interpreted as a sign of closure and dislike.
Eyebrows are treated as auxiliary. According to Mortis, they play only a communicative
role. They can correct the facial expressions of their lips, giving them a wide range of
meaning, ranging from threatening tightness to those raised high in the moment of sur-

prise, joy or amusement [Morris, 1985].
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Gesticulation, including body posture, is called kinesics. The gestures are gen-
erated by the head and hands, their movement, arrangement and connection with
other parts of the body make up the whole spectrum of signals. Most of them are
culture-specific. However, certain gestures have a universal meaning, These include
nodding, interpreted as acceptance in most cultures, and shaking the head, interpreted
as denial. Interestingly, even when shaking the head, the frequency and speed of the
gesture changes its meaning. A slow shake can be a sign of skepticism and criticism
and is clearly different from vigorous denial. Tilting the head to the side is most often
interpreted as a sign of special interest. Lowering the head is a sign of sadness, devo-
tion, but raising it is a sign of pride, advantage or happiness [Mignault and Chaudhuri,
2003].

The formula of the monograph does not allow for a full discussion of the
meaning of each of the fingers, although in culture their meaning is firmly embedded;
from the thumb often expressed as a gesture of encouragement (raising the thumbs
up), through the index finger, also used, the middle finger, the vulgar meaning of
which has already been noted in ancient Rome, the ring finger on which the wedding
ring is usually worn, right down to the little finger. A number of gestures are rooted
in culture, such as rubbing the index finger against the thumb signaling money (the
source of the gesture was probably the movement performed while counting paper
banknotes). An interesting fact is that the same gesture performed below the finger
line is treated as a sign of a bribe. Showing the palm of your hand is usually a gesture
of openness, friendship and submission. Showing the back of the hand is usually a ges-
ture of disregard, toning. Hands spread wide is a gesture of welcomeness, cordiality,
readiness to hug. The gesture of the hands folded across the chest is signal closure.

It is worth mentioning manipulator-gestures that is, signals performed with the
use of the hand and other parts of the body. It is a gesture of grabbing one hand with
the other or embracing one’s own body, treated as a gesture of uncertainty, loneliness,
depression. Gestures related to touching the face, stroking the nose, plucking eyebrows
or ears are sometimes interpreted as embarrassment, but also as a sign of insincerity.
Touching one’s hair, covering the face with it, stroking it — when performed by women,
it may be interpreted by men as a sign of courtship [Pease and Pease, 2017].

The posture of the body signals the general attitude of the interlocutor. It can

convey resignation, sadness, or fatigue. An upright and supple posture can be a sign of
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readiness, energy and determination. The meaning of body posture is reflected in lan-
guage, where phrases such as “the weight has fallen off my shoulders”, “I straightened
my arms”, “overwhelming burden” precisely describe the body posture and the feelings
that follow it.

Touch is additional, but its importance cannot be overestimated. The field deal-
ing with its meaning — haptics, emphasizes it considerably from early childhood [Field,
2003]. Children who have been deprived of physical contact or received limited amounts
have problems gaining weight, developing mentally and even physically. Touch has many
different meanings and can be an element of comfort, and express appreciation, com-
munity, interest. It can also contain sexual intentions that can either be are wanted or
completely unwanted by the other party. It can be used to express playful aggression
or consent. Touch is also used to attract attention. A characteristic gesture of greeting
or goodbye is to shake hands, combined with a hug in relations with some people. It is
worth mentioning the use of touch to convey key information. This has to do with the
human brain that is strongly stimulated to be active when the body is touched. Words that
are heard when we have been touched are remembered more intensely and for longer.

Proxemics is the part of knowledge dedicated to distance. The pioneer of this
field of communication — Edward Hall — proved that not only is approach to space cul-
turally conditioned, but that the perception and organization of space strongly influence
communication. The author has distinguished four classical types of distances in which
we place other people. The nearest zone, called the intimate zone, is reserved only for the
closest people: children, spouses. Its violation evokes vivid physiological reactions. The
invasion of civilization diseases such as cancers, cardiovascular diseases or mental disor-
ders can be a somatic reaction of the body to the constant stress caused by the persistent
violation of the intimate distance in social situations in a large city when driving by bus
or tram, or being in a cramped, overcrowded elevator.

The second of the zones mentioned by Hall is personal distance. In it we al-
lot people who evoke trust, whose behavior is predictable and controlled, reserved for
friends and colleagues. Accepting this distance towards the newly hired employee may be
treated as a sign that they have been accepted and trusted by the staff.

Social distancing is considered a safe zone for unknown individuals whose re-
sponse is predictable. Maintaining such a distance gives a sense of control of the situa-

tion and the possibility of a safe reaction in the form of fight or flight. Public distance,
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on the other hand, is a distance towards people and phenomena that are public and do not
require direct involvement, such as a rally or a show [Hall, 1968].

Nowadays, proxemics answers questions in the field of work organization, orga-
nizational culture, the influence of territory on the sense of identity, and even power
and subordination. Access to territory in a company is not only a matter of conve-
nience, but also prestige and power. Some of the spaces in companies retain their
unique character also because access to them is limited or limited to a small group, e.g.
senior managers. Building prestige through isolation, limiting access and expanding
access is a trick used since the beginning of civilization [Harrari, 2018].

Time is also one of the factors of non-verbal communication. Chronemics deals
with the meaning and usage of time. At the level of cultural analysis, we can observe
the time is strictly measured, limited and controlled, as in Northern cultures, or rather
it is approached with tolerance, treating the time of an appointment as a suggestion
or a guideline. One of the factors important in chronemics is also the question of
the status of person. It is assumed that in the event of a meeting of two people with
unequal status, it is rather the person lower in the hierarchy that should wait for the
person ranking above them, and not the other way around. The amount of time a per-
son is willing to spend waiting for someone is more a derivative of their prestige and
importance of the meeting than understanding the reasons for being late.

Clothing also plays a crucial role in communication, which is such an important
element of culture that its rules are strictly regulated, in some cases, by savoir vivre or in-
ternal corporate rules. There are specific standards in many industries, and compliance
with them strongly influences the assessment of prestige and professionalism.

The arrangement of the environment not only shows the character and inter-
ests of people, but also reflects their aspirations and ambitions. The environment has
a strong influence on humans, including the issue of colors, where, for example, orange
is treated as full of energy, blue or gray as cool, professional, and green or pastel as
more friendly. When arranging the environment, we take into account elements such as
the comfort of the seating, emphasizing the status by differentiating the type of seats

and furniture, or separating the space by propetrly arranging desks and tables.
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2.3. Developing communication skills

The need to develop communication competencies among internal auditors is
demonstrated by the research conducted by the team led by Shue-Ching Lee, which
covers over 50% of government auditors in Taiwan. The aim of the research was to in-
vestigate the factors that can improve the audit results. It was assumed that such factors
are professional development and self-efficacy. However, communication competencies
were mentioned among the critical development factors, especially the preparation of au-
dit reports. The authors identified the basic competencies of internal auditors indicated
by the respondents:

® communication skills and leadership to inspire people to achieve common goals,

® the ability to conduct comprehensive financial analysis, provide insight, and of-
fer constructive recommendations,

® awareness of new technological trends and the ability to use advanced technolo-
gies to increase value for customers and employees.

Importantly, the authors of the research found that although the surveyed inter-
nal auditors generally assess their professional skills and experience positively, they are
also less confident in their communication skills and being up to date with technological
progress. According to the researchers, this indicates that the audit methodology, work
procedures and communication with clients could be further improved. An additional
result of the research was the quite obvious finding that in order to improve commu-
nication between audited entities and audit authorities, employees of the latter should
understand that admonishing people or questioning the rules is not the main goal of
audit tasks [Lee et al., 2010].

Donna Bobek and her team reached similar conclusions, who indicated that the
audit team’s communication, negotiation strategy between the auditor and the auditee,
and the usefulness of previous audit experiences are closely related to the successful
resolution of problems arising during the audit procedure. Research on a sample of
almost 200 auditors showed that over 70% of problems faced by internal auditors were
successfully resolved, and communication with statutory auditors regarding the recom-
mendation as well as communication with the client were key factors in the problem
solving process [Bobek et al. , 2012].

Communication competencies are partly biologically dependent. Beatty and her

team, drawing on both psychobiology and the work of communication researchers,
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found that communication concerns represented an expression of the innate, biolog-
ical functioning of people before gaining social experience. Such anxiety is therefore
independent of the learning and socialization processes [Beatty et al., 1998]. Research
on twins has shown that traits that affect communication potential, such as the level of
aggression, openness, disposition, and even self-control and sense of humor, are part of
the genetic endowment.

However, to a large extent, communication skills can be learned. These are both
opportunities to improve psychological competencies aimed at communicative openness
and overcoming social fears of communication [Dwyer, 2000], as well as to improve
purely technical skills, such as mastering language and vocabulary, correct communi-
cation techniques, and using methods that increase communication effectiveness and
correctness. These skills are improved throughout life in the process of socialization, an
important element of which is academic education. Rubin pointed out that competencies
increase with education, showing that the competencies of American college students
grew with the successive stages of studies [Rubin et al., 1990].

The increase in competence along with experience and education is reflected in
the internal audit standards, which provide guidance in the field of continuing education
for internal auditors. Internal auditors’ certifying bodies oblige certified auditors to pat-
ticipate in continuing education programs in order to improve and maintain professional

proficiency.

2.4. Modern forms of communication

The COVID-19 epidemic and its related lockdowns have been a catalyst in accel-
erating the use of online media and the digitization of workflows. Although the develop-
ment of broadband networks and mobile devices for its use has been observed for two
decades [Swierczyfiska and Kliber, 2018], the full effects of CMC (Computer Mediatet
Communication) will probably only be known in a few years. Today, scientists are not
entirely sure of the impact of this form of communication on social life. According
to Sibramianian, social media has a profound influence on interpersonal relationships
and communication. The specificity of contemporary professional activity consists of
combating the constant shortage of time. This characterizes not only professional rela-

tionships, but also affects family life and social ties. Time has become the most valuable
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resource and social media has become a way to save time. The basic need for interaction
has made social media the preferred medium, giving a sense of constant contact anytime,
anywhere. Digitalization has reduced face-to-face interactions, creating a substitute for
instant messaging connectivity. The contemporary lifestyle and a lack of time have be-
come the main mechanisms stimulating the development of mobile applications and the
use of a mobile phones in social and professional contacts [Sibramianian, 2017].

In the assessment of digital communication, from the beginning of the 21st cen-
tury, two characteristic trends emerged. Once which is critical of the digital revolution
and the other approving its consequences.

The first, critical approach, represented by Putnam [Putnam et al., 2000], who
claims that the developing Internet media is responsible for the decline of social ties, civ-
ic involvement and a sense of community. This is confirmed by the research by Norman
No, who demonstrates that Internet users do not become more sociable under its influ-
ence. If they are characterized by a higher level of social connectivity and patticipation,
it is rather related to the fact that they are better educated, financially better off and are
more often representatives of the younger generation. Quite simply, due to the inflexi-
bility of time, using the internet can actually limit human interaction and communication
[No, 2001].

Research by Agamanai Mondal’s team shows the link between the use of social
media and social isolation. According to them, a committed Internet user is more so-
cially isolated than one whose involvement is average and low. The Pearson coefficient
in terms of correlation between Internet use and social isolation is 0.326, indicating,
according to the authors of the research, a very strong correlation between the vari-
ables [Gorain et al., 2018].

The second trend is represented by scientists who believe that the digitization of
communication brings forth a new quality to the field, significantly contributing not only
to the expansion of communication networks, but also to the deepening of ties. The
obvious advocates of this approach are the creators of this media. Steve Jobs even sug-
gested that a personal computer should be called an interpersonal computer because of
its communicative meaning [Kirkpartick, 1992]. However, representatives of this trend
also emphasize additional benefits of the computerization of communication — the
breaking down of barriers created by time and space [Barnes, 2003]. Lockdowns have

confirmed this by making the traditional norms regarding the times of business com-
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munication more flexible. Traditional savoir vivre defined the hours of communication
between 8am and 9am to 4pm. Today, e-mails are sent at any time of the day or night,
and the possibility of making phone calls or contacting someone via chat has blurred the
traditional division of time into working hours and free time. As eatly as 1996, communi-
cation researcher Joseph Walther pointed out that CMC increases the depth of personal
exchanges to a hyper-personal level, making the participants of online communication
ready to make declarations or confessions that they would never allow themselves to
make in person [Walther, 1996]. However, the therapeutic value of this phenomenon
decreases with the consequence of online hate and bullying associated with expressing
ourselves on social media.

A key factor in analyzing the usefulness of social media in internal audit is as-
sessing its impact. Naturally, in the first phase, attempts were made to use classic mea-
surement tools used in marketing [Miotk, 2017]. However, it quickly turned out that the
creators of the message lose control over it as soon as it is placed online. It becomes the
subject of Internet users’ game, a derivative of their likes and dislikes. In creating further
attitudes, the creator can at most participate as an equal partner in the dialogue, but not
as its controller [Lovett, 2011]. This creates new implications in the practice of auditing
as well. The report, even if it was only published in classical or internal media, is given
a new life by becoming the subject of discussions, comments, and secondary information
added on social media. The strength of these effects is attempted by subsequent models
measuring the impact of social media identified by Anna Miotk [Miotk, 2017].

An example of adapting to the specificity of social media is the EEIA model de-
veloped by Don Bartholomew. According to this model, the effects appear in four stages:
exposure, engagement, influence and action. Of course, each subsequent stage involves
fewer communication participants, although the number of participants is strongly cor-
related with the previous stage. The more widely a report is made available, the greater
audience engagement it can trigger, which in turn translates into its impact, which in turn
can trigger a reaction. Along with the development of our knowledge of social media,
the creator added new factors influencing communication. Among other things, the de-
gree of correlation with other social medias, the tendency of Internet users to recom-
mend and share, or the affect of influencers.

When analyzing social media, Waldemar Rydzak highlights such features as uni-

versality of use, ease of access, involvement of participants, openness to dialogue and
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discussion, durability of content [Rydzak, 2016]. All these features translate into values
that are important in the organization’s social communication:
® interest — how much people are interested in the report, the company,
e attitudes — what people thought about the company before, what is their atti-
tude towards it now,
® actions — what actions, significant from the company’s point of view, are peo-
ple willing to take under the influence of information or a report.

Jim Stern’s concept is a very simple model of the influence of social media. It
describes the stages of recipients’ reaction to the information sent: reading the con-
tent, storing it, evaluating it, sharing it with others, commenting on it, interacting with
it, and finally recommending it. Any Facebook user will immediately identify the typical
forms of engagement of the post’s recipient.

The Lovett model is an extension of the Stern model with an additional element.
According to Lovett, more important than a single reaction is to build a lasting bond
with the communicator, to believe in its credibility, reliability and usefulness. This is
a triad of features that also characterize the performer of audit activities.

The Powell, Groves and Dimos model called the Media Engagement Network
focuses more on its participants than on the chronology of the communication pro-
cess. The creators distinguish three groups: opinion leaders, customers of information
commitment, and social media users who have not yet become involved. Until now,
these models, as well as digital communication in general, played a complementary role.
Their importance grew in the event of crises [Tworzydto, 2019].

The Romanian market research conducted by Victoria Stanciu and Crin Seria in-
dicate the following advantages of using I'T tools in auditing: lower costs compared to
traditional methods, precision in checking the correctness of transaction accounting pro-
cedures, the reduction of working time by replacing manual procedures, maintenance of
the integrity of audit evidence, the ability to test software security measures, the ability to
check file integrity, reduction in the number of audit tests and, finally, easier data analysis
through summation, stratification and extraction. The main obstacles to their use were
the price and the auditors’ lack of confidence in their value [Stanciu & Series 2019].

However, the spectacular explosion of electronic forms of communication caused
by the global COVID-19 pandemic of 2020 as created a new, extremely intriguing re-

search field. The long-term effects of this phenomenon on the changes of the forms of
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communication, departure from traditional forms and an increase in interest in modern
ones, will permanently fit into the methods of communication, including those used in

the work of internal auditors.



Chapter 3

Communication when collecting information

3.1. Sources of primary and secondary information —
designing the research process

According to Tworzydto [2017], there are several types of research used in com-
munication-related processes, which are used to obtain information. They can be grouped
using the following criteria:

® criterion of information sources used in research:
— primary research,
— secondary research,
® criterion of the nature of the information obtained:
— qualitative research,
— quantitative research,
® subject criterion (scope of research), including:
— testing the operating conditions of the entity,
— research on the tools of the company’s or organization’s impact on
target groups,
° — performance research.

Primary research focuses on obtaining previously non-existent data and informa-
tion. In contrast, secondary research is based on the evaluation of the existing analytical
material. It includes most of the available materials, i.e. documents found in institutions
in digital and paper form, the results of research conducted so far, and data from exter-
nal reports and Internet monitoring. In the literature on the subject, secondary research
is sometimes referred to as source research, and primary as field research [Tworzydto,
2017].

The second division of the research is the division into quantitative and qualitative
research due to the nature of the obtained data. The differences between these types of

tests are summarized in Table 3.1.
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Table 3.1. Differences between quantitative and qualitative research

Quantitative research Qualitative research

They answer the question “how much”  They answer the question “why”

We transfer the results to the population We do not transfer the results to the
population

We use a structured questionnaire The research scenario is flexible

The researcher has a limited influence The researcher (moderator) has a sig-

on the course of the study nificant influence on the entire research
process

The acquired data is objective The acquired data is subjective

Source: based on TNS Global, in: [Miotk, 2012].

Due to the purpose of the research, there are descriptive and explanatory stud-
ies. Descriptive research usually aims to examine the state “as is”, and explanatory
research is used to explain why the studied phenomena occur, how they proceed, and
what factors govern them. Research may be carried out with solely to report (as it is
in relation to the studied phenomenon/subject) or aim to generalize (point to the po-
tential existence of regularities in the entire population). Another typology indicates
the need to distinguish between prognostic studies aimed at predicting future events
and those that do not create these forecasts, but focus only on the description of the
existing state.

In the work of the internal auditor, the conducted audit is both descriptive (di-
agnosing the actual state) and explanatory (determining the causes of a given phenom-
enon, e.g. the occurrence of adverse events or irregularities).

Regardless of the type of research, its purpose is to obtain information. Accord-
ing to the purpose they serve, the information can be divided into:

® operational information — systematically collected and used to make decisions
about repetitive processes, for example internal communication; they are col-
lected and processed by the employees of the organization;

® special (problem) information that allows us to determine the future direc-
tions of the organization’s activities, understand the causes of certain phe-
nomena in its structures and processes, and predict the likely reactions of

stakeholders to information activities undertaken by the organization; they
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may be processed and collected by employees of the organization under in-
vestigation or by external entities, for example by research agencies.
All the information obtained during the internal audit should be:
reliable,
current,
precise,
full (complete),
accurate,
comparable,
propetly edited,

conveyed in a simple form,

delivered in a timely manner.
According to the internal audit standards [IIA, 2016], which include, among other,
recommendations regarding information, internal auditors must collect data that in es-
sence “... relates to the task, is sufficient, reliable and useful tin achieving its objectives.” It
is worth noting that the desired feature of the obtained information is its completeness,
but in relation to the purpose of the audit. This means that when obtaining information,
the internal auditor focuses not on obtaining all the information that may be obtained
during the audit, but on the information that is necessary to achieve the objectives of the
audit engagement. In the opinion of the Institute of Internal Auditors, the information

14

sufficient for the proper performance of tasks by the internal auditor is “... factual,
appropriate and convincing, so that a prudent, well-informed person would reach the
same conclusions as the auditor on its basis. Reliable information is the best information
that can be obtained with the appropriate audit techniques...” and .. .the information is
related to the engagement, if it provides the basis for the findings and recommendations
and is consistent with the engagement’s objectives. Useful information helps the organi-
zation achieve its goals.”

Many factors may contribute to the selection of a research method. These may
include the time in which the internal audit should be performed and completed, the
scope and nature of the available data, the nature of the decision to carry out the study
(e.g. low credibility of the available data may force the necessity to carry out the study),
the effectiveness and efficiency of obtaining the necessary information (profit-cost rela-

tionship). In the event of time limitations or the willingness to obtain information from

57



Chapter 3. Communication when collecting information

the environment of the audited organization, the audit may be carried out in cooperation

with external entities. For example, the internal auditor may use an external expert to

assist with the audit engagement.

Research is a multi-stage process [Babbie, 2004]:
1. designing a study, which may include the following activities:

— preparation of the research concept, including the selection
of research topics,
— selection of research techniques,

selecting a sample for testing,

construction of a measuring instrument,

checking the questions in the pilot study,

collecting data,

SN A

reduction/selection and preliminatry processing of materials obtained from
the study,

7. data analysis,

8. evaluation of the test results and preparation of the test report.

The research concept may be created as an internal document or — in the case of

the research being carried out in cooperation with external entities — may take the form

of a brief. In both cases, the document should contain the following parts [Miotk, 2012;
Tworzydlo, 2017]:

description of the initial situation which is the basis for the decision to conduct
the audit,
the scope of the planned use of the collected data,
description of the expected scope of the research, including:

— description of the research problem, research purpose,

— defining the target group or groups,
indication and description of the studied population and suggesting the expect-
ed method of sampling,
description of the material confidentiality requirements and the scope of this
confidentiality,
description and presentation of the principles of cooperation of the members
of the audit team, including but not limited to:

— expectations for working meetings,
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— indication of the expected form of presenting the results,
— defining expectations regarding the qualifications of the audit team,
® supplementary data, e.g. work schedule and contact details — names, addresses,
telephone numbers, e-mail addresses.

The more accurately the research concept is developed, the better the results and
the possibility of their use for evaluation and inference.

The selection of the sample for the study may be random, however, due to the
nature of the internal audit and the area of its interests, in most cases the selection of the
frame will be deliberate. Correct selection requires the auditor’s knowledge of the size
of the studied population. Whenever possible, internal auditors planning an audit should
also know the structure of the population, e.g. in terms of the characteristics examined.
If a sample is constructed based on several characteristics, the auditor must know their
approximate distribution in the surveyed population. Preliminary knowledge of the dis-
tribution of features is important to be able to map them in the design study. Of course,

this type of data will not always be available.

3.2. Personal sources — how to talk and listen to obtain the desired information

Despite the development of electronic media and the undoubted role of the
COVD-19 pandemic as a catalyst for changes in communication, face-to-face conversa-
tion is still seen as the best way to obtain information, and listening is a key managerial
skill [Brown, 1982]. Unfortunately, there is a clear difference between our own assess-
ment of listening competencies and actual listening competencies [Carrell and Willm-
ington, 1996]. It is worth noting, however, that it is a competence that can be learned
and trained [Lane, 2000]. Already in the 1990s, it was predicted that the development of
multimedia would increase listening efficiency [Meskill, 1996].

Adler, Rosenfeld and Proctor emphasize the difference between listening and
hearing. Hearing is the physiological ability to feel sound, while listening is the process
of giving meaning to the signals reaching the listener’s ears [Adler, Rosenfeld, Proctor,
2016]. It is the ability to listen that is the competence under consideration. The authors
categorize several reasons for why we listen at all:

® e listen to understand — the more important the matter or the more personal,

the more we are included to listen,
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® we listen to evaluate — a human being is a social being, so the information ob-
tained is used to assess the quality of the message itself,

® e listen to build relationships — it is a symmetrical reflection of the relational
function of communication, listening in this case is a proof of interest and
commitment,

® e listen for practical reasons — in many professions, listening is the basis for
the proper performance of professional activities — a doctor conducts an in-
terview to make a diagnosis, a lawyer listens ir order to decide on the line of
defense, and a psychotherapist does so to decide on the type of therapy — this
purpose of listening also characterizes the internal auditor.

The problems associated with obtaining information through listening are de-
termined by at least a few factors that in the mathematical model of communication,
discussed in the first chapter, would be treated as communication noise. The first of
these factors is information overload when too much information is presented, making
it difficult to identify and focus on the key message. This factor is reinforced by mod-
ern media that effectively act as distractors, making it difficult to concentrate. Another
factor is personal considerations, which can quickly become a distraction in the event
of the appearance of information that for various reasons may have an emotional
value for the listener. Emotion as a base factor can effectively obscure the information
value of a message, hide it or lose it. A paradoxical obstacle is the difference in the
speed of receiving and processing information. While a person receiving information
is able to process up to 600 words per minute, in the process of transmitting informa-
tion in a similar time frame reaches up 140 words [Versfeld and Dreschler, 2002]. The
resulting excess potential is used by emotions, additional thoughts, etc. The last factor
are the physical noises or disturbances, which can cause the sounds to be disrupted or
diffused.

The results of the research conducted on a group of almost 1,000 managers by
Longwenien and Kroon show that internal auditors should have a certain advantage
when it comes to listening skills. The aim of the study was to determine the effective-
ness of managers’ listening and feedback skills and their ability to deal with disrup-
tions in the listening and feedback phases of the communication process. The results
showed that the ability of subordinates to listen to managers is strongly correlated

with the education of these subordinates. The higher the level of education, the higher
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the listening competencies. Subordinates with a postgraduate degree also perceived
their skills of listening and understanding managers better than those with only basic
qualifications. The results have double implications. On the one hand, the prevalence
of higher education among internal auditors should inspire optimism about listening
competencies. On the other hand, it requires them to pay special attention when pro-
viding feedback to people with an average level of education [Longweni and Kroon,
2018].

The procedure of effective listening is invariably accompanied by the ability
to ask appropriate questions that direct the conversation, encourage the interlocutor,
help to understand the message and have relational value. The questions may serve the
following purposes:

® explain the meaning of the answers provided,

® disclose know the thoughts, emotions, feelings of the interlocutor, for exam-
ple to assess whether they do not affect his/her judgment and the tendency to
change the content of the information,

® encourage development of information, sometimes in the form of praise,
sometimes as evidence of listening

® encourage us to find an answer on your own, important when we want to know
the interviewee’s assessment,

® oather facts and details that are particularly important in the work of an internal
auditor.

Dangerous from the point of view of the quality of the obtained answer, are the
questions with errors. These are the questions:

1. with a hidden suggestion,

2. with a veiled correct answer,

3. based on false assumptions and
4. traps for the interlocutor.

One of the most valuable qualities of a good listener is the ability to paraphrase.
It is a skill that goes well beyond simply repeating the answer in with different words.
Paraphrasing can be used to clatify the facts, obtain personal information, and express
empathy.

The benefits of active listening are not just substantive in nature. Inga Jonsdottir

and Kristrun Fridriksdottir (2019), when researching Icelandic managers, found that in
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addition to organizational benefits, the people who spoke (managers) experienced an in-
creased sense of well-being at work. For them, active listening shows respect and focused
attention.

The trap that the questioner may fall into is the emotional over-involvement that
comes from empathy, understanding or compassion. It may turn out that the interview
take a dangerous shift from being a tool for obtaining information into a form of thera-
py, obtaining emotional support or even giving advice. This is a very dangerous moment
when professional objectivity and professional independence are threatened with per-
sonal involvement. The ability to separate personal emotions, which in themselves are
nothing unnatural, from the professional attitude of the internal auditor is one of the
most desirable and, on the other hand, dangerous qualities. The interlocutor may feel
used, disappointed, and misled. On the one hand, showing emotions may feel like a cyn-
ical game, on the other hand, a complete lack of understanding may cause the person to
be aggressive and resentful. Finding a reasonable compromise will be facilitated by clearly
defined at the beginning of the conversation its purpose, rules, time range, type of ques-
tions, anonymity. It is also worth clearly defining the area of one’s own competencies.
Disclosing personal information is a common defensive strategy, and sometimes even
a manipulation to hide the truth and mark it with emotions.

Before an internal auditor considers succumbing to the temptation to give advice,
at least the following circumstances should be considered:

® s it compliant with the code of ethics, audit rules,

® whether the advice lies within the auditor’s competence,

® whether the interlocutor really wants and needs advice and is ready to accept it,
® whether the interlocutor will use the advice as suggested.

An interview is a research technique that is based on talking to people and that can
be used to obtain information for the purpose of an internal audit. It can take the form
of a structured interview or a casual interview (it is then similar to a daily conversation).
The positives, which in this technique contribute to obtaining good-quality information,
include general cognitive curiosity lying in human nature, curiosity about a specific topic,
willingness to help the internal auditor, sensing a chance to implement the changes de-
sired by the auditee.

This research technique also has its limitations. During the interview, the respon-

dent may feel discomfort due to the artificiality of the situation in which the interview is
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conducted. In addition, the interviewee may be reluctant to talk about the selected topic,
generally reluctant to participate in the interview, or fear that the information obtained
in the interview will lead to negative consequences. The internal auditor carrying out the
interview must also be aware that the audited, trying to avoid answering questions that
make them uncomfortable, may indicate a lack of competence or ignorance in the sub-
ject of the interview. There may also be the reverse of an attempt to please the internal
auditor by imparting information that they would like or expect to hear.

The success of the interview and the quality of the collected information may be
determined not only by the nature of the respondents and the scope of questions, but
also by the way the meeting is arranged, the interview, the general atmosphere during the
interview (and before it starts). In the main part of the interview, it is important that the
sequence of issues discussed is adjusted not only to the purpose, but also to the auditee.
At this point, it should be noted that not every type of interview allows for this, and the
very order of the questions asked and the respondents’ reaction may also be the aim of
the study in itself. However, if it is possible to modify the order of the topics discussed,
it is worth placing the issues for which we may expect a negative response in the middle
of the interview.

An important element is also the ability to freely move from one topic to an-
other, and the so-called fictional inserts constitute an important “technical” element
affecting the fluency and course of the interview, and thus the respondent’s attitude.
It is worth remembering that when starting the interview and during its course, we
should first establish the facts and only then ask about their assessment. The exception
to this rule is questions about stereotypes. Another principle of conducting interviews
may include:

® first, general questions are asked, and then more detailed ones,

e filtering questions asked at the beginning of the interview allow for better inter-
view planning,

® in the event of difficulties in obtaining answers from the auditee, they should be
gently motivated to answer, but the argumentation used cannot refer directly to
the results and subject of the study,

e the interview ends after making sure that the respondent has exhausted the pos-
sibilities of answering the discussed topic (obtaining verbal confirmation from

the respondent).

63



Chapter 3. Communication when collecting information

The course of the interview may be positive or neutral. The audited person with
a positive attitude towards the audit is more inclined to reveal the truth. In the case of
a negative interview, the auditee will show a tendency to hide some information. In such
situations, the internal auditor may use a hard strategy of breaking resistance, based on
a strongly antagonistic interview, referring to an obligation resulting, for example, from
legal provisions, internal regulations, etc., or a soft strategy referring to persuasion. It is
essential that an internal auditor involved in an interview:

e did not assess and criticize the auditee,

® showed interest in the information received,

e did not indicate discrepancies in the received information through comments,

e did not impose their own views and judgments,

® created an atmosphere of conversation that allowed for high self-assessment of
the respondent.

For the purposes of an internal audit, a focus panel may also be used. It assumes
the obtaining of information from a group usually consisting of 8-12 people. The group
discusses a specific problem under the guidance of a moderator who makes sure that the
discussion is not dominated by one of the people or the group does not lose interest in
the subject of the study. The duration of the panel is a maximum of 4 hours. Any room
where it is possible to position a round table that will allow for the visual contact of the
participants can be chosen as the place of implementation. The advantage of a group
interview is a good representation of the real situation in which the opinions of individ-
ual people are shaped not only in the context of their information and expetience, but
also under the influence of contact with other people. The positive features of a group
interview also include an increased sense of security of the respondents (comfort of
being in a group) or the snowball effect (initiating the process of recalling information
when exchanging information with other participants). However, we mustn’t forget that
during a group interview, the respondents modify their opinions, which may be positive
or negative (the effect of group think). The reduced sense of individual responsibility for
the assessments and information provided causes the possibility of a more critical attitude
towards the phenomena in question than would be the case during an individual interview.

Focus research can be a valuable supplement to quantitative research based on
a questionnaire interview. Conducted before quantitative research, it allows for a better

preparation of the survey form and the questions it contains. The conducted research on
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the basis of the questionnaire interview may allow for a better interpretation of the data
collected during the quantitative research.

The questionnaire interview is a technique with a high degree of standardization.
The interviewer’s behavior, technical measures, i.e. the method of registering the answers,
the content of the questions and possible answers (within the scope of lists based on se-
lection critetia) are subject to standardization. The arrangement of the research environ-
ment is also subject to standardization, which leads to the standardization of stimuli that
affect the auditee. The exception are questionnaire interviews, which are not carried out
in an environment controlled by the auditee (e.g. consent to complete the questionnaire
at one’s own home or another location, which are not subject to the researcher’s control).
The questionnaire interview may be direct, carried out with the help of an auditor in the
course of direct contact or a questionnaire interview read by a tele-interviewer, although
the second example will have a very limited use in internal audit (for example, examining
the opinions of the auditee’s clients regarding the quality of service).

This group of research techniques also includes computer-assisted telephone in-
terview (CATI) and an interview conducted entirely via the Internet (CAWI — Computer
Assisted Web Interview). Although in the case of the latter, there is no direct contact
between the auditee and the auditor, this is seen as an advantage, as this format may
increase the auditee’s sense of anonymity. The disadvantage of CAWI is the inability to
control the course of the interview. There is no certainty that the interview will be com-
pleted. A good example of this type of research are the auditors’ research carried out for
the purposes of this publication. During the interview, 1,878 attempts to complete the
survey were recorded, of which 515 were fully successful, i.e. answering all the questions
asked by the researchers.

The basic elements of the survey questionnaire include:
information about the institution/person conducting the research,
the title (topic) of the research,

brief information about the purpose of the study,

additional explanations (e.g. justification for the selection of a given respondent,

emphasizing the anonymity of the research),

questionnaire instructions (explaining how to answer each question),
® questionnaire questions,

® data on the test subject (certificate).
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Questions as a research tool in questionnaire interviews may have a different char-
acter. A single question does not have to independently play an informative role. Often,
only a set of questions analyzed together provides the internal auditor with the necessary
information about the subject or subject of the research. This type of approach is used,
for example, in assessing the characteristics of individual respondents. At the same time,
assigning the value of the examined feature to the respondent based on the feedback
from the set of questions and answers assumes that the researcher is sure about the reli-
ability and validity of the assumptions of such a test (usually confirmed empirically and
during previous research). The traditional information concept assumes that a question is
a request for information that can be judged true or false. In this concept, each question
plays an independent informative role and is based on the assumption that the auditee
is a reliable informant. The credibility here is not the same as the auditot’s trust in the
auditee. A reliable informant is a respondent who:

1. heard or read the question correctly,

2. understood the question in accordance with the intention and meaning
given by the auditor,
has shown willingness and was able to mentally recall the facts and
wanted to convey the information without distorting it in the form of an
answer to a question asked by the internal auditor.

Based on their content, the questions can be divided into those relating to the
determination of behavior patterns, those used to determine the state of knowledge, and
those regarding attitudes, e.g. towards the organization. Classification (statistical) ques-
tions belong to personal questions and relate to age, gender of respondents, education,
income, etc. In the questions, except for open questions, non-metrological measurement
scales (nominal and ordinal scale) and metric (interval and ratio scales) are used to es-
timate phenomena. Nominal scales make it possible to identify differences or equality
between the measured characteristics, for example gender, place of residence, character-
istics of services/products (including information).

Possible mathematical operations on data obtained on the basis of a nominal scale
include the determination of numbers and proportions, fractions and percentages, dom-
inant values, non-parametric tests. The use of an ordinal scale, which includes, among
others, the scale of importance, grades, semantic, Likert, ranks or comparisons in pairs,

allows us to organize the studied phenomena according to the relationship, e.g larger —
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smaller, better — worse, etc. Thanks to this scale, we can examine the quality of services,
the respondents’ preferences, motives and strength of attitudes. Interval scales make it
possible to identify minority or majorities relations, as well as the intervals between the
scale intervals. The ratio scale (proportional, quotient) is defined by selecting a constant
unit of measurement and showing the absolute zero (one-sided limitation of the scale
range). The zero point on the ratio scale means the absence (physical zero level) of a giv-
en feature. The ratio scale measures age, income, but also the extent of the demand for
information, the number of readers/recipients of information.

The known problems of survey research include the desire to accelerate the com-
pletion of participation in the survey, which results in the so-called priority effect, i.e.,
indicating responses that are displayed or read first. We can protect ourselves against this
by introducing a rotation of questions and issues that are displayed within individual
questions and assessed by respondents. In the case of a self-completed questionnaire,
the auditor has no direct influence on maintaining the auditee’s attention and willingness
to answer a large number of questions. In such a situation, we must remember that the
survey questionnaire focuses on obtaining the most important information from the
point of view of the internal auditor. The questions must be short, concise and under-
standable. Difficult questions are placed at the beginning of the survey and easier ones
at the end of the interview.

Internal auditors may use observational studies as an additional technique for ver-
ifying the information in their possession. This technique is based on making insights
to provide new information or verify existing information. The person making the ob-
servations may be the auditor or a person designated by them. It is important that the
observation process is carried out in circumstances where the observed phenomenon
occurs naturally. The literature indicates three features that limit the errors in information
obtained with this technique [Babbie, 2004], and they are: perceptiveness, maintaining
attention (concentration), and the ability to select.

The disadvantages and dangers of this technique include the fact that:

® the role of the observer in participant observation determines the field of ob-
servation, which may result in limitations in gaining access to some phenomena
occurring within the examined organization, and important from the point of
view of the audit,

® with the passage of time, a threat arises related to the possibility of identifying
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the observer with the goals of the group, which may result in the conscious or
unconscious selectivity of the detected obsetvations,

® it is possible for the observer to assimilate the behavior patterns of the studied
group, which may result in the omission of many phenomena important for the
quality of the audit,

® there is no possibility of observing people who were absent during the observa-
tion,

e [xplicit participant observation influences the behavior of the observed, and

implicit observation triggers moral dilemmas.

3.3. Modern sources of information — social media, big data

Over 75 years ago, Friedrich Hayek in his scientific text entitled The Use of Knowl-
edge in Society formulated the assumption that knowledge does not exist in a concentrated
form, but as single bits of partially contradictory information scattered throughout the
society [Rydzak, 2020]. Despite the passage of decades and the development of the In-
ternet, this thesis still holds true. Access to knowledge in the digitization era, despite the
apparent ease of obtaining information, is still largely difficult. Scattering, multiplication,
distortions and contradictions mean that the construction of reality based on bits of
information requires expert knowledge and the use of modern analytical tools.

The main, official source of information about the surveyed organization on the
web may be its website. The basic parameters of the content structure may determine
the effectiveness of the audit and obtaining the content found on the website. Errors or
difficulty in navigation, poor availability of relevant content (it is placed deeply within the
structure of the website) or difficult-to-read content may adversely affect the effective
acquisition and evaluation of information. There are many classifications of websites.
Due to the purpose and functions they perform, we can assume that following types of
websites exist:

® branding,

® information,
® sales,

® service,

® social.
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The existence of a website is often stimulated not so much by the will to properly
communicate with stakeholders, but in many cases it is a legal requirement. For example,
listed companies are required to have a website that allows them to communicate with
investors. Local government units are required to provide relevant information to local
communities. However, they may fulfill this obligation through their own website and the
Public Information Bulletin.

Other, modern communication channels, and thus sources of information, in-
clude: blogs, discussion forums and the information activities carried out on them, and
social networks.

E-mail correspondence was not included in the above list. It has been used since
the early 1970s and it is difficult to classify it as a “new” source, although the way of
correspondence via e-mail is constantly changing,

The research carried out by the Watchdog Polska Civic Network [Portal-Samorza-
dowy.pl, 2019] shows that local government units treat social media as a one-way commu-
nication channel and a way to provide information only about local government events
or successes. Their activities lack the sender’s dialogue with the recipient, which is the
essence of modern media. The technological change that has taken place over the last few
years, the ease of access to information and expressing opinions, simultaneous with the
increased activity of consumers on the market (the emergence of prosumers actively ob-
taining information about organizations) means that entities are finding themselves using
modern channels communication used by their stakeholders more and more often. As the
next generations enter the market, organizations must be active on social media, maintain-
ing their relationships with current and potential stakeholders [Freberg et al., 2011].

The evolution of stakeholders” expectations, their activity in social networks and
the willingness to engage in dialogue results in a dynamic, multi-directional exchange of
information, e.g; through comments on posts or forums. These entries can be a valuable
source of information about irregularities in individual organizations. Research on the
credibility of online sources indicates a low level of trust in the content posted on the In-
ternet. One of the challenges indicated by people professionally involved in communica-
tion is gaining and maintaining the trust of the organization’s stakeholders in the content
it publicly produces [Page, 2007].

The literature on the subject indicates the existence of differences in the level of

trust in individual enterprises and organizations depending on their socio-economic role,
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e.g. depending on the sector to which a given organization belongs (financial, energy,
administration etc. may have different levels of confidence rating) [Harris and Wicks,
2010]. We must all remember that the assessment of confidence in individual sectors is
not stable and depending on the events taking place within them, may improve or de-
teriorate continuously or periodically. Maintaining a high level of trust, even in difficult
situations, requites being open to dialogue and remaining transparent at the level of the
entire organization [Schnackenberg and Tomlinson, 2016]. Transparency is understood
as a concept consisting of several dimensions:
1. sharing the information held, which is crucial for the existence of the or-
ganization,
2. consenting to stakeholder participation in information-related decisions,
and
3. providing or exchanging information, which allows the organization to
pursue its basic goals of activity and to remain open to the environment.
All these dimensions contribute to building trust in the organization. In-
formation transparency described in this way is regarded by some scientists
as an ideal or a model that is very difficult to achieve in normal economic
activity [Thakor, 2015].

A lot of information at the level of the organization remains a secret, for example
its business strategy. Some information at the management level may arouse controversy
and be assessed not only on a rational but also emotional level. A specific type of infor-
mation can become political and lead to open debates of its meaning. Politicizing infor-
mation is subjective, often making it difficult to understand its main meaning;

Building trust in an organization and the information it disseminates is one of the
activities most frequently indicated by communication specialists. According to the Euro-
pean Communication Monitor 2019 (the ECM project is a cyclical, annual study involving
several thousand communication specialists from 27 European countries), over 89.3% of
respondents in Europe consider trust as the most important goal of an organization’s
communication with stakeholders. Building trust in organization leaders obtains a slightly
worse result in the presented research (79.1%). This information is quite important from
the point of view of internal auditors and the tasks they face when carrying out an audit
(not only at the stage of obtaining information, but also at the stage of presenting the re-

sults). It shows that in the area of communicating and building trust in organizations and
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their leaders, the internal auditor has an important role to play — an internal or sometimes
external expert who authenticates information from the organization.

Practitioners dealing with the subject of communication indicate (71%) that trans-
ferring the information they have to external auditors, while maintaining its full context,
is very difficult to achieve. This is an indication for internal auditors that information may
be seriously distorted duting processing and duplication on the Internet. The old rule of
“telephone” will apply here. Every third expert (surveyed as part of ECM2019) indicates
a large problem related to maintaining transparency and effectiveness of communication,
also within the organization. Problems with the internal flow of information and deteri-
oration in the functioning of internal decision-making processes (as a result of the lack
of necessary information) are indicated by over 35% of respondents. Summing up, it can
be said that the implementation of transparent synergic offline/online communication is
not easy to achieve by the organization.

A large amount of information available online causes difficulties in its assimila-
tion. Hence, one of the trends observed over the last few years is the increased impor-
tance of visual materials/infographics in communicating, which in a simple and aggre-
gated way will provide extensive knowledge about the described phenomena [European
Communication Monitor, 2017]. Among European communication professionals, 94.4%
believe that visual communication will be increasingly important for most organizations
(69.0%). This belief arose on the basis of the increasing number of orders for visual
materials over the last few years (86.0%). Most of the organizations that participated in
the ECM2017 study declared the use of a large number of materials such as infograph-
ics, photos and information films. However, only 4.6% of the surveyed communication
specialists declared that they had introduced an advanced process of managing this type
of information. Only 12.1% of the respondents had high competencies in this field, and
53.3% assessed their skills in this area as low and very low [European Communication
Monitor, 2017].

From the perspective of the activities of internal auditors, this may cause difficul-
ties in obtaining good-quality material for analysis (no indexation of information). At the
same time, it cannot be ruled out that there is no key information in the infographics,
photos or statements of the representatives of the organization, which is registered and
broadcast on the Internet, allowing for the correct implementation of the audit and the

formulation of accurate final conclusions.
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In the first two decades of the 21st century, there were few programs available on
the market that would automatically (without human participation) and effectively mon-
itor and capture information contained in graphic messages (most PDF documents are
visible to content indexing robots, the PDF documents which are a problem, were not
created immediately in digital form or were not digitized using OCR programs, but were
created, for example, from photos or photocopies — PDFs created from images).

According to communication experts, social media and social networks, including
Facebook, Twitter, GoWork, LinkedIn and blogs are perceived as the most important
channels of communication with the organization’s stakeholders (90.4%). The analysis
of trends until 2035 indicates that technologies related to new media and social media
complement, but do not replace, traditional channels of information exchange. There-
fore, correct information analysis requires the internal auditor to review the content and
documents available offline and online.

The problem that internal auditors may face in the near future is the quality and
credibility of information remaining in the resources of the audited units, but created
automatically or semi-automatically by bots operating in social networks. While informa-
tion generated in a semi-automatic manner is largely based on information prepared by
a human being, more and more often we will have contact with information that is inde-
pendently developed and made public by bots. It will be created according to self-learning
algorithms based on the information that bots search for in the organization’s resources,
creating new content from it. Assessment of this type of content will be very difficult
not only in terms of its credibility, but also its effects on the analyzed organization. At
the same time, it will be very difficult to identify the people responsible for the creation
and distribution of this type of information.

Many people are not aware of the scale of the problems that will arise with the
spread of bots, while other may deliberately depreciate its reach. The issue of social
bots and the optimization of algorithms used by bots to create content on the Internet
is the subject of many public discussions, but so far mainly on the grounds of ethics
and threats resulting from the use of artificial intelligence (AI). 73.2% of communica-
tion specialists agree with the statement that social bots are an ethical challenge for the
organization. At the same time, 4 out of 10 respondents see additional opportunities
resulting from the use of bots, and 14.7% of communication departments use ot plan to

use bots in the coming years. In this context, the data showing that only 35.9% of spe-

72



Modern sources of information — social media, big data

cialists in Europe follow the debate on the use of bots in communication on an ongoing
basis, while 15.9% do not have any knowledge in this field [European Communication
Monitor, 2017]. Thus, bots and their “creativity” may be an area with a large amount of
information in the near future, requiring detailed verification from auditors. With the
spread of artificial intelligence, the model of communication “many-to-many” will not
necessarily mean “many people.” Part of the communication in this model will take place
at the person-bot, people-bot, bot-bot, people-bot-bot-people level, and in this respect
there are a number of challenges not only of technical and technological nature, but also
related to communication and ethics.

The Internet allows for information to be shared. On the one hand, it widens the
group of recipients, and on the other hand, it creates risks related to the processing and
further distribution of the changed original information. The viral spread of the mes-
sage, which is beyond the sender’s control, while in the normal situation, for example in
marketing activities, is desired by the sender, in the case of the activities of an internal
auditor, it may pose a threat to information processing and correct reasoning based on
the source material. This, in turn, leads to the conclusion that the information obtained
on the Internet can only act as a “signal” and requires very careful verification based on
the information collected from internal sources of the audited organization. It is neces-
sary to distinguish between conscious and unconscious falsification of messages on the
Internet. The research of the Watchdog Polska Civic Network [PortalSamorzadowy.pl,
2019] proves the advantage of the unconscious nature of errors in communication. They
show that only 26% of communes entrust tasks related to communication to people
in managerial positions. Most of the communication on the Internet is carried out by
employees in administrative positions or I'T specialists. Therefore, it cannot be ruled out
that the information published on the Internet will contain factual errors. In the work of
an internal auditor, it should be important not only to identify these errors, but also to
define their essence and the intention of the sender. In some cases, unethical behavior
may occur, which is based on the conscious shaping of the desired reactions of message
recipients by means of intentionally distorted information posted on the Internet.

The criteria for assessing the quality of information from the Internet largely coin-
cide with the criteria for verifying information obtained from traditional sources such as
documents, and it should be verified for accuracy, timeliness, completeness, consistency,

integrity and credibility. It is important that the credibility verification concerns not only
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the information itself, but also the source from which it came from and the source that
published it [Kos-f.abedowicz, 2015].

The revolution of information technology, the digitization of content, and the
development of the Internet mean that the problem of information scarcity has been
replaced by its excess. The increase in the speed of information processing by comput-
ers, the development of artificial intelligence and the improvement of algorithms used
to search and analyze information improve the entire process at every stage of working
with information, i.e. planning, standardization, acquisition, indexing, translation, anal-
ysis, visualization and distribution of the obtained information. Unfortunately, due to
technical, technological and financial barriers as well as skills shortages, the use of these
solutions is not very common yet. According to Saramak [2015], improving the efficiency
of obtaining and processing information is possible with the use of software commonly
used to, for example, create digital databases. Digitizing documents with the use of OCR
programs may be the initial stage of searching for detailed information, but not with the
use of archivists, but with database queries. Dissemination of biometrics gives access to
databases and systems that use it. In this way, we can obtain information about lotteries,
downloaded or edited documents and their author. The development of automatic doc-
ument translation makes it possible to use documents written in a foreign language. Sara-
mak [2015] indicates that this type of software requires specialized knowledge. However,
based on popular translators available on the Internet or programs that recognize speech
or text, we can see that the progress in this field is growing rapidly and the products cur-
rently available on the market are more and more advanced, and at the same time intuitive
and easy to use. The advantage of using the technologies and software described above is
the creation of a comprehensive analytical system that allows for the automation of work
in the field of obtaining data and preliminary analysis.

Saramak [2015] states that big data analytical techniques are most often used by se-
cret services, agencies specializing in white economic intelligence, and large corporations.
They make it possible to combine and analyze the links between data, the basic feature
of which is large dispersion in various IT systems (documents, monitoring, logging into
mobile phone base stations, payment with company cards, etc.).

The advantage of real-time data analysis is obtaining information material about
the studied populations, which is not inferior in quality to information obtained using

classical methods. The difference is that obtaining information using the classic method
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takes much more time. Another advantage of automating the process of data acquisition
and analysis is the ability to obtain information that is not available directly from the level
of web solutions. Al-based solutions can automate the process of obtaining information
from the “deep web” (not to be confused with dark web), which require interaction
(databases on websites have only an interface, obtaining detailed information in such
a situation is possible only after formulating an approptiate query).

Big data analysis are not yet homogeneous in nature, although more and more of-
ten it is understood as working on sets of information of large volume, high variability or
large variety that require new forms of processing in order to support the decision-mak-
ing process, discovering new phenomena and process optimization [Saramak, 2015]. The
nature of big data is well reflected by the 4V concept, i.e. four factors that define sets of
information: Big Volume (large amounts of data), Big Variety (large variety of analyzed
data and information), Big Velocity (instant data processing in real time) and finally Big
Value — high cognitive value obtained as a result of the “big data” analysis [Stoniewski,
2014].

As mentioned above, scattered data used in big data analysis are characterized by
high generality, hypothetical anonymity (non-individualized data stream) and may relate
to many aspects, e.g, the length of visits to a website or the length of a telephone con-
versation. Their value is revealed when they are combined into larger sets, which allow
for the analysis and estimation of the probability of occurrence of phenomena difficult
to predict using traditional methods, e.g. the behavior of large groups of people. The
problem in big data analysis is the very high costs of developing and maintaining the
infrastructure needed to carry out this type of analysis, access to distributed data (own-
ership of individual databases), legal limitations in sharing and exchanging this type of
information, and the general reluctance of the society regarding its attempts to “control
social behavior.” This is particulatly evident in the COVID-19 debate and the ability to
predict and prevent disease through cell phone data retrieval. Earlier, a negative example
of irregularities in big data analysis was provided by Facebook and its business partner,
Cam-bridge Analitycs. Cambridge researchers, by combining data from two sources and
analyzing the activity of Facebook users, were able to determine their origin, race, intelli-
gence level, sexual orientation, addictions or political views with an accuracy of 80-90%.
Research carried out by scientists from the Massachusetts Institute of Technology has

shown that, based on the analysis of telecommunications data (information about who
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connected to whom and when and about the location), it is possible to determine the be-
havior of individual people (e.g. where a person will be in within the next 12 hours) with
80-90% accuracy. The growing importance of new techniques raises the issues of educat-

ing new staff and competencies from universities even more [Plant, Barac, Sarens 2019].

3.4. Lies, sources, forms and methods of detection

The number of negative events in the socio-economic environment as a result of
incorrect or false information is constantly increasing [Rydzak, 2020]. According to re-
search on trust presented at the World Economic Forum in Davos, nearly 70% of people
in the wortld are afraid of the negative effects of false information, and almost 60% are
unable to verify or distinguish false information from the truth [Edelman Trust Barom-
eter, 2018, hereinafter: ETB]. According to the research by Kantar Public [2018], 84%
of Poles see the problem of false information, while 49% of Polish respondents believe
that fighting false information is the job of specialists. The increase in expectations to-
wards communication experts is confirmed by the 2018 ETB survey, according to which
trust in the media and journalists has increased. With the growing problem of fake news
between 2017 and 2018, an interesting phenomenon occurred — trust in journalists in-
creased by 5%. It is worth emphasizing that until 2017 the level of trust in the media and
journalists had been systematically dropping for many years.

The feeling of low quality of information received from institutions and compa-
nies, which does not meet the information needs of stakeholders, with a low level of trust
in the sender, results in searching for information in additional sources, through so-called
multi-screening, People, trying to reduce the uncertainty resulting from the asymmetry
of information, verify the signals sent by the institution or company in other sources.
The Internet has facilitated the speed of such verification and lowered its costs to some
extent. However, these savings may be just an illusion. The problem is the deteriorating
quality of information available on the Internet. Its low quality is indicated, among oth-
ers, by studies by Edelman Trust Barometer [2018, 2019] or Kantar Polska [2018].

Lying comes in many forms and providing completely false information is an ob-
vious form of lying. However, not talking about something or keeping quiet, or hiding
facts or falsifying them in part, can be fraudulent. Concealing information is more diffi-

cult to detect than just a lie. Providing false information requires a lot of whistleblower

76



Lies, sources, forms and methods of detection

involvement. They need to rethink the consistency of the false information with others
that will appear in his statements, and also remember what was said to avoid the detection
of the lie in the future. The whole process of lying is therefore much more difficult for
a liar than providing true information. Concealing information involves the human brain
to a lesser extent. The interlocutor does not have to control themselves as much as when
speaking untruths, and thus can maintain their current, natural style and pace of speech.

The ability to assess the credibility of people and the information they provide has
a fundamental impact on the effectiveness of internal audit and a positive assessment of
the auditor’s work. At the same time, it is worth realizing that the lie detection methods
are not free from errors, and the final assessments made on the basis of individual meth-
ods may also be incorrect. Research has shown that people without training in lie detec-
tion are statistically able to detect a lie at a level similar to that resulting from the case.
Thus, internal auditors should not undertake random activities, and the analysis should
be comprehensive and based on reliable knowledge. Such a procedure seems ineffective,
as it takes the time of the auditor, but on the other hand, a diagnosis based on false in-
formation undermines the essence and purpose of internal audit.

One exception to the rule in the interlocutor’s behavior does not mean that the
person is lying. A single deviation is purely a solitary observation that requires further
verification or investigation. Frequent blinking is not necessarily fraudulent, but may in-
dicate health problems. Only the emergence of additional symptoms that occur in situa-
tions in which people lie, such as excessive stiffening of the body, restriction of natural,
previously observed behaviors, can give rise to suspicion of fraud. The literature on the
subject indicates a number of non-verbal behaviors that, to a varying degree, allow for
the identification of a liar. Each time, however, it is emphasized that there is no singular
indicator that ensures that someone is lying. Therefore, it is postulated to use as many
methods and indicators as possible in detecting lies to separate the real information from
the false.

In order to correctly identify deceptive signals, the internal auditor must have pri-
or knowledge of an individual’s behavioral pattern. We must ensure that the knowledge
and evaluation of the interlocutors does not arise based on the subjective image of the
fraudster created in the mind of the auditor on the basis of stereotypes. Bad dress or
inappropriate behavior, or one that the auditor would not tolerate, does not yet make the

other person a fraud. In the literature on lie detection, it is emphasized that in order to
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draw reliable conclusions, we must first establish the person’ base-line behavior [Pesz-
ko-Sroka, 2012]. Such a pattern can be established by first conversing with someone
about neutral and safe topics, but the best possible solution is to build relationships and
knowledge about the behavior of individual people over a longer period of time. Thanks
to this, the knowledge we will have about a given person will be complete and less prone
to errors that may appear during random assessment of the natural behavior of indi-
vidual employees of the controlled institution. Only after collecting this information,
the internal auditor can start the main task, which is obtaining information necessary
to carry out the audit, and observe changes in the behaviors of the audited during the
interviews. These can be either the disappearance of a previously existing behavior or
the emergence of a new reaction. A person trying to hide the truth tries to control the
situation by adjusting their behavior to the changing conditions of the environment. The
goal is to avoid exposure. A person who is lying, when under pressure or burdened with
additional activities that will have to be performed during the conversation, may lose
control and give a contradictory answer (verbal and non-verbal) to the same question.
Performing an additional activity during the conversation may not only distract the in-
terlocutor into making a mistake, but can also be a deliberate maneuver used by people
to conceal the truth and distract the internal auditor. Therefore, the assumption that an
additional activity during the interview is a technique beneficial only for the auditor, and
that one symptom confirming a lie is incorrect.

Even when there are certain signs of lying, we must assume that it is more likely
that the person is deceitful and not necessarily lying. Knowing people and their behavior
is important in the work of an internal auditor, as it allows to reduce the risk of commit-
ting a mistake in assessing the quality of the obtained information, however, it does not
completely eliminate this risk. Full knowledge of individual people allows us to notice
differences and changes in their behavior, but we must forget that people are different,
and the periodic change in their behavior may have multiple causes, not necessarily relat-
ed to the workplace. All people differ to a greater or lesser extent from one another. What
for one person will be the norm in behavior, for another it may be a deviation. After all,
an artificial smile and lack of movement do not have to prejudge an attempt to hide the
truth, but may indicate embarrassment in the situation that has arisen. An introvert will in
most cases have a less expressive manner of expression than an extrovert, which does not

mean that introverts lie more often. Comprehensive observation of behavior change in
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many areas and prior knowledge about the interlocutor is one of the five main methods
indicated by experts [Ekman, 2006; Nasher, 2011; Anna Peszko-Sroka, 2012].

Another method of checking the credibility of an interlocutor is based on for-
mulating questions or statements that provoke them to react, for example, by the am-
biguity of the question itself, in which there is a suggestion of some link or irregularity.
Such a question should be perceived by innocent people as a simple request to sup-
plement the presented information. A liar may develop a defensive reflex as a result
of perceiving a question asked in this way as a form of accusation directed at them.
Another method, or rather a group of methods for detecting fraud in information
messages, is the diagnosis and analysis of interlocutors in terms of the emotions they
exhibit, which usually accompany the telling of lies. Emotions are a set of psycho-
physiological changes in the human body that affect not only physiological arousal
(hormonal changes, muscle tension, uncontrolled tics), but also changes in the sphere
of the psyche and their emotional states (e.g. feelings of fear, anxiety, anger, irritation,
joy or disruption of cognitive processes). Ekman [2006] showed that lying is usually ac-
companied by a sense of fear, joy from lying and guilt. In addition, he found that they
are noticeable not only during direct conversations, but also during public speeches.
Being aware of this allows us to assume that the detection of a lie may occur not only
during a direct conversation, but also when the auditor is only an observer. Thus, a use-
ful research technique that can be used in internal audit is participant observation, as
described in the previous section. Deliberately stimulating the interlocutor’s emotions,
for example, fear or stress by the auditor, should depend on the interlocutor’s initial
attitude. At the same time, one should remember the skillful intensity of the emotions
released. Typically, light fraud is accompanied by a low level of perceived anxiety, while
in situations where the effects have serious consequences for the liar, if they are detect-
ed, the level of perceived fear should be very high.

Another method of detecting insincerity refers to the principle of disharmony in
communication. Consistency in behavior, appearance and formulated content may be
evidence of telling the truth. The occurrence of inconsistencies in the messages flow-
ing from individual areas may encourage caution in assessing the information received.
The occurrence of inconsistencies or even contradictions between verbal and non-verbal
communication is a prerequisite for the initial assumption by the auditor that they are

dealing with a liar.
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Some scientists indicate that it is non-verbal communication that should be con-
sidered the basic indicator of cheating [Bojek and Bojek, 2008], others emphasize that
too much faith in detecting lies on the basis of only non-verbal communication, or even
on the basis of individual observations of deviations from the norm in behavior people
lead to wrong conclusions [Nasher, 2011]. Supporters of non-verbal communication in
detecting lies base their conviction that this method dominates on several assumptions.
One of them is the assumption that the possibility of assessing the credibility of another
person based solely on verbal messages is very limited due to the length of the speech.
The longer the conversation lasts, the greater the possibility of detecting inaccuracies.
However, usually, in normal situations, the conversation is too short to correctly verify
the credibility of the information received. In such short conversations, it is the non-ver-
bal messages and their coherence with verbal messages that become the main basis for
assessing the credibility of people.

Based on the research, a number of observations have been formulated, the occut-
rence of which may indicate contact with a liar [Bojek and Bojek, 2008; Nasher, 2011] and
therefore may be useful in the internal auditor’s information gathering stage. Firstly, liars
usually have a more rigid attitude in their statements and try to consciously exclude or limit
the appearance of small gestures (manipulators) during the conversation. They do it con-
sciously, fearing the detection of a lie. Hence, the lack of such small gestures, rather than
their existence, may be a signal for the auditor about an attempt to falsify the information
provided. Secondly, we must pay attention to the fact that facial expressions will not always
be a reliable source of information, because of all the elements of non-verbal communica-
tion, it is the most susceptible to conscious human control. Hence, the information from
facial expressions is not fully reliable. The sender may deliberately shape their facial expres-
sions to mislead the recipient. To avoid possible misinterpretation, it is recommended focus
on micro-momentary facial expressions of emotion, which are a facial expressions that last
only a fraction of a second. They express genuine emotions and are more difficult to con-
trol than the facial expressions during conversation. Third, the eyes play a very important
role in detecting lies. It is widely accepted that avoiding eye contact is fraudulent. However,
this approach is flawed as detailed research has shown that eye contact during cheating may
even increase slightly. Such a phenomenon may occur when people who lie are not afraid
of being exposed [Akehurst et al., 1996]. Another indicator of deception is the change in

eye pupil diameter. This can occur not only under the influence of light, but also under the
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influence of experienced emotions. Changes in the pupil diameter occur unconsciously and
are therefore considered a good source of information about the intetlocutor’s lies. Unfor-
tunately, observing the pupil in normal conversation is not easy. In case of difficulties, it is
worth focusing on the frequency of blinking, because research has confirmed that when
lying there is an uncontrolled increase in the frequency of blinking. The reliability of this
indicator is comparable to the information obtained in measuring pupil size. In the case of
laughter, the interpretation seems easy. One should only distinguish between a fake smile
and a real smile. A true smile that expresses positive emotions engages the circular muscles
of the eye, while in a fake smile they remain motionless. This translates into changes taking
place in the facial expressions, and regarding the cheeks and eyebrows, the lifting of the
cheeks and the lowering of the eyebrows indicate the work of the circular muscles and thus
the sincerity of the smile, behavior and intentions of the intetlocutor.

The deception detection methods described in this section are not flawless. In
the case of internal audit, the auditor has the option of extending the interview time.
They also have the ability to interview multiple people and collect as much information
as possible to detect contradictions regardless of the observations made in the field of
non-verbal communication.

The methods of detecting lies also include the changing chronology of asking
questions. During the conversation, questions can be asked according to the chronology
of events, one can ask questions in reverse order, and then ask additional questions about
the “in-between” events. The entirety of this type of action is based on the assumption
that a distortion of the chronology will lead to the interlocutor getting lost in their own
false narrative. In such a situation, the role of the internal auditor will not only be to plan
the interview scenario, but also to identify inaccuracies in the information provided. This
type of technique should involve a large number of open-ended questions for which the
interlocutor must create a description of the events. Closed questions give the opportu-
nity to withdraw or deny a lie by indicating that the information was imposed or at least
suggested by the auditor. However, research indicates that the efficiency in detecting
fraud is also positively correlated with independence and objectivity, the number of ac-
tivities performed, the adoption of a systematic approach to assessing the effectiveness
of risk management and the size of the enterprise [Hazami-Ammar 2019]. In turn, ac-
cording to the Indonesian market research, the auditors have too little preparation to be

ready to detect fraud [Salleh & Suryanto 2019].






Chapter 4

Communication and its ethics in the transmission of information

4.1. Written communication — reporting

According to Michael Lewis, business reports are one of the most effective ways
of communication in today’s financial world. Although the goals of business reports
have a broad spectrum, companies and individuals use them as a source of knowledge
necessary to make important decisions [Lewis, 2019]. In order to prepare an effective
business report, it is necessary to understand what it is, what the types of reports there
are and how to prepare them. Reporting skills are also one of the competencies less fre-
quently taught in academic auditor education programs [Berry & Routon)].

Maksymilian Sleziak reminds us that the purpose of the report is to present the
objective status of a given topic, task, project or case. The document should be written
in a formal manner, without the use of colloquial language, abbreviations and words that
may be incomprehensible to the recipient. The content of the report should be precise,
complete, impartial and objective. When preparing the report, Sleziak [2018] suggests the
following guidelines:

® analyze what information you want to convey and why someone needs it — fo-
cus on the essential points,

® write formally, briefly and specifically, with the aim of reducing unnecessary words,

® maintain objectivity, don’t judge, and if the evaluation element is necessary, it
should be separated from the substantive part,

® use readable formatting — headings should divide the report into the most im-
portant sections (from general to detailed); bulleted lists; bolded elements etc.

The exact application of these rules depends on the type of report. According to
the classification of Michael Lewis, there are eight types of reports. The first is a justifi-
cation/recommendation report that can be used as a suggestion to decision makers. Such
a report usually includes the content and a summary. The content of the report delves into

the benefits, costs, risks, etc. The summary highlights the suggestions made in the content.

83



Chapter 4. Communication and its ethics in the transmission of information

An investigative report helps identify the risks associated with specific activities.
This type of report helps the organization anticipate the consequences. The report will
include an introduction, content and conclusions. In the introduction, the examined
problem and circumstances are emphasized. The main part is used to discuss the facts
and the results of the investigation. The conclusion serves as a summary.

Another type is the compliance report, in which information is presented to the
managing body on the compliance of the actual state with the desired one. Most often,
the purpose of this report is for the organization to demonstrate a high level of social re-
sponsibility to the community, shareholders, government institutions or simply regulatory
bodies. It proves that all applicable laws and regulations are followed and that the funds are
being spent properly. The structure of the report consists of an introduction, content and
conclusions. The introduction usually includes an overview of the report’s main sections,
objectives, and methodology. The content contains specific data, facts that the regulatory
authority needs to know. The conclusion summarizes the identified condition.

The feasibility report determines whether an idea is likely to be implemented.
The report should contain a summary and the content. The summary presents the
essence of the idea. The content identifies the benefits, potential problems, and as-
sociated costs of the proposed idea. The organization expects that such a report will
help answer the following questions: can this project be realized within the specified
budget, will the project be profitable, is the project likely to close within the specified
time frame?

The research report presents the research results. It is usually an in-depth look at
some specific problem. The report should contain an abstract, an introduction with a his-
torical outline, a description of similar, previous research, research goals, sometimes with
research hypotheses, research methodology including not only the method, but a descrip-
tion of the research, sample, etc., research results and conclusions drawn on their basis
and further recommendations.

A periodic report is usually intended to assist an organization in improving its poli-
cies, products or processes by monitoring them consistently. This type of report is present-
ed at constant intervals: weekly, monthly, or quarterly. It can study performance, profit and
loss or any other metrics over a selected time frame. Most often it is of a control nature.

A situational report, unlike a periodic report, is generated in the event of a one-off

situation. It helps the organization figure out the essence of the event, its possible con-
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sequences, and steps that must be taken. These reports contain an introduction, content
and conclusions. The introduction serves to identify the event. The content describes
the event, its causes and development. The proposal discusses the necessary actions that
have been or should be taken.

The yardstick report is usually used to consider several potential solutions to a giv-
en situation. Based on the results, the report author recommends a specific course of
action. The report should contain an introduction, content and conclusions. The intro-
duction describes the purpose of the report. In the main part, the situation or problem is
presented, followed by potential solutions/alternatives. The application reveals the best
solution or alternative along with its justification [Lewis, 2019].

Of course, in practice, an internal auditor most often needs to compile a few of
the indicated reports. On the one hand, it is a research report, on the other, it often con-
tains compliance elements, it can be an investigative report, and in the case of a periodic
audit, it has the features of a cyclical report.

The law does not precisely define the framework and shape of the formulation of
a written internal audit report. Sometimes, guidelines for selected groups of entities (e.g.
the public sector, banks) define certain communication guidelines. For example, indica-
tions concerning communication of internal audit units are included in Recommenda-
tion H issued by the Polish Banking Supervision Authority — they concern institutions in
the banking sector. As these guidelines are relatively extensive, it is worth citing them as
a general template that can be used in any organization. In point A.4 devoted to infor-
mation and its communication, Recommendation No. 6 appears, which introduces and
ensures the functioning of an appropriate management information system (reports) in
the scope of the internal control system, allowing for the right decisions to be made at
various levels of management. Then he indicates in point 6.1 recommendations that an
effective internal control system requires:

® an appropriate system for receiving information (including reports, analysis) by
decision-makers — this information should be appropriate, reliable, complete and
timely, and provided in a format that allows for its proper interpretation and use,

® organized and adequately maintained IT systems — these systems should ensure
the proper storage and processing of data, facilitate the measurement and mon-
itoring of individual types of risk and generate information useful for decision

making,
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® cstablished rules for the flow and receipt of information to ensure that appro-
ptiate information is received by authorized petsons.

Additionally, point 6.2 specifies that the supervisory board and the bank’s man-
agement board should pay particular attention to the implementation of appropriate I'T
system safeguards that prevent unwanted persons from viewing or making changes to
the systems.

From the point of view of preparing reports in the banking sector, it is also
worth mentioning Recommendation No. 21. According to this recommendation, the
principles of preparing post-inspection reports should be formalized. Requirements as
to the form, content, place and date of submission of the report and the frequency of
submitting reports to the management board, supervisory board (e.g. collective control
report) should be clearly defined and specified in the control regulations. The report
should contain arrangements fully documented in the working material. Relevant find-
ings regarding irregularities that have already been rectified should also be described.
In addition, the report should indicate the existing undesirable phenomena and the
existing or potential risks that have an impact or may in the near future affect the bank’s
operations and should contain recommendations on the appropriate actions to be tak-
en. One of the recommendations may be the monitoring by the employees of the unit
subject to the control of the area in which irregularities were found and informing the
internal audit unit about the effects of the actions taken.

The audit report should be prepared in a timely manner, in writing, and should
be objective, concise and constructive. It is advisable that it contains the following
elements:

1. description of the audit examination, including its purpose, date and scope,

2. established audit examination along with the detected irregularities and
their categorization,

3. assessment of the adequacy and effectiveness of the risk management sys-
tem and the internal control system,

4. post-audit recommendations with the indicated addressees and deadlines

for implementing the recommendations.

The PFSA recommends that the facts, opinions and results of the audit should be

discussed with the management of the unit subject to the audit, and the meeting should
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be attended by a member of the management board supervising the work of this unit
or managing the organizational division in which this unit is located. The purpose of
the meeting is to obtain a position and additional explanations, if they have not been
previously taken into account (the findings may be discussed with the manager of the
controlled entity during the inspection, in stages).

The audit report does not have to be approved by the management of the audited
area as to its content, i.e. identified irregularities, before submitting the report to the bank’s
management board and/or the bank’s supervisory board. It is worth adding that this
means that internal auditors should be prepared for a potential atmosphere of conflict,
distrust, disagreement or disapproval of their work by employees of controlled entities.

The head of the internal audit unit submits the report to the president of the
bank’s management board. It is advisable to discuss the results at a board meeting, Ad-
ditionally, audit reports can be made available to the supervisory board on an ongoing
basis, and information on any irregularities found and conclusions resulting from the
internal audit and actions taken to remove them is received by the supervisory board with
the frequency specified in legal regulations.

With such general guidelines, the Polish Financial Supervision Authority clearly
states that internal auditors bear full responsibility for the prepared internal audit report.
The responsibility of internal auditors should also be considered in relation to the pro-
posed corrective actions [KINE, 2011]. In the absence of clear guidelines, it is worth using
practices developed in other areas, primarily in business.

When preparing audit reports, it is worth remembering the universal syntax ele-
ments of the report, which include:

® cover page with the name of the report, date of preparation, audited authority,
first and last names of the auditors, sometimes the document reference,

® asummary of 1-2 pages, which is the essence of the report, introduction, con-
taining the legal basis for the audit, objectives to be achieved by the audit, meth-
odology,

® content describing the process of collecting, analyzing and preparing data and
presenting the results themselves,

® conclusions containing the most important audit results,

® recommendations constituting the application part of the report related to sug-

gestions for further actions.
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Following these rules should provide the report with a clear and legible structure
conducive to easy assimilation of the conclusions from the report. It should be noted,
however, that these elements are not constant and may be modified depending on the
internal auditor and the entity in which the audit is carried out. A report template adopt-
ed for use in a given organization is specified in internal internal audit documents — the

so-called procedures book.

4.2. Oral communication — public speaking and its aspects

Oral communication is one of the oldest and most valued forms of communi-
cation [Harrari, 2016]. However, the necessity to appear in front of an audience is also
often associated with the emergence of resistance and fear. Research of nearly 1,500
students and graduates shows that over 63% of respondents reported fear of public
speaking. As many as 89% of respondents would like to participate in programs to im-
prove their public speaking skills. The factors increasing the tendency for anxiety were:
gender (women), small and negative experiences, and the perception of one’s own voice
as high-pitched or too gentle [Marinho et al., 2017].

Meanwhile, public speaking is a skill that can be mastered, and the knowledge
of rules and principles can be extremely useful [Jarmuz and Witkowski, 2004]. Andrzej
Wiszniewski argues that in order to prepare a public speech well, it is worth preparing
answers to a few basic questions: who is the speaker, who is the audience, what is the
purpose of our speech, when, where, and how should we speak [Wiszniewski, 1999].

The question of who the speaker is relates more to what image we wants to create
in the minds of the audience. Embedding this statement in the realities of the internal au-
ditor’s work, undoubtedly highlights the features that are usually associated with the work
of an auditor: objectivity, independence, professionalism, rationality. This determines the
way of expression and the form of the presentation, although it does not have to exclude
a colorful metaphor, giving an example, etc.

The question of who the audience is is a call for the auditor to make a short anal-
ysis of the potential audience before the presentation. Such analysis can be quantitative
and qualitative. In the first case, the size of the audience is determined. This quantity can
be considered according to the following gradation:

® face-to-face meeting — it is conducive to expressing more personal opinions by
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the auditor, sharing impressions; in the case of a meeting with a supervisor, it is
sometimes proof of trust, although often also a platform for persuading to mod-
ify the presentation in a wider forum, in auditing practice limiting the report to

a single position may be a sign that the report contains inconvenient or interpret-
ed content, the disclosure of which could be a threat to the organization,
meeting in a small group — up to approx. 6 people, where the auditor can have
a conversation with the group, which allows for the exchange of views, the pos-
sibility to address individual people or to have a larger interaction,

meeting in a group of a dozen or so people — it is more effective in the case of
workshops, allowing for cooperation, the exchange of impressions and views,
meeting in a larger group — about 30 participants — the auditor should expect
the interaction with the audience to be be small, questions and comments
should be kept until the end, the use of multimedia is required with such an
audience,

meeting in a large group — over 60 participants, requires the organizers to use
sound equipment, limited ability to interact with the audience, also requires

the organizers to pay attention to discipline, and the presenter is forced to use
shorter, more laconic phrases,

mass meeting — over 100 people, usually requires special measures to be taken,
such as providing a stage and professional sound and lighting equipment, im-
possible to present specific information or technical details, the content of the
auditor’s speech should be reduced to a few key points.

During the qualitative analysis, the auditor must answer the question of who

their audience will be. The most important issue is the degree of group diversity.

The bigger the group, the more problems the presenter may encounter; they must

put in more effort to clearly formulate their thoughts. With a homogeneous group,

it becomes less important to find means of reaching the group. Speakers often with

differentiated groups try to identify the factors connecting the participants (e.g. ex-

perience, needs, place of residence) in order to more easily gain the audience’s inter-

est and attention.

The intellectual level of the audience defines the range of vocabulary used by the

auditor, the level of abstraction and the complexity of the speech. The auditor’s task is

to make sure each listeners has received the message. A low intellectual level forces the

89



Chapter 4. Communication and its ethics in the transmission of information

auditor to use simplified vocabulary, clear metaphors and comparisons, and simple expla-
nations of how the content of the report translates into everyday realities.

It is also worth identifying in advance, if possible, the interest groups among the
audience. Being aware of the existence of such groups allows the auditor to predict the
questions or direction of objections. Thanks to this, we can avoid unfortunate expres-
sions that could be perceived as unfriendly by the audience.

The mood of the audience is also important. Good speakers can control the mood,
but even they need a chance to reach their audience initially. When the audience is reluctant,
the auditor’s words may be interpreted as hostile from the very beginning. Additional factors
in qualitative analysis include age, occupation, and audience involvement [Streibel, 2007].

Due to the purpose of the presentation, the auditor may distinguish three types
of speeches:

1. informative/educational,
2. persuasive and
3. commemorative.

Most often, the auditor deals with informative/educational speeches, where the
goal is to provide information, train and teach the audience. In the case of such speeches,
a good tactic is to break down the issue into its component parts, explain the mode of
action or the role of each part, and finally explain their interconnection and mechanisms.
This type of speeches is characteristic of consulting services (including trainings) that
can be provided by internal auditors.

The purpose of persuasive speeches is to persuade the listeners to a given point
of view or offer. Often, the scheme of such an occurrence is a triad: defining the
problem, presenting existing solutions and emphasizing their weaknesses, presenting
the promoted solution and indicating its advantages over the existing alternatives. Per-
suasive speeches will occur in the work of the internal auditor when he or she goes
beyond the framework of the report presentation and also provides suggestions for
its practical application, for example, by convincing the audited to implement specific
solutions and recommendations.

Commemorative speeches, the least frequent in the work of an internal auditor,
are speeches that go beyond the scope of purely professional activity. Such speeches will
include greetings, farewells, condolences, congratulations, etc. They are characterized by

their own narrative patterns and rules.
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An important question the auditor may ask themselves centers around the the form
of speech. The answer determines the style of the speech. The presentation can either ap-
peal to feelings or to the mind. Accordingly, the speech will either be presented in a cool or
emotional style. Depending on the chosen style of expression, the auditor will use different
phrases, different language or even modify the strength and volume of the voice.

When preparing a public speech, a separate, vital issue abut which the auditor
should make a decision is whether or not to use notes. The presenter can choose one of
four approaches:

1. read from notes,

2. speak using notes,

3. speak using bullet-points,
4. speak from memory.

At one extreme we have the presenter reading directly from their notes. This kind
of public presentation actually has only one advantage. It allows for the quick prepara-
tion of a simple speech. Apart from this one advantage, the method has two disadvan-
tages. These include the inability to visually control the audience and the inability to ex-
press themselves vividly, which affects the perception of information. The intermediate
approach is for the auditor to use their notes in order to read their main theses, and then
develop them with freely, or supporting themselves with their notes only to organize their
statements. The other extreme is not using any notes at all. This is due to the either the
presenter’s excellent memory or their mastery of mnemonics — more extensive consider-
ations on this subject are included in the next subsection.

The question of time regarding the auditor’s speech defines two main issues: its
date and duration. The timing of a report’s presentation influences the audience’s attitude
and perception, although, frankly, it is rarely the responsibility of the presenter. From the
point of view of daily human activity, the morning hours are the best. When it comes to
the question of the optimal length of a speech, the general tendency is to shorten, quick-
ly form major conclusions and present key elements. The business world appreciates the
ability of a person to be concise and specific.

In the subchapter devoted to public speaking, we cannot skip, even briefly men-
tioning the techniques for answering difficult questions. In a situation where the in-
ternal auditor will be forced to face an answer to a difficult question, usually the most

crucial thing is to buy time, so as to be able to prepare an answer consistent with their
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intentions and knowledge. In order to buy some time we can use techniques that bring
the attention back to the context of a question, refer to details, or generalize. In the
case of an aggressive or biased listener, we can refer back to the role of the internal
auditor, the meeting goals, and in an extreme situation, ask for the intervention of the
meeting organizer.

Finally, it is worth mentioning a few general rules that auditors should take into
account when preparing their oral presentations. A good speaker can devote up to 6-8
hours of practice for one hour of speaking. It is always useful to check the room and
the sound equipment. If there is a podium, we can rest our hand on it, stand with our
legs slightly apart and bring the microphone to our mouth. With a larger audience, it
is worth addressing the speech at the very beginning, starting with the most honorable
participants. The general requirement is to speak loudly, slowly and clearly, and avoid
turning our backs on the audience. Experts suggest looking at three selected people,
and choosing familiar or kind faces. After the speech, thank your audience for their

attention.

4.3. Mnemonics during speech preparations

Fear of public speaking is one of the most common social fears. According to
the latest research, the main source is the fear of a negative evaluation (the so-called
appraisal fear), which appears especially in performance-based situations (e.g. public
speaking, group presentations). In these situations, according to research, people ex-
periencing such assessor anxiety often show defensive reactions, such as avoidance of
public speaking or nervousness [Lipton et al., 2020].

One of the most common causes of anxiety and stress during public appear-
ances, presentation of reports, results of audit studies is the possibility of forgetting
previously prepared content. Even though the speaker may have prepared notes at
their disposal, and have the rich arsenal of modern technology (projectors, computers,
etc.) for support, it is worthwhile for the auditor to boost their confidence with tech-
niques of effective learning and memortization. Their implementation and application
does not only support them during the presentation, but also assists them in better
conducting the audit procedure. The techniques themselves can also be useful in ev-

eryday situations.
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Mnemosyne is the Greek goddess of memory to whom, according to the an-
cients, we owe our ability to remember. The word “mnemonics” is derived from her
name, and is defined as the complex activities aimed at improving the processes of
memorization by storing and recreating material by associating it with a fixed code.
Mnemonics generally includes knowledge of how to improve memory, it is a way of
programming the mind to memorize facts flawlessly.

Mnemonics allows us to increase the capabilities of the human brain. According
to Gordon Bower, students using mnemonic methods were able to remember seven
times more information than their peers who did not use these techniques [Bower,
2011]. Another advantage is their versatility — they can be used not only when prepar-
ing presentations, but also for quickly remembering facts, names and numbers. There-
fore, it is an extremely useful skill in the work of an internal auditor.

Basic mnemonics can be divided into grouping, acronyms and acrostics. Group-
ing consists of dividing difficult elements into smaller ones that are easier to remember.
This method is commonly used to memorize telephone or social security numbers, but
it can also be used to remember numbers during the implementation of the audit task.

Acronyms are artificial words made up of the first letters or the first syllables
of a few words. An example of a meaningful acronym allowing us to remember the
first letters of the names of the most important hormones secreted by the endocrine
glands, is PESTCA, i.e. Progesterone, Estrogens, Somatropin, Testosterone, Corti-
costeroids, Adrenaline. The acronym method, on the other hand, consists of creating
a sentence in which the first letters refer to the information being remembered. This
technique is useful for remembering a series of related pieces of information. No
matter how infantile it may sound, the method proves to be effective, and the absurdity
of associations is an indispensable element that makes use of the mechanisms of the
human brain that are only now recognized.

The opposite of acronyms are acrostics. They allow us to remember difficult
words by treating them as acronyms and creating sentences from the letters that make
up the word.

Symonide’s loci technique (method of places) — based on the story of the Greek
poet from Ceos — Symonides from around 500 B.C. — is quoted in many studies on mem-
ory. Namely, the hall roof collapsed during a party, burying all the guests in such a way

that even their closest ones could not recognize them. Identification was successful for
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Symonides, the only survivor of the event. He imagined a room — the so-called memory
palace — in which he placed the people and objects he wanted to remember. Symonides
himself was recognized as the founder of the mnemonics called ¢/ (the plural form of
the Latin word /ocus meaning a place or location).

More specifically, the places method is used to remember large sets of informa-
tion that occur in a specific sequence. It consists of associating remembered information
with known places we often pass by at home or on our way to school. This technique is
appreciated by speakers. When preparing a report, the auditor can arrange its structure in
their own metaphorical house. As an example, the porch will be the introduction to the
goals, the next door discusses the structure. By mentally exploring the whole house we
can define not only the general parts of the report, but the methodological assumptions
(office), the way of implementation and preparation (kitchen), and reference other simi-
lar reports as well as details. The furniture in each room allows us to add even minuscule
details, so that the auditor can recreate their own apartment in their imagination, and
present the whole report with detailed arrangements in accordance with the assumed
structure. The awareness that the auditor is able building upon something is already well-
known allows them to effectively overcome the nervousness that will natural arise during
the presentation of a report. What’s more, even if questions or other distractors appear
during the presentation, they can easily jump to the element where someone interrupted
the presentation.

Research conducted with the use of advanced IT tools (laptops, helmets with vir-
tual reality projectors) proved that the effectiveness of this method is influenced by the
suggestibility of rooms, which constitute a mental construct for the memorized content.
So itis better to use your own house or flat than imagined interiors, or those whose layout
we do not remember exactly [Huttner and Robra-Bissantz, 2017].

An effective learning method are rhymes, which enable the creation of short, easy
to remember, suggestive messages. Associative techniques and interactive imagery are also
most often identified with mnemonics. They allow us to use already known knowledge
to remember new information. Someone who wants to quickly learn the economic ge-
ography of Italy can imagine a Renaissance boot adorned with jewels in the form of key
industrial centers. In the advanced form, extensive narratives are used for memotization.
This helps us remember strings of words which range from the simplest, such as a shop-

ping list, to more complex ones, such as the structure of the report or its key conclusions.
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Proficiency in communication techniques significantly supports the overall pro-
cess of educating auditors, also with the use of modern educational tools [Baldauf, Gra-
schitz, & Miller 2020]. However, other studies indicate that communication deficits also
result from the generational specificity of the new generation [Bressler & Pence, 2019],

which suggests that it will become more rare and therefore and more valuable.

4.4. Ethical aspects of communication

The term “ethics” comes from the Greek word ezhikos meaning character or cus-
tom. Treating ethics as a separate science is attributed to Aristotle. According to Aris-
totle, ““... every action and pursuit, is thought to aim at some good; and for this reason
the good has rightly been declared to be that at which all things aim.” Ethical conduct
had to have the hallmarks of four qualities: justice, moderation, prudence and bravery.
The publications Nicomachean Ethics, Eundemean Ethics and Magna Moralia are considered
the foundations of modern ethics [Migon, 2013]. Their contribution to the development
of ethics also gave rise to Confucius, Socrates, St. Thomas Aquinas, and Kant. The en-
cyclical of Leo XIII, or Rerum nowarum from 1891, is considered to be the prototype of
considerations on morality and interpersonal relations in business. In this document, one
can find support for a free market economy and the need to improve the lives of workers
[Klimek, 2014].

Ethics can assume the role of descriptive ethics (ethology) describing reality, nor-
mative ethics (the science of morality) defining and establishing specific norms and prin-
ciples, and meta-ethics, which deals with the analysis of moral and logical norms. Due to
the criterion of justifying moral judgments, ethics can be divided into consequentialist
and deontological [Klimczak, 1996]. Consequentialist ethics concerns itself with the ef-
fects of applying specific rules in the activities of a person who chooses a specific course
of action. A consequentialist assessment determines whether a given act was the best
possible in a given situation. The value of the act is not determined, but only the right-
ness of its execution. The moral assessment of an act is based on the assessment of its
effects. Deontological ethics evaluates the moral value of the act itself. The effects of
a given act are not analyzed, only its nature. According to the consequentialist criterion,
the hypothetical act of an internal auditor to ensure that that a low-quality organization

has a positive report content, and thus possibly continue it activities, will be a positive
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action since people will keep their jobs. Deontologically, however, bribery and cronyism
are seen as negative, unethical, and stigmatizing. Ethics should not be completely equated
with morality, which is defined as a set of norms, judgments and patterns of behavior
that regulate or pretend to regulate relations between individuals, between an individual
and a social group, or between social groups. They appeal to people, and their respect
is enforced by sanctions by public opinion [Jankowski, 1973]. Another factor that de-
termines the managers’ approach to ethics may be their gender, as studied by Ibrahim,
Angelidis & Tomic [2009].

Moral standards point the right course of action, which regulates the principles of
coexistence between people and alleviates interpersonal and social conflicts, does require
external justification. Certain obligations result from moral norms. Morality — more than
ethics — is based on “rigid” socio-cultural or religious norms; ethics, on the other hand,
is based to a greater extent on the internal choice of each individual. Business ethics
is defined as a systematic study of moral issues (ethos) occurring in business, industry
and connected types of activities related to the practice of human behavior [Dietl and
Gasparski, 1997]. Understanding this concept involves not only the principles of human
behavior, but also theoretical research answering, for example, such questions as: “How
should people behaver” or “What is a good life?” [Klimek, 2014]. The basic scope of
business ethics issues includes: mutual relations of business entities (co-owners, con-
tractors, competitors); relations: employers — employees; relations: entrepreneurs (com-
panies) — clients, recipients of their activities; relations: economic entities — the whole
society and its institutions (state, local government, legal); relations: economic entities
— natural environment. The density of these relationships has an impact on the quality
of the auditor’s reports [Berry, 2020].

The basic ethical values include: honesty, conscientiousness, truthfulness, loyalty,
justice, observance of the law, and respect for property. Ethical behavior of each employ-
ee is one that includes: care for a good atmosphere at work, respect for others (respect
for their dignity, beliefs, views), maintenance of professional secrecy and confidentiality
of data, and honest performance of one’s duties. It is considered unethical to discrim-
inate against one’s co-workers, use false or offensive words, use physical or mental vio-
lence, allow corrupt activities, use the organization’s technical base for private purposes,
and jeopardize the organization’s interests. Managers are expected to consent to the free

expression of opinions, comments and complaints about the organization’s activities.
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It is worth mentioning that in Polish society there is an expectation that the higher
the degree of ethics and morality from people managing or representing an organization,
the higher their position in the occupational hierarchy, the wider the impact of their
decisions on the world or when they concern a larger group of people [Rydzak, 1999].
Ethical assessments of individual people are easily transferred to the social groups and
institutions/enterptrises they represent. In this context, it is therefore unacceptable for
an internal auditor to be perceived as untrustworthy, to be discredited in any way and to
act immorally against women or their colleagues. It is particularly important in Poland,
where “people are very sensitive to someone else’s immorality, even when they are very
far from ethics not only in the universal, but especially in the religious meaning of the
term” [Zemler, 1992].

In the area of communication, one of the sources of ethical norms may be an-
cient rhetoric, which results from three basic principles: truth (the modern principle of
reliable information), information openness and partner relations with stakeholders [Le-
wandowska, 2014]. With regard to the first rule, it is assumed that ethical behavior will
be verbal or written communication of facts/data in the form and content that does not
leave doubts as to the sender’s intention — the message must be clear and understandable
and the information should be verified. The second ethical principle, openness, can cause
some difficulties in internal audit. It speaks of the need to transfer/share information
about organizations — even negative ones — to the socio-economic environment [Le-
wandowska, 2014].

The purpose of this procedure is to maintain the credibility of the organization
in the opinion of its stakeholders. In this respect, this rule can be found to be similar to
the principle recommended to auditors, concerning the non-concealment of information
within the organization and its representatives — ... the internal auditor discloses in the
post-audit report all known events, facts and materials, the concealment of which could
distort the report on the controlled activity or indicate the presence of illegal practic-
es...”[Recommendation H, 2011].

The codes of experts dealing with communication issues have evolved over
the years, adapting to the changing socio-economic conditions. In the public relations
industry, in 1965 in Athens, the International Public Relations Association established
a code based on the Declaration of Human Rights. The main principles in this code

were about the integrity and truthfulness of information, not engaging in projects that
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defy moral principles and employ means of manipulation. Interesting from the point
of view of the specificity of internal audit and the confidentiality rule applied in it,
is the code of the German Public Relations Association (GDRP), which, in addition
to reliability and openness of information, imposes discretion regarding information
about the organization acquired during professional activities. In Poland, the codes
of the PR industry include documents prepared by members of the Polish Public
Relations Association and the Association of Public Relations Companies. In addition
to the imperative of information reliability and diligence and other rules contained in
international codes, the point which indicates to the prohibition of obtaining informa-
tion in a dishonest manner, e.g. by impersonating someone else or misleading others,
deserves attention. According to Ewa Hope [2000, after Lewandowska, 2014, who
analyzed the codes of ethics in the area of communicating with the environment, the
codes in force in Poland are insufficiently detailed and they lack precise recommenda-
tions for action.

In the journalists’ milieu, there is a relatively large number of ethical codes written
by individual journalists’ associations or even individual media existing in Poland. How-
ever, according to Agata Raczkowska (2017, pp. 2-3), the Media Ethical Charter can be
considered a universal catalog of values, consisting of seven principles: truth, objectivity,
separation of information from commentary, honesty, respect and tolerance, priority of
the recipient’s well-being, freedom and responsibility. Raczkowska argues that the univer-
sality of the Charter results from its fullest reference to ethical regulations for journalists
of an international nature, such as the Paris Declaration of 1983 or the Bordeaux Decla-
ration of Principles of 1954 [Raczkowska, 2017, p. 3 ].

The ethical principles that an internal auditor should follow in their activities are
developed by virtually every organization associating or employing internal auditors
[Sawicka and Stronczek, 2015], and in their provisions one can find all universal rules
described in the previous subsection. These regulations are usually a supplement to the
obligation to act ethically, which are included in the regulations developed by the Min-
istry of Finance of 2006 [Communication No. 16, 2006] and Recommendation H of
the Polish Financial Supervision Authority [2011]. The PFSA recommendation instructs
financial institutions to create their own codes or to adopt existing codes — “... they
should develop the basic ethical principles of an internal auditor on their own, or adopt

a recognized code of ethics for internal auditors, developed by an external institution
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...” In this regard, the model to be used by financial institutions is the IIA code of ethics
[Recommendation H, 2011]. The obligation to control compliance with ethical standards
in institutions rests with management boards and supervisory boards — “... the manage-
ment board and senior management, as well as the supervisory board, are responsible for
promoting high ethical standards ...” [Recommendation H, 2011].

Potential problems with the correct understanding/interpretation of the existing
ethical regulations in the area of communication are not the subject of public debate, but
it can be seen that industry organizations analyze the recommendations recommended by
control bodies, e.g. by the Polish Financial Supervision Authority and make appropriate
corrections. For example, internal auditors were expected to be loyal to the audited in-
stitution and “keep all facts revealed during the audit a secret.” Meanwhile, information
about irregularities, for example in a bank, concerning the president and supervisory
board, should not be at the exclusive disposal of these individuals due to the above-men-
tioned “loyalty”, but should also be sent to the owners. In the IIA (2016) standards, the
general principles mention only integrity, objectivity and competence, and omit the issue
of loyalty, confining to the limitations resulting from the confidentiality rule. So it is
clear that ethical regulations in the industry of internal auditors are evolving in the right
direction. Nevertheless, there are still provisions that need to be refined. In Chapter III,
point 5 of the PFSA recommendation, it is indicated that the internal auditor cannot
accept material benefits from the audited. A provision formulated in this way loses its
effectiveness through narrowing down and may create a field for abuse, e.g. accepting
benefits from third patties.

Another point of the ethical principles of internal auditors referring directly to
issues related to the ethics of communication is the provision that ... the internal auditor
is careful and prudent in applying and using information obtained during the audit ...”
and “... the internal auditor discloses in the post-audit report all known events, facts and
materials, including those whose concealment could distort the report on the audited
activity...” [Recommendation H, 2011].

By analyzing the recommendations of government institutions and bodies as well
as industry associations, which refer in their content to the desired attitude of the internal
auditor, practically in each of them we can find — alongside such principles as honesty,
confidentiality, objectivity, avoiding conflicts of interest and caring for proper relations

between auditors — the obligation to act in accordance with the ethics of the profession.
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The IIA considers the Code of Ethics “... necessary and even indispensable for internal
audit, because it is essential that trust is placed in the objective assurance provided by the
audit for organizational governance, risk management and control ...” [IIA, 2016]. Being
ethical in the work of an internal auditor is not only a moral obligation, but also a practi-
cal one. It is cost-effective as it strengthens confidence in the internal auditor, maintains
independence and builds the authority of the profession. The Communication No. 16
of the Ministry of Finance [20006] indicates a number of behaviors that are considered
ethical. It is the internal auditor’s responsibility to undertake tasks for which they possess
sufficient knowledge, skills, and experience. Additionally, the document indicates that the
performance of tasks should be in accordance with the provisions of law, internal audit
standards in public finance sector units and the internal regulations of the unit. It is also
interesting that, as part of the ethical attitude, the internal auditor is obliged to constantly
develop and improve professional qualifications, seeing it as an opportunity to improve
the efficiency and quality of internal audit. Being ethical is therefore not an option but
a requirement.

Sawicka and Stronczek [2015] pay attention to the prescriptive form of ethical at-
titudes, referring to the previously quoted KNF recommendation from 2011. ... Internal
auditors should: have the appropriate qualifications, experience and skills to perform the
tasks entrusted to them, have an appropriate ethical attitude, have (...) the opportunity
to participate in trainings in order to improve their qualifications” [Recommendation H,
2011]. It is worth noting that in the last decade (2011-2020), there has been a slight loos-
ening of this rigor. In newer documents of the IIA organization, which was recommend-
ed by the Polish Financial Supervision Authority, we can find provisions that no longer
refer to the obligation, but to the expectations and guidelines regarding ethical behavior
— “... Rules of conduct, (...) standards of behavior expected from internal auditors, they
help in applying the general principles in practice and are to be guidelines for internal
auditors on how to behave ethically” [IIA, 2016]. There is a close relationship between

compliance with industry standards and the quality of reports [Alzeban 2019].



Chapter 5

Communicating the internal auditor in light of research

5.1. Research method

The conducted query of scientific publications devoted to the issues of com-
munication between internal auditors and the internal and external environment of the
surveyed organizations showed an existing cognitive gap. While industry organizations
related to internal audit began to recognize the role and importance of communication
in the work of an auditor and carry out their own descriptive research, in the first two
decades of the 21st century, this did not significantly increase the growth of scientific
publications in the field. One can even risk a statement that in the context of the growing
interest in the subject of communication of internal auditors in the 21st century, there
has been some neglect in the field of science. The research results presented in this chap-
ter are therefore a response to the needs of the auditors and the scientific community and
are only an introduction to further research on communication in the field of internal
audit.

The aim of the examination of internal auditors was to try to answer the following
questions:

® What are the types of communication problems internal auditors encounter (in
collecting, processing, and sharing information)?

® What are the communication methods that internal auditors use to resolve the
issues they encounter?

An e-questionnaire in Polish was used to collect the data (research in Poland). The
same content of the questionnaire was published in foreign research, but translated into
English. The questionnaire was filled in by the respondents on their own, after sending
them an invitation containing the address of access to the research (Computer Assisted
Web Interview — CAWI). CAWTI is the simplest method, which at the same time took into
account the limitations related to the protection of personal data of people participating

in the study. It was assumed to generate two universal links to the survey, with a request
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to send these addresses together with an invitation to participate in the survey to mem-
bers of selected associations connecting internal auditors and non-associated auditors on
the mailing lists of selected organizations. This construction allowed to avoid problems
resulting from access to the individual’s email addresses'.

The study used targeted selection by inviting mainly members of associations to
participate in the study, not the entire population of auditors. This method of selection
influences the caution with which the evaluations and conclusions from the research pre-
sented in this book are formulated. At the same time, however, it is worth emphasizing
that in the case of Poland, the surveyed sample included over 30% of respondents who
indicated no membership in associations or belonged to smaller local associations. As
a result, we can risk concluding that the analyzed data in the case of the Polish-language
survey may very well reflect the phenomena studied in the context of the entire industry
of auditors, and not only those associated with industry organizations. Gaining such
a varied group of respondents was possible thanks to the diversified method of sending
out invitations to participate in the survey. In the case of international surveys, only 9%
of respondents indicated that they did not belong to the IIA. For the purposes of this
book, due to the differences in the groups of respondents, it was decided to present and
discuss selected results from international surveys in the form of separate columns with
data. Despite the limited number of questionnaires, the results of the international re-
search may serve as interesting supplemental information, such that foreign respondents
represent better represent the management sector than the Polish respondents (almost
53% of indications expressed having personal experience related to managing a team of
internal auditors, in the case of Polish respondents it is just over 27%).

The first invitations were distributed to national and international research in the
form of mailing carried out by industry organizations. In Poland, the request to distrib-
ute the invitation was sent to the Association of the Institute of Internal Auditors ITA

Poland, the ISACA Warsaw Association, the ISACA Katowice Association — the Associa-

'Another variant of CAWI is a survey in which each respondent gets an individual link to the
survey. Data is also collected anonymously, but allows for better control of the course of the
study. However, in the study of internal auditors, the simplest and most anonymous form of
the CAWI type study was assumed, hoping that it would increase the tendency to complete the

survey.
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tion for the Audit, Security and Control of Information Systems, and the Polish Institute
of Internal Auditors Sp. z 0.0., and the Association of Certified Auditors and Internal
Control Specialists. The research was also supported by the Ministry of Finance — infor-
mation about the research was sent out in the ministerial newsletter. At the same time,
news about the study appeared on official websites and other communication channels
belonging to the Ministry of Finance. The invitation to participate in the study was also
sent to the internal auditors on the mailing lists of the Ministry of Science and Higher
Education. The next stage of distribution was placing the invitation in the form of a post
on social media channels (Facebook and LinkedIn). Additionally, a dedicated mailing to
graduates of postgraduate studies in internal audit was carried out based on the database
of active internal auditors at the disposal of the survey organizer.

When respondents from outside Poland were invited to participate in the research,
the request for information distribution was sent to the Global Institute of Internal Au-
ditors and 127 national branches of IIA Global. The questionnaire was also distributed
via social media channels (groups connecting internal auditors around the world, whose
members are active on Facebook and LinkedIn).

The questionnaire consisted of 15 questions. The number of subjects displayed
to respondents depended on the answers they provided in the general and filtering ques-
tions. Most of them were closed and semi-open (several options to choose from). The
average duration of a valid interview in Poland was 18 minutes and 8 seconds, 3 minutes
longer than assumed. During the survey data collection period, 1,878 attempts were made
to complete the survey. Ultimately, 515 fully completed questionnaires were collected,
which translates into 27.4% of all trials that were initiated by the invited internal auditors.

The average duration of a valid interview in other countries was 26 minutes and
17 seconds. Certainly, the longer time frame can be attributed to the fact that in most
cases English was not the native language of the respondents. During the survey data
collection period, 1,810 attempts were made to complete the survey. Ultimately, 144 full
questionnaires were collected, which translates into 8% of all trials that were initiated
by the invited internal auditors. After data verification, 138 questionnaires qualified for
further analysis in the international study.

The survey in Poland took place from February 14 to April 6, 2020. From Feb-
ruary 14 to February 24, 2020, a questionnaire-survey was developed, which, after being

coded into a digital format, in the pre-test phase, was verified by a group of several inter-
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nal auditors (invitation addressed personally to individual people). After submitting the
received comments, the actual phase of the research began on February 24, by inviting
internal auditors to share their opinion en-masse. Due to restrictions that appeared after
March 15, related to the coronavirus pandemic, it was decided to extend the study by
two weeks, until April 6. The total time of obtaining the research material was therefore
6 weeks. In the case of international research, the actual research phase began on March
4th. After receiving feedback from international organizations about difficulties in join-
ing the study due to COVID, it was decided to extend the international survey to 8 weeks.
Ultimately, data collection was completed on April 30, 2020. The SPSS statistical analysis

package was used to compile the data presented in this chapter.

5.2. Characteristics of the examined group of internal auditors
515 respondents actively participated in the study in Poland, of which almost 60%
were women and slightly over 40% were men. In the international studies, almost 54% of

the 138 respondents were women and 46% were men (see Table 5.1).

Table 5.1. Survey respondents by gender

Poland % answers World % answers

Gender N — Number of N/515 N — Number of N/138
answers responses

Sum : 515 100.0 138 100.0

Woman 308 59.8 74 53.6

Man 207 40.2 64 46.4

Source: own study based on the research.

Data on the certificates and authorizations held by internal auditors are included
in Table 5.2. In Poland, over 40% of the internal auditors covered by the audit have pro-
fessional certificates that are recognized all over the world. The same number of people
practicing this profession base their activity on the knowledge gained during postgradu-

ate studies.
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Table 5.2. Certificates and authorizations held by internal auditors

Poland % of inter- World % of inter-

Type of certificate or entitlement N — Number views N — Number views

of answers N/515  of responses N/138

(682) (195)

Postgraduate diploma in internal audit 210 40.8 22 15.9
with two years of experience in this field
Other 159 30.9 51 37.0
Internal auditor exam before the exam- 95 18.4 9 6.5
ination board appointed by the Minister
of Finance (2003-20006)
Certified Government Auditing Profes- 84 16.3 13 9.4
sional (CGAP)
Certified Internal Auditor (CIA) 74 14.4 44 31.9
Certified Information Systems Auditor 31 6.0 14 10.1
(CISA)
Certified Fraud Examiner (CFE) 10 1.9 5 3.6
Powers of the statutory auditor 9 1.7 13 9.4
Association of Chartered Cettified Ac- 6 1.2 13 9.4
countants (ACCA)
Certification in Control Self-Assessment 2 0.4 4 29
(CCSA)
Certified Financial Services Auditor 2 0.4 3 22
(CFSA)

Source: own study based on the research.

Almost 20% of auditors confirmed their knowledge and skills by passing an in-
ternal auditor exam in the years 2003-2006 before an examination committee appointed
by the Minister of Finance. Over 30% of the respondents indicated in the survey that
they have other qualifications and certificates. The most numerous group among them
were people who have one of the certificates issued by the Polish Institute of Internal

Control (53 people in total, which constitutes 10.3% of the internal auditors covered by
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the study). The second most important group of auditors with other authorizations are
people with various types of ISO certificates (e.g. 9001, 14001, 27001). A large group of
respondents indicate more than one source of their professional skills in their education.

The vast majority of internal auditors who participated in the study are members
of various professional organizations. Data on affiliation with industry organizations are

presented in Table 5.3.

Table 5.3. Membership of internal auditors in professional organizations

Affiliation with an Poland % of interviews World % of interviews
organization N — Number of N/515 N — Number of N/138
responses responses

Sum : 515 - 138 -
Yes, ITA 264 51.3 118 85.5
Yes, ISACA 23 4.5 5 3.6
Yes, different 73 14.2 9 6.5
No 155 30.1 6 4.3

Source: own study based on the research.

In the Polish group of respondents, over 51% of them indicated that they be-
longed to the Association of Internal Auditors IIA Polska. It is the most numerous orga-
nization of auditors in Poland, so obtaining such a result is not only based on the method
of obtaining the research material. In the analyzed research group, over 30% indicated
a lack of membership in an industry association. The results of the studies by foreign
auditors only confirm the higher effectiveness of requests for participation in the study
sent by industry organizations, and not through social media channels.

From the point of view of the subject of the undertaken research, the position
occupied by the respondents in internal audit seems to be important. During the survey,
the respondents were asked to identify job positions held in internal audit. In the case
of this question, assuming that one person may perform the profession of an internal
auditor in many organizations, it was possible to indicate several answers. Data from this

sphere is presented in Table 5.4.
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Table 5.4. Work position in internal audit

Position held Poland % of inter- World % of interviews

N — Number of views N — Number of N/138
answers N/515 responses

Independent posi- 277 53.8 28 20.3

tion of internal audit

I manage a team of 140 27.2 73 52.9

internal auditors

I am a member of 193 37.5 48 34.8

a team of internal

auditors

Other (what?) 24 4.7 6 4.3

Source: own study based on the research.

More than half of the respondents (53.8%) are employed in independent posi-
tions of internal audit. Slightly over 27% of the respondents perform the function of
the internal audit manager in the unit, and 37.5% of the respondents are members of
the audit team. Less than 5% of respondents conduct internal audit as a service. In the
case of the international surveys, the internal auditors who took part in the survey were
clearly dominated by persons managing internal audit work (52.9%). The second most

important group — 34.8% — were members of audit teams.

Table 5.5. Job position in internal audit — Poland (cross-reference)

Position held Independent I manage a team I am a member Other
position of internal of a team (what?)
auditors of internal
auditors
Independent position of 277 53 50 3
internal audit
I manage a team of internal 53 140 37 0
auditors
I am a member of a team of 50 37 193 1
internal auditors
Other (what?) 3 0 1 24

Source: own study based on the research.
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Most Polish respondents work as internal auditors solely holding an indepen-
dent position (Table 5.5). Some of these people simultaneously manage a team of
internal auditors in another entity (53 people), and some are members of the team
of internal auditors of another organization (50 people). 37 people were members of
the audit team in one organization and at the same time managed the team of internal
auditors in another entity. In the case of international audits, the dominant group of

auditors are those managing teams of auditors (Table 5.6).

Table 5.6. Internal audit job position — world (cross-reference)

Position held Independent I manage a team I am a member of Other

position of internalauditors a team of internal

auditors

Independent position of 28 6 40 1
internal audit
I manage a team of internal 6 73 9 0
auditors
I am a member of a team of 4 9 48 0
internal auditors
Other (what?) 1 0 0 6

Source: own study based on the research.

Another issue examined was the respondents’ workplace and their length of
service. Table 5.7 presents the indications of the auditors participating in the survey
concerning their place of employment before April 2020. More than half of the Pol-
ish respondents have previously worked in the public sector, both in the government
and local government sub-sectors, and 35.3% of them have experience in the private
sector. Every fourth respondent has not carried out any audit activities before (prior
to their current workplace) or performs their work without changing sectors. In the
case of the international study, the number of respondents without experience is
relatively low, and internal auditors with experience in the private and government

sectors dominate.
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Table 5.7. Employment of internal auditors prior to the current workplace by sector

(multiple answers possible)

Employment Poland % of interviews World % of interviews
before the current N — Number of N/515 N — Number of N/138
workplace responses responses

Public sector 133 25.8 48 34.8
— government

sub-sector

Public sector — 129 25.0 16 11.6
local government

sub-sector

Private sector 182 353 79 57.2
I have not con- 136 26.4 14 10.1

ducted internal
audit before

Source: own study based on the research.

It is worth noting that almost every second respondent in Poland carries out inter-
nal audit tasks in the private sector, in the case of foreign respondents, the percentage is
even higher (Table 5.8). Experience in the public sector in Poland is declared by over 60%
of the surveyed respondents, while the percentage of internal auditors who declared

having experience in the public sector was just over 40% aboard.

Table 5.8. Employment of internal auditors by sector

(multiple answers possible) — as of April 2020

Place of employment Poland % of interviews World 9% of interviews

N — Number of N/515 N — Number of N/138
responses responses

Public sector — government 165 32.0 45 32.6

sub-sector

Public sector — local govern- 152 29.5 17 12.3

ment sub-sector

Private sector 240 46.6 86 62.3

Source: own study based on the research.
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Table 5.9. Work experience of internal auditors in the public sector in Poland (in years)

Seniority N — Number of responses % of interviews % of interviews
N/515 N/318

0 5 1.0 1.6
1 8 1.6 2.5
2 15 2.9 4.7
3 14 2.7 4.4
4 12 2.3 3.8
5 10 1.9 3.1
6 8 1.6 2.5
7 10 1.9 3.1
8 11 2.1 3.5
9 4 0.8 1.3
10 24 4.7 7.5
11 7 1.4 2.2
12 19 3.7 6.0
13 11 2.1 3.5
14 10 1.9 3.1
15 33 6.4 10.4
16 14 2.7 4.4
17 23 4.5 7.2
18 13 2.5 4.1
19 4 0.8 1.3
20 17 33 5.3
21 4 0.8 1.3
22 7 1.4 2.2
23 3 0.6 0.9
24 3 0.6 0.9
25 6 1.2 1.9
27 2 0.4 0.6
28 2 0.4 0.6
29 1 0.2 0.3
30 5 1.0 1.6
33 1 0.2 0.3
34 4 0.8 1.3
35 2 0.4 0.6
38 1 0.2 0.3
39 1 0.2 0.3
40 2 0.4 0.6
42 1 0.2 0.3
46 1 0.2 0.3
Sum: 318 61.7 100.0

Source: own study based on the research.
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Table 5.10. Work experience of internal auditors

in the private sector in Poland (in years)

Seniority ~ N — Number of responses % of interviews % of interviews

N/515 N/264

0 5 1.0 1.9
1 17 3.3 6.4
2 31 6.0 11.7
3 11 2.1 4.2
4 16 3.1 6.1
5 16 3.1 6.1
6 7 1.4 2.7
7 4 0.8 1.5
8 18 35 6.8
9 9 1.7 3.4
10 22 4.3 8.3
11 4 0.8 1.5
12 8 1.6 3.0
13 0.8 1.5
14 9 1.7 3.4
15 10 1.9 3.8
16 7 1.4 2.7
17 3 0.6 1.1
18 9 1.7 3.4
19 0.8 1.5
20 17 3.3 6.4
21 4 0.8 1.5
22 3 0.6 1.1
23 3 0.6 1.1
24 2 0.4 0.8
25 7 1.4 2.7
27 2 0.4 0.8
28 2 0.4 0.8
29 2 0.4 0.8
30 4 0.8 1.5
32 2 0.4 0.8
35 2 0.4 0.8
Sum: 264 51.3 100.0

Source: own study based on the research.

The audited group of internal auditors are people with many years of work expe-
rience (Table 5.9 and 5.10). Over 10% of the respondents working in the public sector

have 15 years of work experience in this sector. The second most important group ate
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internal auditors with 10 years of work experience, who account for 7.5% of respon-
dents working in the public sector, and the third group is those with 17 years of service,
accounting for 7.2% of internal auditors participating in the survey, who are currently
employed in the public sector. The situation in terms of seniority is slightly different in
the private sector, where 11.7% of respondents have 2 years of work experience. Over
8% of respondents working in this sector have 10 years of work experience. Therefore,
the private sector employs auditors with less experience. Therefore, it can be concluded
that the majority of internal auditors start their professional activity by working in the
private sector.

A separate issue that was the subject of the study was seniority in internal audit.
When answering this question, internal auditors were to take into account both full-time

employment and the service of conducting audit work. Data in this area are presented
in Table 5.11.

Table 5.11. Work experience in internal audit

(full-time and/or service petformance of the audit)

Seniority N — Number of responses % of interviews
N/515

0 13 2.5
1 33 6.4
2 34 6.6
3 40 7.8
4 27 5.2
5 25 4.9
6 27 5.2
7 21 4.1
8 32 6.2
9 16 3.1
10 29 5.6
11 15 2.9
12 29 5.6
13 22 4.3
14 23 4.5
15 40 7.8
16 25 4.9
17 19 3.7
18 13 2.5
19 7 1.4
20 12 2.3
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21 4 0.8
22 3 0.6
23 1 0.2
24 1 0.2
25 2 0.4
30 1 0.2
35 1 0.2
Sum: 515 100.0

Source: own study based on the research.

The most frequently represented groups among the respondents in terms of work
experience in internal audit were people with 3 and 15 years of work experience. These
groups account for 7.8% of all participants in the survey. One of the respondents had
35 years of experience as an internal auditor.

The summary of the study on the issue of seniority, both general and internal
audit, of the auditors who participated in the study are the basic statistics on the data col-
lected in this area, which are included in tables 5.12 — 5.15. Table 5.12 contains statistics

for the population studied in Poland.

Table 5.12. Work experience in internal audit and in individual sectors —

basic statistics for Poland

Seniority Number of ~ Number of years Auditing work experience
years in the private  internal (full-time and/or set-
in the public sector vice audit)

sector
Average 13.55 10.77 9.35
Median 14.00 9.00 9.00
Dominant 15 2 32
Percentiles 25 7.00 4.00 4.00
50 14.00 9.00 9.00
75 18.00 16.75 15.00

a. There are many modal values. The smallest value was given

Source: own study based on the research.

According to the data presented in Table 5.12, the average length of service is
14 years for the public sector and 9 years for the private sector. In the public sector,
people with 15 years of work experience prevail, and in the private sector — 2 years. The

average length of service is 14 years for the public sector and 9 years for the private
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sector. In the public sector, people with 15 years of work experience prevail, and in the

private sector — 2 years. In the case of foreign auditors, long employment in the private
sector is confirmed (Table 5.13)

Table 5.13. Work experience in internal audit and in individual sectors —

basic statistics for the world

Seniority Number of ~ Number of years Auditing work expetience
years in the private  internal (full-time and/or ser-
in the public sector vice audit)

sector
Average 10.62 12.66 10.46
Median 9 12 10
Dominant 1° 10* 15
Percentiles 25 4.00 8.00 5.00
50 9.00 12.00 10.00
75 15.00 17.00 15.00

a. There are many modal values. The smallest value was given

Source: own study based on the research.

Internal auditors who participated in the survey were also asked to indicate their
associations with the profession of internal auditor. This question provides an answer to
how this profession is perceived by the professional group itself. Responses in this sphere
are summarized in Table 5.14 (for Poland) and 5.15 (global).

Over 80% of respondents indicated professionalism as an association with their
profession. Such an assessment is consistent with the high qualifications of auditors,
confirmed by various certificates and authorizations described in the earlier part of this
monograph. Responsibility and consulting achieved a result similar to professionalism.
It 1s also worth noting that the profession of auditor is treated as a challenge more
often among women (61%) than among men (48%). In Poland, this occupation is also
much more often a source of stress for women (36%) than for men (20%). Men, in
turn, more often associate an internal auditor with reputation, but also according to
them, more often than according to women, it is a profession characterized by repeti-
tion. It is noteworthy that many of the associations indicated by the respondents are

related, in various forms, to communication.
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Table 5.14. Perception of the profession of internal auditor by Polish internal auditors

(possibility to indicate several answers)

Type of association NW - % of inter- F % of inter- M % of inter-
Number views N=308 views N = N=207 views N =

of readings N/515 308 207

(2894)

Professionalism 417 81 243 79 174 84
Responsibility 402 78 245 80 157 76
Consulting 394 77 232 75 162 78
Support 310 60 179 58 131 63
Challenging 286 56 187 61 99 48
Authority 183 36 105 34 78 38
Control 181 35 95 31 86 42
Stress 153 30 112 36 41 20
Reputation 141 27 70 23 71 34
Undetestimation 136 26 88 29 48 23
Prestige 113 22 72 23 41 20
Bureaucracy 55 11 40 13 15 7
Repetitiveness 45 9 21 7 24 12
Frustration 37 7 26 8 11 5
Other 26 5 19 6 7 3
Boredom 8 2 5 2 3 1
Power 7 1 7 2 0 0

F — female, M — male

Source: own study based on the research.

As in the case of research results from Poland, also in the case of foreign in-
ternal auditors, the challenge is more often associated with the work of an auditor by
women than men (67.6% among women, and 54.7% among men). Interesting and
requiring additional research is the observation that although associations such as pro-
fessionalism, responsibility, advice or support achieve similar ratings in both studies,
the assessment of these concepts by sex by foreign respondents is opposite to that in

Polish studies.

115



Chapter 5. Communicating the internal auditor in light of research

Table 5.15. Perception of the profession of internal auditor by foreign internal auditors

(multiple answers possible)

Type of NW - % of inter- F % of inter- M % of inter-
association Number of views N=74 views N =74 N=064 views N=064
indications N/138
Professionalism 121 87.7 68 91.9 53 82.8
Responsibility 109 79 56 76.7 53 82.8
Consulting 104 75.4 57 77.0 47 73.4
Support 70 50.7 41 55.4 29 45.3
Challenge 85 61.6 50 67.6 35 54.7
Authority 42 30.4 26 35.1 16 25.0
Control 84 60.9 46 62.2 38 59.4
Stress 31 22.5 17 23.0 14 21.9
Reputation 78 56.5 47 64.0 31 48.4
Undetestimation 20 14.5 8 10.8 12 18.8
Prestige 28 20.3 13 17.6 15 23.4
Bureaucracy 12 8.7 4 5.4 8 12.5
Repetitiveness 12 8.7 5 6.8 7 10.9
Frustration 3 2.2 2 2.7 1 1.6
Other 7 5.1 2 2.7 5 7.8
Boredom 2 1.4 0 0 2 3.1
Power 14 10.1 8 10.8 6 9.4

F — female, M — male

Source: own study based on the research.

5.3. Communication skills against other competencies of internal auditors

The starting point for the research on communication competencies among inter-
nal auditors was the question about the five most important — according to the respon-
dents — features/competencies of an internal auditor (Table 5.16).

A detailed weighting of the five most frequently mentioned characteristics of an
auditor sheds light on some interesting information. It is true that the greatest number of
respondents among the top five most important features/competencies indicated com-
munication skills, but nevertheless, when we take into account the weight assigned to

a given category, the most important are features such as the ability to think analytically
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and critically, ethics and independence. In the case of Polish respondents, the ability to
acquire, verify and develop specific information as well as the ability to think analytically

and critically are also important.

Table 5.16. The most important features/competencies of the internal auditor

(possibility to indicate five answers)

Features/compe- Poland % of inter- Weight World % of inter- Weight
tencies Ny~ Num- views (average)* NW — Num- views  (average)*
ber N/515 ber of indica- N/138
tions

Communication 346 67.2 3.9 110 79.7 3.9
skills

Analytical and 321 62.3 4.0 112 81.2 3.9
critical thinking

Ability to acquire, 303 58.8 4.0 45 32.6 3.5

verify and elabo-
rate specific infor-

mation

Independence 286 55.5 4.2 89 64.5 3.9
The ability to 266 51.7 3.9 15 10.9 3.1
reason

Ethicality 222 43.1 4.3 88 63.8 4.3
Confidentiality 171 33.2 4.1 54 39.1 3.8
Ability to prepare 145 282 34 47 34.1 3.2

concise, transpar-
ent reports

Ability to plan 127 24.7 3.6 23 16.7 3.0
work

Risk management 95 18.4 3.8 37 26.8 3.1
Openness 57 11.1 3.4 8 5.8 3.0
Perseverance 54 10.5 2.9 6 4.4 2.1
Determination 50 9.7 33 4 2.9 3.2
Competencies in 39 7.6 3.5 16 11.6 3.3
the IT field

Flexibility 26 5.0 2.6 16 11.6 2.8
Knowledge of 17 3.3 3.1 5 3.6 1.6

the technique of
random samples

Entrepreneurship 8 1.6 3.1 4 2.9 3.4

* grading scale from 1 to 5

Source: own study based on the research.
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If, in turn, the choice of the most important features was guided only by the as-
sessment of their importance, then, according to the respondents, the most important
feature would be ethics. In the analyzed sample, ethics in Polish research ranks sixth
in terms of the number of indications, and in the research of foreign auditors it ranks
fourth. At the same time, it is worth noting that in the case of communication skills as
well as analytical and critical thinking, foreign respondents much more often indicated

these skills as important in the auditor’s work.

Table 5.17. Internal auditor’s main features/competencies by gender — world

(five answers possible)

Features/competencies F % of inter- M % of inter-
N=74 views N =74 N=064 views N=64
Communication skills 67 90.5 43 67.2
Analytical and critical thinking 61 82.4 51 79.7
Ability to acquite, verify and 27 36.5 18 28.1
elaborate specific information
Independence 44 59.5 45 70.3
The ability to reason 13 17.6 2 3.1
Ethicality 48 64.9 30 46.9
Confidentiality 21 28.4 33 51.6
Ability to prepare concise, 26 35.1 21 32.8
transparent reports
Ability to plan work 16 21.6 7 10.9
Risk management 17 23.0 20 31.3
Openness 3 4.0 5 7.8
Perseverance 3 4.0 3 4.7
Determination 2 2.7 2 3.1
Competencies in the IT field 10 13.5 6 9.4
Flexibility 6 8.1 10 15.6
Knowledge of the technique 1 1.4 4 6.3
of random samples
Entrepreneurship 3 4.0 1 1.6

F — female, M — male

Soutce: own study based on the research.
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Table 5.18. The most important features/competencies of the internal auditor

by gender — Poland (possibility to indicate five answers)

Features/competencies F % of inter- M % of inter-

N=308 views N=308 N=207 views N=207
Communication skills 208 68 138 67
Analytical and critical thinking 181 59 140 68
Ability to acquire, verify and 189 61 114 55

elaborate specific information

Independence 180 58 106 51
The ability to reason 161 52 105 51
Ethicality 145 47 77 37
Confidentiality 110 36 61 29
Ability to prepare concise, 75 24 70 34

transparent I‘CpOl‘tS

Ability to plan work 77 25 50 24
Risk management 54 18 41 20
Openness 33 11 24 12
Perseverance 27 9 27 13
Determination 33 11 17 8
Competencies in the IT field 14 5 25 12
Flexibility 13 4 13 6
Knowledge of the technique 13 4 4 2

of random samples

entrepreneurship 3 1 5 2

F — female, M — male

Source: own study based on the research.
The assessment of ethics and other important features broken down by the gender
of the respondents also leads to interesting conclusions regarding the differences in the

perception of the auditor’s profession (Table 5.17 and 5.18). In the case of respondents
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from Poland, men choosing the five most important charactetistics/competencies of an
auditor more often than women indicated the ability to think analytically and critically, the
ability to prepare concise and transparent reports and I'T competencies. In their responses,
women more often than men indicated the ability to obtain, verify and process specific
information, independence, ethics and confidentiality. In future research, it is worth ex-
panding this area of research, especially in terms of diagnosing the causes of these differ-
ences. The greater preference of women in being independent may, but of course need
not, indicate the existing differences in the conditions of internal auditors in their work.
Especially that in the case of foreign research, independence was relatively more often
indicated by men than women. Another significant gender difference in the assessment
of competencies in international studies was the assessment of communication skills.
Based on the presented research, it is difficult to clearly identify the reasons. The collected
data does not indicate any correlation between the assessment of independence and the
respondent’s gender. However, there is a slight correlation between gender and ethics (see
table 5.19).

Table 5.19. Correlation between the assessment of independence and gender,
and between ethics and gender in the examined group
of internal auditors — Poland (N = 515)

Correlations

Ethicality Independence Gender

Ethicality Pearson’s correlation 1 0.085 0.098"

Significance (two-sided) 0.055 0.026

Independence Pearson’s correlation 0.085 1 0.071

Significance (two-sided) 0.055 0.106

Sex Pearson’s correlation 0.098" 0.071 1
Significance (two-sided) 0.026 0.106

*. Correlation significant at the level of 0.05 (two-sided).

Source: Own study based on the research.
In the case of studies of foreign respondents, there is a correlation between gen-
der and the assessment of communication competencies (0.290 Pearson correlation sig-

nificant at the level of 0.01 bilaterally).
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It was previously mentioned that among the top five most important character-
istics/competencies, most respondents indicated communication skills. Detailed assess-
ments of Polish respondents made by internal auditors in this field are presented in Table

5.20, and the assessments of foreign respondents are presented in Table 5.21

Table 5.20. Communication skills as the most important trait/competence

of an internal auditor — Poland

General degree  Communication skills as the most important trait/competence of an internal auditor

of suitability (weighted by importance from 1 to 5)
(from 1 —not  yeiohe 1 2 3 4 5
generally needed
to 10 — crucial) Number
5 0 1 0 0 0
6 1 0 0 3 0
7 0 1 4 3
8 1 7 11 19 4
9 6 4 12 38 18
10 8 9 33 48 94

Source: own study based on the research.

Table 5.21. Communication skills as the most important trait/competence

of an internal auditor — World

General degree  Communication skills as the most important trait/competence of an internal auditor

of suitability (weighted by importance from 1 to 5)
(from 1 —not Weight 1 2 3 4 5
generally needed
to 10 — essen- Number
tial) 5 0 0 0 0 1
6 0 0 0 1 0
7 0 0 1 1 0
8 2 0 2 13 3
9 0 1 7 11 9
10 4 7 11 11 26

Source: own study based on the research.

The respondents were asked to assess the overall usefulness of communication
skills in the work of the internal auditor, on a scale from 1 (not generally needed) to 10 (es-
sential). It is worth noting that none of the respondents assessed the usefulness of these

competencies at a level lower than 5, while the indications at 5, 6 and 7 were sporadic.
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Tables 5.22 and 5.23 present the assessment of the usefulness of communication

skills in the work of the internal auditor, made by the respondents.

Table 5.22. The general level of usefulness of the communication skills

in the work of an internal auditor — Poland

Scale items * N — Number of responses % answers
N/515

1 0 0.0
2 0 0.0
3 1 0.2
4 0 0.0
5 4 0.8
6 12 2.3
7 27 5.2
8 84 16.3
9 117 22.7
10 270 52.4

* scale: from 1 (not needed at all) to 10 (crucial)

Soutce: own study based on the research.

Table 5.23. The general usefulness of the communication skills

in the work of an internal auditor — the world

Scale items * N — Number of respon-ses % answers
N/137

2 1 0.7

4 1 0.7

5 4 2.9

6 7 5.1

7 41 29.9

8 52 38.0

9 18 13.1

10 13 9.5

* scale: from 1 (not needed at all) to 10 (crucial)

Source: own study based on the research.
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Over 90% of respondents assessed communication skills as very useful, or even
crucial, in the profession of internal auditor. There are slight differences in assessment
between Polish and foreign respondents. Thus, research shows that internal auditors
recognize the importance of these skills in effectively performing the tasks assigned to
internal audit activity. Moreover, in the opinion of the internal auditors themselves, com-
munication skills are essential to work in this profession. Statistical measures in this area

are included in Table 5.24.

Table 5.24. The general level of usefulness of the communication skills

in the work of an internal auditor — statistics

General degree of usefulness (from 1 — not needed at all to 10 — crucial)

N Poland N=515 World N=137
Average 9.14 7.67
Median 10.00 8
Dominant 10 8

Source: own study based on the research.

Statistical measures calculated for the data collected in this area confirm pre-
viously defined conclusions. The vast majority assessed communication skills at the
highest level on a scale of 1 to 10, with a very high average, which was 9.14 in Poland
and 7.67 abroad.

The respondents who considered communication skills important for the pro-
fession of internal auditor additionally assessed the impact of these skills on selected
aspects of the internal auditor’s work. Data in this area are included in tables 5.25
and 5.26.
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Table 5.25. Assessment of the impact of communication skills

on selected areas of internal audit — Poland

(possibility to indicate several answers, number of interviews = 244)

Type of influence

NW —
number of
readings
(1214)

% answers

N/1214

F

N=308

% of inter-
views N =
308

M
N=207

% of in-
terviews

N=207

Influence on building
trust between the au-
ditor and people with
whom he has contact
during the audit

192

37.3

96

31

96

46

Impact on the overall
effectiveness of the
auditor’s activities

176

34.2

96

31

80

39

Impact on the effec-
tiveness in establishing
relationships with the
audited

180

35.0

88

29

92

44

Effect on effectiveness
in the information/
data gathering stage

182

35.3

91

30

91

44

Impact on the effec-
tiveness in communi-
cating the audit results

182

353

89

29

93

45

Impact on the repu-
tation/prestige of the
auditing profession

114

221

56

18

58

28

Impact on the repu-
tation of the audited
organization

52

10.1

28

24

12

Impact on the reliabil-
ity and added value of
the audit

131

25.4

67

22

64

31

Other influence

1.0

F — women, M — men.

Source: own study based on the research.
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Table 5.26. Assessment of the impact of communication skills

on selected areas of internal audit — the wotld

(possibility to indicate several answers, number of interviews = 138)

Type of influence

NW —
number of
indications

% answers

F
N=74

% of in-
terviews N
=74

M % of inter-
N=64 views N=64

Influence on building
trust between the au-
ditor and people with
whom he has contact
during the audit

59

42.8

29

39.2

30 46.9

Impact on the overall
effectiveness of the
auditot’s activities

45

32.6

22

29.7

23 359

Impact on the effec-
tiveness in establishing
relationships with the
audited

46

33.3

21

28.4

25 39.1

Effect on effectiveness
in the information/
data gathering stage

46

33.3

23

31.1

23 35.9

Impact on the effec-
tiveness in communi-
cating the audit results

57

41.3

28

37.9

29 453

Impact on the repu-
tation/prestige of the
auditing profession

43

31.2

20

27.0

23 359

Impact on the repu-
tation of the audited
organization

21

15.2

10.8

13 20.3

Impact on the reliabil-
ity and added value of
the audit

45

32.6

20

27.0

25 39.1

Other influence

5.80

8.1

F — women, M — men.

Soutce: own study based on the research.

The analysis of data concerning the assessment of the impact of communication

skills on selected aspects of the internal auditot’s work leads to interesting conclusions.

In Polish studies, differences between the sexes are clearly visible. The majority of men

perceive the impact of these skills on selected aspects of the auditors’ work. Almost
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half of them believe that communication skills contribute to building trust between the
auditor and the auditee (indicated by women at the level of 31%), effectiveness in com-
municating audit findings (indicated by women as 29%) and effectiveness in establishing

relationships with the audited and collecting information (indication in women 30%).

5.4. Assessment of internal auditors in the field of communication
Communication competencies have been recognized as one of the key com-
petencies to perform an effective internal audit. This is confirmed both by interna-
tional research conducted by professional organizations and research conducted by
the authors of this monograph. It is therefore important to analyze these skills in
more detail. The respondents taking part in the study were therefore asked to eval-
uate their communication skills. The assessment was to be performed on a general
level and then broken down into individual phases of the audit process. The general
assessment was made on a scale from 1 (very low competencies) to 10 (very high
competencies). The results obtained in this field for internal auditors from Poland
are presented in Table 5.27. Table 5.28 contains analogous data obtained from internal

auditors during the international study.

Table 5.27. General assessment of internal auditors’ own competencies
in communicating with the environment — Poland

(number of interviews = 515)

Scale items * Women Men (N=207) OverallN=515)
(N=308)
3 0 0.0% 1 0.5% 1 0.2%
4 4 1.3% 3 1.4% 7 1.4%
5 10 3.2% 12 5.8% 22 4.3%
6 23 7.5% 10 4.8% 43 8.4%
7 66 21.4% 51 24.6% 117 22.7%
8 114 37.0% 73 35.3% 185 35.2%
9 68 22.1% 42 20.3% 110 21.4%
10 21 6.8% 14 6.8% 35 6.8%

Source: own study based on the research.
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Table 5.28. General assessment of internal auditors’ own competencies

in communicating with the environment — the world (number of interviews = 137)

Scale Women N=74 Men N=64 Overall N=137

items *
2 1 1.4% 0 0.0% 1 0.7%
4 1 1.4% 0 0.0% 1 0.7%
5 1 1.4% 3 4.7% 4 2.9%
6 4 5.4% 3 4.7% 7 5.1%
7 20 27.0% 21 32.8% 41 29.9%
8 33 44.6% 19 29.7% 52 38.0%
9 10 13.5% 8 12.5% 18 13.1%
10 4 5.4% 9 14.1% 13 9.5%

Source: own study based on the research.

The largest group of respondents assessed the significance of the skills related to
communicating with the environment at the level of 8 on a 10-point scale. In this respect,
slight differences between the sexes are visible — such an assessment was indicated by
37.0% of women and 35.3% of men, although in the case of foreign respondents the
difference is bigger, reaching almost 15%. The table below represents the distribution of

average scores in terms of their own competencies, broken down by gender.

Table 5.29. General assessment of internal auditors’ own competencies

in communicating with the environment — medium

Women N Poland 308
Average for Poland 7.86
N World 74
World average 7.69
Men N Poland 207
Average for Poland 7.77
N World 63
World average 7.84

Source: own study based on the research.
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The overall assessment of the internal auditors’ own communication compe-
tencies is quite high. Contrasting this with the answers on the auditor’s key attributes/
competencies and the overall usefulness of communication skills, we can see that there
are still areas for improvement. In this respect, there are no significant differences
depending on the respondents’ gender — the average score for women was 7.86, and
for men — 7.77 on a 10-point scale in Poland. In the case of foreign respondents, the
assessment of communication skills is assessed worse by women than by men (7.69
and 7.84).

Communication competencies were also assessed in three areas related to the
course of the audit process:

1) the area of obtaining information,
2) the area of information processing and analysis, and

3) compiling data and communicating audit results.

Table 5.30. Assessment of internal auditors’ own competencies in the area

of obtaining information (Poland/number of interviews = 515)

Type of competence Gender
F M Overall
N=308 N=207

Average N Average N Average N
Ability to use e-mail to 8.63 262 8.20 183 8.45 445
obtain data
Interviewing individual 8.56 291 8.00 201 8.33 492
employees of the audited
entity (one-on-one inter-
view)
Talking to people from the 7.66 228 7.35 162 7.53 390
outside of the unit
Assertiveness 7.19 264 7.25 186 7.21 450
Breaking down bariers of 7.36 259 6.71 178 7.10 437
reluctance and fears
Ability to detect attempts 7.20 235 6.83 171 7.04 406
to hide information
The ability to communicate 7.25 285 6.71 188 7.04 473
in difficult and conflict
situations
Ability to conduct group 7.25 277 6.65 188 7.01 465
discussions
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Ability to read non-verbal 7.17 268 6.57 182 6.92 450
signals

Ability to obtain data from 7.11 224 6.62 170 6.90 394
social media

The ability to persuade to 7.02 235 6.36 171 6.74 406

tell the truth

F — women, M — men.

Source: own study based on the research.

In the case of the assessment of own competencies in the field of obtaining in-
formation, the order in the highest scored categories, such as the use of e-mail or con-
ducting interviews with individual employees, is similar, regardless of the respondent’s
country of origin (Tables 5.30 and 5.31). However, the general observation is interest-
ing; It is worth noting that in practically all categories, men assessed their competencies
in obtaining information as worse than women. The only exception is assertiveness
in Poland and the ability to persuade people to tell the truth in the world. The lowest
scores were assessed for competencies related to having the ability to read non-verbal
signals (general average 6.92 on a 10-point scale), the ability to obtain data from social
media (general average of 6.90 in Poland and 6.22 in the world on a 10-point scale)
and in the case of respondents in Poland, also the ability to persuade to tell the truth
(overall average 6.74 on a 10-point scale). Therefore, the results of the survey indicate
areas that are worth improving upon, but also areas that differentiate respondents’

assessments depending on the country of origin.

Table 5.31. Assessment of internal auditors’ own competencies in the area

of obtaining information (wotld/number of interviews = 138)

Type of competence Gender
F M Overall
N=74 N=64
Average N Average N Average N
Ability to use e-mail to 8.64 70 7.18 57 7.98 127
obtain data
Interviewing individual 8.39 71 7.82 61 8.13 132

employees of the audited
entity (one-on-one inter-
view)
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Talking to people from the 7.97 66 7.18 55 7.61 121
outside of the unit

Assertiveness 7.55 66 7.04 56 7.31 122
Breaking down the barriers 7.23 66 6.86 57 7.06 123
of reluctance and fears

Ability to detect attempts 7.72 67 7.15 59 7.45 126
to hide information

The ability to communicate 7.42 73 7.00 60 7.23 133
in difficult and conflict

situations

Ability to conduct group 7.59 70 7.41 58 7.51 128
discussions

Ability to read non-verbal 7.38 71 6.36 58 6.92 129
signals

Ability to obtain data from 6.63 67 5.74 58 6.22 125
social media

The ability to persuade to 7.35 68 7.53 57 7.43 125

tell the truth

F — women, M — men.

Source: own study based on the research.

With regard to competencies in processing and analyzing information, the differ-

ences in the assessment broken down by gender are small, although in the case of global

respondents they are noticeable (Tables 5.32 and 5.33). Auditors highly appreciate their

skills in three areas: working with electronic documents (average score of 8.67 points on

a 10-point scale in Poland and 8.20 points in the world), processing and analysis of data/

numerical information (financial, statistical — 7.38 in Poland and 7.44 in the world).

Table 5.32. Assessment of internal auditors’ own competencies in the area

of information processing and analysis (Poland/number of interviews = 515)

Type of competence Gender
Women N=308 Men N=207 Overall
Average N Average N Average N
Working on documents in 8.66 295 8.69 202 8.67 497
electronic form
Processing and analysis of 8.38 293 7.68 195 8.10 488

data/non-numerical (de-
scriptive) information
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Processing and analysis of 7.38 269 7.39 194 7.38 463
data/numerical informa-
tion (including financial,
statistical)
Collection and analysis of 5.56 183 6.18 148 5.84 331
BIG DATA data
The use of analytical 5.14 176 5.81 151 5.45 327
software to automate the
acquisition of data (moni-
toring and keyword search
software)
Source: own study based on the research.
Table 5.33. Assessment of internal auditors” own competencies in the area
of information processing and analysis (wotld/number of interviews = 138)
Type of competence Gender
Women N=74 Men N=64 Overall

Average N Average N Average N
Working on documents in 8.58 72 7.76 62 8.20 134
clectronic form
Processing and analysis of 7.00 64 6.77 60 6.89 124
data/non-numerical (de-
scriptive) information
Processing and analysis of 7.83 71 6.98 62 7.44 133
data/numerical informa-
tion (including financial,
statistical)
Collection and analysis of 6.33 66 5.77 56 6.07 122
BIG DATA data
The use of analytical 5.82 57 5.54 57 5.68 114

software to automate the
acquisition of data (moni-
toring and keyword search
software)

Source: own study based on the research.

An interesting difference in the assessment of own skills appears depending

on the respondent’s country of origin in the area of processing and analysis of

non-numerical — descriptive data/information (the average in Poland is 8.1 and in the
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world 6.89 on a 10-point scale). Women clearly assessed their competencies in pro-
cessing non-numerical information higher. Low assessment of competencies in the
area of data processing and analysis concerned two issues: collecting and analyzing
BIG DATA data (overall average 5.84 in Poland and 6.07 in the world on a 10-point
scale) and the use of analytical software to automate data acquisition (software mon-
itoring and searching for key words) (general average of 5.45 in Poland and 5.68 in
the world on a 10-point scale). It is also worth noting that male respondents in Po-
land rated their competencies slightly higher than women in areas related to digital
data processing and financial data processing, and the other way around — women
rated their skills higher in this area. Although it is worth recalling that the overall
rating of foreign respondents was higher in most of the categories studied than that
of male respondents.

The third area covered by the audit study was the assessment of own compe-
tencies by internal auditors in the area of data processing and submission of audit re-
sults (Tables 5.34 and 5.35). The third area of the respondents self-assessed compe-
tencies were issues related to the processing of data and the transfer of audit results.
In this respect, Polish auditors rated the highest for their skills of communicating
audit results in the form of individual interviews (Average 8.30 on a 10-point scale),
creating synthetic written reports (Average 7.99 on a 10-point scale), creating de-
tailed written reports ( Average 7.84 on a 10-point scale) and conducting interviews
in a small group of people (up to 5 people, while maintaining control over the pur-
pose of such a discussion) (Average 7.54 on a 10-point scale). In the case of auditors
from other countries, the skills of creating detailed written reports (Average 8.21)
and individual interviews (8.09) were rated the highest. The auditors assessed their
skills in developing synthetic written reports slightly worse than the respondents in
Poland (7.47 compared to 7.99). It is worth noting that although in both surveyed
groups women assessed their competencies higher than men, in the case of foreign
respondents the differences in assessments due to gender were noticeably greater. In
the area of data compilation and reporting of audit results, internal auditors assessed
their own competencies relatively low in terms of creating media reports, presen-
tations and discussions in social media, and media appearances (interviews). The
observation concerns both Polish and foreign respondents, with foreign respondents

generally better assessing their skills in discussing audit results with a broad external
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environment. In the case of the assessment of these features, there is also a visible
difference in the assessment of skills due to dender (regardless of the respondent’s
country of origin) — in most cases, women assessed their competencies lower than

men in these areas.

Table 5.34. Assessment of internal auditors’ own competencies in the area

of data processing and submission of audit results (Poland/number of interviews = 515)

Type of competence Gender
Women N=308 Men N=207 Overall

Average N Average N Average N
Individual conversation 8.49 278 8.01 183 8.30 461
Creation of synthetic writ- 8.09 264 7.85 179 7.99 443
ten reports
Create detailed written 8.02 268 7.58 181 7.84 449
reports
Conversations with a small 7.67 258 7.34 172 7.54 430

group of people (up to 5
people, while maintaining
control over the purpose
of such a discussion)

Assertiveness 7.51 256 7.35 186 7.45 442
Persuasion 7.51 239 7.27 185 7.41 424
The ability to control emo- 7.33 277 7.31 190 7.32 467
tions

Creating multimedia pre- 7.18 231 7.28 171 7.22 402
sentations

Resolving conflicts and 7.29 253 7.04 189 7.18 442
disputes

Presenting the results of 6.99 228 7.7 170 7.07 398

the audit in the form of
a speech in front of a large
audience (over 5 people)

Creating studies for the 4.77 150 5.04 120 4.89 270
media

Presentation and discus- 4.55 126 5.05 116 4.79 242
sion on social media

Media appearances, e.g, 3.83 129 4.41 116 4.11 245
interviews

Source: own study based on the research.

Caution should be exercised when interpreting the results presented in the tables.

In the process of collecting the data, the respondents were asked to self-assess their com-
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petencies only in the spheres of their professional experience. Thus, the level of compe-

tence assessment in this respect for the entire population of auditors may be different.

Table 5.35. Assessment of internal auditors” own competencies in the area

of data processing and submission of audit results (wotld/number of interviews = 138)

Type of competence Gender
Women N=74 Men N=64 Overall

Average N Average N Average N
Individual conversation 8.26 70 7.88 57 8.09 127
Creation of synthetic writ- 7.75 65 7.13 54 7.47 119
ten reports
Create detailed written 8.51 71 7.84 58 8.21 129
reports
Conversations with a small 7.75 69 7.75 55 7.75 124

group of people (up to 5
people, while maintaining
control over the purpose
of such a discussion)

Assertiveness 7.87 67 7.43 54 7.67 121
Persuasion 7.62 69 7.49 59 7.56 128
The ability to control emo- 7.46 71 7.37 60 7.42 131
tions

Creating multimedia pre- 6.71 63 6.88 56 6.79 119
sentations

Resolving conflicts and 7.43 69 7.44 59 7.44 128
disputes

Presenting the results of 7.44 62 7.59 56 7.51 118

the audit in the form of
a speech in front of a large
audience (over 5 people)

Creating studies for the 6.04 48 6.00 46 6.02 94
media

Presentation and discus- 5.47 45 5.67 46 5.57 91
sion on social media

Media appearances, e.g; 5.09 47 6.00 46 5.46 93
interviews

Source: own study based on the research.

The most frequently overlooked issues by respondents were: in terms of obtain-
ing data — interviewing people from the external environment of the entity (75.72%
of Polish respondents had the opportunity to verify their skills in practice in this area

and 87% of foreign respondents — Table 5.30 and 5.31); in the field of analysis and
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processing — the use of analytical software to automate the acquisition of data (soft-
ware monitoring and searching for key terms) (63.50% of respondents from Poland
and 82% from the rest of the world with experience in this field — table 5.32 and 5.33);
in the field of data presentation — presentation and discussion on social media (46.99%
of respondents from Poland have experience in this area and almost 66% from other
countries — table 5.34 and 5.35).

When the respondents departed from the assessment of selected areas of com-
munication or assessed their communication skills as low in a given area, they were

asked to indicate the reasons for such a state of affairs (see tables 5.36 and 5.37).

Table 5.36. Sources of low assessment of selected competencies or their complete

omission in the assessment of the interviews (Poland/number of interviews = 515)

Type of source N % of intet- F % of intet- M % of intet-
views N=515 N=308 views N=308 N=207 views N=207

No availability/possibility 293 56.9 193 63 100 48
to use e.g. analytical pro-

grams

Lack of experience and 193 37.5 113 37 80 39
knowledge

Fear that the information 173 33.6 105 34 68 33

provided may be used for
other purposes (e.g to
prove something, to play
a political game, etc.)

Personal discomfort 156 30.3 92 30 64 31
Feeling that the tool is 109 21.2 55 18 54 26
ineffective

Fear of the audience’s re- 93 18.1 55 18 38 18
action

Other reasons (what?) 47 9.1 27 9 20 10

F — women, M — men.

Source: own study based on the research.

The main reason for the low assessment of selected competencies in the indicated
areas or their complete omission in the assessment by both groups of respondents is the

inability to use, for example, analytical programs and the lack of experience and knowledge.
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Table 5.37. Sources of low assessment of selected competencies or their complete

omission in the assessment of the interviews (world/number of interviews = 138)

Type of source N % of inter- F % of inter- M % of inter-

views N=74 views N=74 N=064 views N=64
N=138

No availability/possibility to 77 55.8% 46 62.2% 31 48.4%

use e.g. analytical programs

Lack of experience and 71 51.4% 37 50% 34 53.1%

knowledge

Fear that the information 31 22.5% 13 17.6% 18 28.1%

provided may be used for
other purposes (e.g. to prove
something, to play a political

game, etc.)

Personal discomfort 42 30.4% 27 36.5% 15 23.4%
Feeling that the tool is inef- 19 13.8% 8 10.8% 1 17.2%
fective

Fear of the audience’s re- 27 19.6% 13 17.6% 14 21.9%
action

Other reasons (what?) 7 5.1% 4 5.4% 3 4.7%

F — women, M — men.

Source: own study based on the research.

At the same time, foreign respondents more often indicate the lack of knowl-
edge and experience than internal auditors from Poland. The difference depending
on the respondent’s country is visible in the third reason for a low rating. For foreign
respondents, it is a sense of personal discomfort, and women clearly dominate this
assessment. Men from outside Poland, just like all auditors from this country, indicate
the fear that the information provided may be used for other purposes (e.g. to prove
something, to play a political game) as the third reason for the low assessment. The
deficiencies in the availability of tools are definitely more often indicated by women
(63%) than men (48%), regardless of the respondent’s country of origin.

Internal auditors who participated in the study were also to indicate how they
communicate the final results of their work. The data obtained from this range are sum-
marized in Tables 5.38 and 5.39. The vast majority of Polish respondents (74.2%) present
the results of audit work in front of a small group of up to 5 people. A similar trend
is apparent among respondents from the rest of the world, although for these internal

auditors, men report a higher frequency.
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Table 5.38. The form of presenting the final results of the internal audit

(Poland/number of interviews = 515)

Form of presentation

N

% of inter-
views N=515

F % of inter-
N=308 views N=308

M % of inter-
N=207 views N=207

Presentation of the re-
sults in front of a small

group (up to 5 people)

382

74.2%

234 76%

148 1%

One-on-one convet-
sation

278

54.0%

167 54%

111 54%

Presentation of the
results in the audited
unit and presentation of
the audit results to the
supervising unit

249

48.3%

157 51%

92 44%

Presentation of the re-
sults in front of a large
group (6 people and

more)

219

42.5%

122 40%

97 47%

Report — leaving the
document without con-
tact and discussion with
the auditee

149

28.9%

83 27%

66 32%

The scale of the detect-
ed irregulatities required
reporting to external au-
thorities (public finance
discipline spokesman,
prosecutor, etc.)

65

12.6%

29 9%

36 17%

I publicized the scale of
irregularities at a press
conference

0.6%

1 0%

2 1%

F — women, M — men.

Source: own study based on the research.

More than half of the respondents present the results of the audit in a one-to-one

interview, although in this case there is also a clear difference between the genders, but

only in the case of respondents from outside Poland.

It is also worth noting that almost every third internal auditor from Poland who

participated in the audit left the audit report at least once without discussing it and con-

tacting the auditee.
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Table 5.39. The form of presentation of the final results of the internal audit (world/

number of interviews = 138)

Form of presentation N % of inter- F % of inter- M % of inter-
views N=138 N=74  views N=74 N=04 views N=064

Presentation of the results 83 60.1% 43 58.1% 40 62.5%
in front of a small group

(up to 5 people)

One-on-one conversation 73 52.9% 34 45.9% 39 60.9%

Presentation of the results 77 55.8% 44 59.5% 33 51.6%
in the audited unit and pre-

sentation of the audit results

to the supervising unit

Presentation of the results 55 39.9% 27 36.5% 28 43.8%
in front of a large group (6

people and more)

Report — leaving the docu- 19 13.8% 9 12.2% 10 15.6%
ment without contact and
discussion with the auditee

The scale of the detect- 10 7.2% 6 8.1% 4 6.3%
ed irregularities required

reporting to external au-

thorities (public finance

discipline spokesman, pros-

ecutor, etc.)

I publicized the scale of 1 0.7% 0 0 1 1.6%
irregularities at a press
conference

F — women, M — men.

Source: own study based on the research.

In the case of auditors from outside Poland, such behavior was declared by 13.8%.
It is also interesting that 12.6% of respondents from Poland and 7.2% from outside Po-
land had to deal with a situation in which the scale of detected irregularities required re-
porting to external bodies (public finance discipline spokesman, prosecutor, etc.). In this
respect, there are clear differences as a result of gender visible only in the case of respon-

dents from Poland — 9% of women and 17% of men were in this situation.
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5.5. Internal auditors in the face of crisis situations

The interviewed internal auditors were also asked to indicate whether, while per-
forming their duties, they had ever found themselves in a crisis situation, understood as
a sudden, negative interest of various stakeholder groups in the audited entity, related to
the possible deterioration of its reputation. People who had to deal with such a situation
were to additionally indicate what types of crisis situations they had encountered (Tables
5.40 and 5.41).

Table 5.40. Did the audit result lead to a ctisis? (Poland/number of interviews = 515)

Type of response N % of inter- K % of inter- M % of inter-
views N=515  N=308 views N=308 N=207 views N=207

No 327 63.5 209 67.9 118 57.0
Yes, once 66 12.8 43 14.0 23 11.1
Yes, several times 114 22.1 53 17.2 61 29.5
Many times 8 1.6 3 1.0 5 2.4
Overall 515 100.0 308 100.0 207 100.0

F — women, M — men.

Source: own study based on the research.

Table 5.41. Did the audit result lead to a crisis? (World/number of interviews =138)

Type of response N % of inter- F % of inter- M % of inter-
views N=138 N=74  views N=74 N=064  views N=64

No 58 42.0% 33 44.6% 25 39.1%
Yes, once 23 16.7% 14 18.9% 9 14.1%
Yes, several times 46 33.3% 23 31.1% 23 35.8%
Many times 10 7.2% 4 5.4% 6 9.4%
No answer 1 0.8% 1 1.6%
Overall 138 100% 74 100% 64 100%

Source: own study based on the research.

Contact with crisis situations was declared by 36.5% of respondents from Poland
and as many as 57.2% from outside Poland, and the vast majority of them found them-

selves in such a situation several times. Interestingly, there are differences in this respect
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due to gender. Contact with at least one crisis situation is more often declared by women,
and men more often report a crisis situation related to an audit several times.
Table 5.42 presents data on the types of crisis situations experienced by internal

auditors participating in the audit.

Table 5.42. Types of Crisis Situations experienced by internal auditors

Type crisis situation Poland %  World Yo
(N=180) interviews Po- (N = interviews World

land 79)
Negative emotional reactions by 104 57.8% 48 60.8%

employees of the auditee towards
the internal auditor (intimidation,

etc.)

Allegations as to the objectivity of 101 56.1% 49 62.0%
internal audit

Allegations as to the independence 67 37.2% 34 43.0%

of internal audit

Negative opinions expressed in 66 36.7 26 32.9%
public by the environment towards
the audited entity

Media interest and negative publi- 65 36.1 35 44.3%
cations about the audited entity
Negative financial and business 59 32.8 25 31.7%

reactions from the environment
towatds the audited entity (detetio-
ration of the terms of cooperation
or its breakdown, etc.)

Increased interest and criticism 55 30.6 26 32.9%
from politicians towards the audit-

ed entity

The influx of negative comments 41 22.8 29 36.7%
in social media regarding the audit-

ed entity

Negative physical reactions by 32 17.8 24 30.4%
employees of the audited entity

towards the internal auditor (use

of force, damage to property, etc.)

Other Consequences 22 12.2 3 3.8%

Source: own study based on the research.

Most often, internal auditors encountered negative emotional reactions from

employees of the audited entity, such as, for example, bullying. A comparable group
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has faced allegations regarding the objectivity of internal audit. The independence of
internal audit has been questioned less frequently. Although in all of the above-men-
tioned categories, foreign respondents more often than Polish respondents reported
the emergence of various types of threats. Interestingly, 17.8% of internal auditors
from Poland and over 30% from other surveyed countries who found themselves in
a crisis situation at least once, had to deal with negative physical reactions by employees
of the audited entity.

Internal auditors who participated in the audit were also asked how they reacted
(if at all) or would have acted in a situation of increased interest in audit findings from
external parties, such as the media and the wider environment of the entity. Responses
in this area are presented in Tables 5.43 and 5.44.

In a situation of increased interest in the audit results on the part of external
entities in relation to the audited unit, the vast majority of the surveyed auditors
from Poland (74%) will only stay in contact with their immediate supervisor. Half of
the internal auditors participating in the study will avoid any public statements and
conversations with journalists, and almost 40% of them will consult a lawyer. Only
some individuals declared that they would take active steps and make contacts with
the media and other external entities. In the case of auditors from other countries,
almost 60% of them declare that they first try to talk to the audit committee. Ev-
ery second internal auditor declares staying in touch with their immediate superior.
When commenting on the results obtained, it should be assumed that such behavior
of internal auditors does not result from their lack of experience in contacts with
the media and other external entities and is not related to the lack of communication
skills, but is related to compliance by internal auditors with internal audit standards
and legal regulations in this area. Single cases of active external contacts can be asso-
ciated rather with specific situations in which the respondents found themselves or

with some state of higher necessity.
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Table 5.43. Declared behavior of the internal auditor in a situation of increased interest

in the audit results on the part of external entities (Poland)

Type of behavior N % of inter- F % of inter- M % of inter-
views N=515 N=308 views N=308 N=207 views N=207

I stay in touch only with 381 74.0 233 75.6 148 71.5

my immediate super-

visor

I avoid any public state- 249 48.3 145 471 104 50.2

ments and conversa-
tions with journalists

I consult a lawyer 198 38.4 120 39.0 78 37.7

I discuss the matter 165 32.0 81 26.3 84 40.6
with the audit commit-
tee (if it exists)

I only answer explicit 99 19.2 54 17.5 45 21.7
inquiries from external

institutions

I respond to allegations 71 13.8 31 10.1 40 19.3

and personal comments
addressed to me

Other behaviors 20 3.9 10 3.2 10 4.8

T only respond to ex- 8 1.6 4 13 4 1.9
plicit inquiries from

individual media

I actively address select- 7 1.4 2 0.6 5 2.4
ed people and external

entities, including the

media, providing them

with the necessary

information regarding

the completed audit

I actively address all 1 0.2 1 0.3 0 0.0
individuals and entities,

including the media,

providing them with all

information regarding

the results of the audit

F — women, M — men.

Source: own study based on the research.
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Table 5.44. Declared behavior of the internal auditor in a situation of increased interest

in the audit results on the part of external entities (World)

Type of behavior N % of interviews F % of inter- M % of inter-
N=138 N=74 views N=374 N=064 views N=04

I stay in touch only with 68 49.3% 38 51.4% 30 46.9%
my immediate supervisor

I avoid any public state- 59 42.8% 35 47.3% 24 37.5%
ments and conversations
with journalists

T consult a lawyer 30 21.7% 21 28.4% 9 14.1%
I discuss the matter with 82 59.4% 42 56.8% 40 62.5%
the audit committee (if it

exists)

T only answer explicit 19 13.8% 12 16.3% 7 10.9%
inquiries from external

institutions

I respond to allegations 16 11.6% 6 8.1% 10 15.6%

and personal comments
addressed to me

Other behaviors 4 2.9% 1 1.4% 3 4.7%
I only respond to explicit 2 1.4% 1 1.4% 1 1.6%
inquiries from individual

media

I actively address selected 4 2.9% 2 2.7% 2 3.1%

people and external enti-
ties, including the media,
providing them with the
necessary information
regarding the completed
audit

I actively address all indi- 2 1.4% 0 0 2 3.1%
viduals and entities, includ-

ing the media, providing

them with all information

regarding the results of

the audit

F — women, M — men.

Source: own study based on the research.

It is worth adding that in the case of external information activities undertaken by

internal auditors, these activities were to a greater extent preventive than image-related.
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It should be noted, however, that such actions were declared by only a few respondents

participating in the survey (see table 5.45).

Table 5.45. Purpose of active external information activities declared by internal

auditors (possibility to indicate both answers, number of interviews Poland = 8/Wotld = 6)

Purpose of activities Poland N — Num- % answers World N — % answers
ber of responses N=38 Number of N=6
=38 answers = 6
Preventive 6 75.0% 83.3%
5
Image 4 50.0% 3 50%

Source: own study based on the research.

The profession of internal auditor is usually not associated with media appear-
ances, therefore it may be surprising that almost every fifth respondent appeared in the
media at least once (see tables 5.46 and 50.47). In view of the above, it seems interesting
to identify factors that may cause difficulties in contact with the media. The request to
indicate these factors was addressed to all the people participating in the study, not only

to those who have already faced the necessity of media appearances.

Table 5.46. The frequency of appearances in the media of internal auditors

(Poland/number of interviews = 515)

Indication N % of inter- F % of inter- M N=207 % of inter-
views N=515 N=308 views N=308 views N=207
No 422 81.9% 268 87.0% 154 74.4%
Yes, several 53 10.3% 21 6.8% 32 15.5%
times
Yes, once 30 5.8% 17 5.5% 13 6.3%
Many times 10 1.9% 2 0.7% 8 3.9%
Overall 515 100.0% 308 100.0% 207 100.0%

F — women, M — men.

Source: own study based on the research.
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Table 5.47. The frequency of appearances in the media of internal auditors
(Wotld/number of interviews = 138)

Indication N % of inter- K % of inter- M % of inter-
views N=138 N=74 views N=74 N=64 views N=064

No answer 1 0.7% 0 0 1 1.6%
No 114 82.6% 59 79.7% 55 85.9%
Yes, once 14 10.1% 10 13.5% 4 6.3%
Yes, several times 7 5.1% 4 5.4% 3 4.7%
Many times 2 1.4% 1 1.4% 1 1.6%
Overall 138 100.0 74 100.0 64 100.0

F — women, M — men.

Source: own study based on the research.

The responses of internal auditors, which are included in tables 5.48 and 5.49, also
indicate areas in which it is worth taking actions aimed at improving the skills in the field

of communication.

Table 5.48. Factors influencing difficulties in contact with the media

(Poland/number of interviews = 515)

Factor N % of inter- K % of inter- M % of inter-
views N=515 N=308 views N=308 N=207 views N=207

Lack of practical skills 258 50% 161 52% 97 47%
related to the perfor-

mance in front of the

camera/on the radio

Mastering the emotions 170 33% 112 36% 58 28%
associated with appear-

ing in the media/contact

with a journalist

Concerns about legal 110 21% 60 19% 50 24%
liability resulting from

accidental disclosure of

information about audit

results to an unautho-

rized person
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Dilemmas on the 106 21% 62 20% 44 21%
grounds of professional

ethics

Another difficulty 86 17% 53 17% 33 16%

F — women, M — men.

Source: own study based on the research.

Table 5.49. Factors influencing difficulties in contact with the media

(world/number of interviews = 138)

Factor N % of inter- K % of inter- M % of inter-
views N=138 N=74 views N=74 N=64 views N=64

Lack of practical skills 49 35.5% 31 41.9% 18 28.1%
related to the perfor-

mance in front of the

camera/on the radio

Mastering the emotions 36 26.1% 21 28.4% 15 23.4%
associated with appear-

ing in the media/contact

with a journalist

Concerns about legal 52 37.7% 29 39.2% 23 35.9%
liability resulting from

accidental disclosure of

information about audit

results to an unautho-

rized person

Dilemmas on the 43 31.2% 21 28.4% 22 34.4%
grounds of professional

ethics

Another difficulty 9 6.5% 4 5.4% 5 7.8%

F — women, M — men.

Source: own study based on the research.

Half of the respondents from Poland indicated the lack of practical skills related
to appearing in front of the camera or in a radio broadcast as the main difficulty in deal-
ing with the media. The second hindrance to media appearances is the control of emo-
tions related to media appearances. Every fifth respondent pointed to concerns about
legal liability and ethical dilemmas. In the case of the respondents, concerns related to
legal liability were indicated in the first place, skills shortages were indicated in the second

place, and ethical problems were indicated by every third respondent.
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It is worth noting that in the case of auditors from Poland, the two main difficul-
ties indicated by the respondents are of a technical, practical nature. Although to a lesser
extent, the lack of practical skills is also indicated by respondents from outside Poland.
It is therefore a clear indication of the areas of communication where actions can be
taken to improve. Although most internal auditors did not have to appear in the media
before, research shows that they may find themselves in a situation that will require it. It
is therefore worth being prepared for such an eventuality.

Summarizing the research results presented in this chapter, it can be stated that
auditors perceive themselves as professionals who are responsible for the correct as-
sessment of the situation in the audited institutions and professional advice. Most have
recognized professional certificates. Most of the respondents from Poland work as an in-
ternal auditor working in an independent position, in the case of the world, respondents
declaring a managerial position prevail. The activities performed as part of the auditor’s
work are perceived as stressful and challenging (more often by women than by men).
A large group of auditors also encounter situations that cause ethical dilemmas. There
are noticeable differences in the perception of the profession depending on the respon-
dent’s gender and country of origin. They are visible in several areas, including the most
important features/competencies of internal auditors. Due to the nature of the study,
which focused on trying to determine the state — “as is”, it is difficult to formulate more
detailed conclusions about the factors that cause the existence of these differences (apart
from those included in the record, such as age, gender, workplace, seniority). Certainly,

this area requires further research, but of a different nature.






Conclusion

Communication is becoming more and more appreciated by internal auditors
as a professional competence. Its importance stems both from the changing paradigm
of internal audit and the role of the auditor, as well as the evolution of the communi-
cation itself, gradually shifting towards on-line communication and social media. The
COVID-19 pandemic of 2020 with all its consequences was a particular catalyst for
the latter.

On the other hand, however, the growing demand is not accompanied by an in-
crease in research projects or even studies on the nature of communication situations in
which internal auditors find themselves.

The aim of the monograph is to bridge the gap between the growing demand for
communication competencies and the relatively low possibilities of acquiring knowledge
that corresponds strictly to the needs of internal auditors. The goal defined as such
determined both the nature of the study and its structure. The monograph contains an
overview of the issues of internal audit in the context of information and communica-
tion activities, based on the existing scientific publications and theoretical models con-
tained in them. The documents of industry organizations were also analyzed in terms
of issues related to the role of communication in the work of an internal auditor. These
considerations are complemented by a diagnosis of the condition and level of knowledge
in the field of communication based on an original project, which verifies the extent to
which the recommendations of scientific studies and industry documents exist in the
practice of the internal auditor profession, for example in the form of competencies.
The authors wanted the monograph on communication in internal audit to be more than
just a scientific study. Therefore, this position plays a utilitarian role, trying to provide
practitioners with systematized knowledge about communication. The factor distinguish-
ing this study from the publications on communication already existing on market is the
fact that the authors tried to focus the content strictly on meeting the communication

needs of internal auditors.
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The authors perceive the significance of the research results presented in the
monograph in three aspects. The literature search suggests that this is the first project
of this type addressed to the environment of internal auditors. The second aspect is the
scope, the study involved over 550 Polish internal auditors, which allows us to assume
that these results are representative for the entire population of auditors in Poland. Third
— their relevance and application value, e.g. for industry organizations. The petiod of
the research partly coincided with the beginning of the COVID-19 pandemic in Poland,
causing the respondents to operate in a specific situation of an epidemiological regime,
which also had communication implications.

The research cleatly confirmed the appreciation of the importance of commu-
nication by internal auditors, who most often chose this feature as one of the five most
important competencies. The results of the research show that while auditors generally
assess their communication competencies as high (which is consistent with the global
research on the assessment of their own communication competencies), a tendency to
notice deficits in the so-called soft skills — empathy, reading emotions, body language.
The auditors also identified areas of competence deficits related to providing informa-
tion and reporting. Here, the need to raise competencies in public speaking, social media
and traditional media is visible.

The importance of communication competencies also results from the respon-
dents’ declarations regarding the occurrence of communication ctises in which the audi-
tors found themselves, the sources of these crises and the specificity of their occurrence.
The results clearly indicate that internal auditors are aware that the expectations regarding
the possession and strengthening of communication skills towards auditors will con-
stantly increase, requiring them to gradually improve their qualifications, also in the area
of communication. Some of the negative aspects of the work of an internal auditor can
be excluded already at the stage of certification or activity of industry organizations, by
introducing additional training to programs. It is true that auditors, as has already been
indicated several times in this monograph, generally rank their skills in the area of com-
munication highly. Although when communication was broken into individual areas such
as obtaining information, processing and providing feedback, a clear competency gap can
be identified. At the same time, it is not homogeneous because, depending on the gender,

the uncertainty as to the possessed skills concerns various spheres.
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