Exceeding Expectations
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Welcome to the Tongren & Associates Seminar Series.  This seminar is Exceeding Expectations for Internal Auditors.  Please make sure your speakers are on or you are using a headset so you can hear the narration.  The text of the narration is also available in the speaker notes of this PowerPoint presentation or in an accompanying Word document.
As consumers we expect that the products and services we purchase will be as advertised and will meet our needs.  Whether we carefully research a major purchase or make an impulse buy, we trust the product will meet our expectations.  Most organizations want to make sure they are meeting our needs when we buy their goods and services, and some want to do even more for us than we expected.  No doubt as a consumer you have heard or seen the phrase “exceeding expectations.”  Simply stated – they not only want you to remain a customer but also want you to talk about how wonderful their product or service is, and to refer your friends and associates to them.  They want you to get excited and delighted about doing business with them!

Internal Audit is a business, and if we want to succeed in our business we need to delight our customers.  We have to not only meet but even exceed the expectations of our customers.  So how do Internal Auditors do that?  How can we possibly get people pleased and delighted about being audited?  Well, that is a very good question – and that is what this seminar is all about…
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My name is John Tongren and I’m the Managing Partner of Tongren & Associates.  Tongren & Associates was formed in 1981 in order to provide consulting and education for internal and external auditors – including financial, operational and information systems auditing.  

I’ve been involved in internal audit for over 30 years, and I’ve been teaching at the university level for over 20 years.  I’ve had my own consulting business since 1981.  For more details on my background I’ll invite you to read the speaker notes for this slide for the introduction given in live presentations.

“Dr. Tongren is a specialist in management control processes and the impact of technology on their effectiveness. He has earned international recognition for his expertise in the audit and control aspects of information systems as well as his visionary perspective on contemporary internal audit issues.  John originated The CoActive Management Model, The CoActive Control Principles and The CoActive Audit Principles.  He is active in the total quality movement as well as the development and audit of quality systems.  He is an academic as well as a practitioner.  Dr. John is a Faculty Member of the University of Phoenix Online Campus and the Grand Rapids Michigan Campus and teaches accounting, information systems and management topics in the MBA program.  He also taught in the Online MBA program for Davenport University.

John began his business career as a Labor Relations Administrator.  From that beginning in manufacturing he gained experience in Project Engineering, Production Management, Production Planning & Control, Internal Consulting, Strategic Planning, and a number of positions within Information Systems.  He moved into internal audit in 1972 when he joined a major international manufacturing firm as a Senior Internal Auditor, specializing in financial and operational audit.  Selected to head the formation of an EDP auditing capability, he pioneered the development and application of computer assisted audit techniques, established a formal Information Systems Audit function, performed and directed audits at world-wide data centers, established auditor involvement in application systems development, and developed and implemented an integrated Information Systems/Financial audit methodology.  In 1978 he joined an international accounting and auditing firm.  He became the National Director of Computer Accounting and Auditing, a function which he established for the firm.  In that role he was responsible for National Office computer operations, client accounting and IS Audit support services, and long range systems planning.  In 1981, he established Tongren & Associates and entered the private consulting field.  He specializes in assisting clients enhance their management control processes and evaluation systems through facilitation, assurance, education, and participation in comprehensive audit/review engagements.  John is known by many consulting firms as a "consultant to consultants" and also works with professional organizations to enhance their education programs.

Dr. Tongren holds a BA from DePauw University, a MBA from the University of Michigan, and a Ph.D. from California Coast University.  He is a Certified Computing Professional, a Certified Information Systems Auditor, a Certified Management Accountant, and a Certified Systems Professional.  He is listed in the Marquis 7th Edition of Who's Who in the World, the 19th edition of Who's Who In the Midwest, and the 1st edition of Who's Who of Emerging Leaders In America.  He is active in a number of professional organizations in his areas of interest, and has held leadership positions in many.  He served on ANSI/ASQC Task Group 10011 charged with revising audit guidelines for ISO 9000.” 
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The first thing we have to do is to decide just who our “customers” are, and which ones are most important.  The questions on the slide follow a logical progression – helping us to get the point where we can define what customers we have, what customers are important in what ways, what customers aren’t important (if any), and what we have to do to please them.
So take some time now to create your list of customers in your organization.  Rather than names of specific individuals think about positions and levels.  Every list of audit customers will include the Board of Directors and the CEO and the President – but many lists will also include first line supervision and staff that deal directly with customers. Think “outside the box” and consider anyone in your organization – especially those outside the financial organization – and even consider suppliers and customers.  Think about what kind of audit “products and services” would exceed their expectations and delight them!  What could you do to get them to say WOW in a positive way when they received an audit report – or maybe the best way to get to WOW is to quit producing standard old fault finding audit reports?  The audit department could provide an extremely wide range of products and services – like education and consulting for instance.  What kinds of things could you try?  This is the time for “out of the box” thinking, to not be constrained by what audit used to do.  Think about how you could best serve your organization.  Lastly, determine how important is each of these customers?  Are there any customers where you really do not have to try to even meet their expectations?  This is an exercise you should do by yourself at this time.  Later on we can revise and refine your list.  Rank each of the customers on your list in priority order – the most important customer would be ranked number one.  Your finished list should have three columns – customer, priority and audit products/services.
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