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Retail and Consumer Industry Report

In April 2013, PwC conducted its 
State of Compliance 2013 survey. Our 
International Survey Unit directed 
the survey to senior executives 
with responsibility for compliance, 
including general counsel and chief 
compliance officers. PwC’s goals are 
to explore how organizations continue 
to develop their compliance functions 
and to better understand how those 
compliance functions manage many 
stakeholders’ increasing demands 
in an effort to position themselves 
for the future. Participation in the 
survey gives compliance executives 
an opportunity to benchmark their 
programs against the programs of 
other well-known organizations in 
their own industries and others. We 
are proud to announce the results of 
our State of Compliance 2013 survey, 
culled from over 780 responses in 
a three-week period. This report 
is a summary of our key findings in 
the retail and consumer industry, 
based on survey responses from 48 
leaders in the retail and consumer 
field. This report includes selected 
highlights for the industry; please also 
review the full survey results across 
all industries at http://www.pwc.
com/us/compliancebenchmark2013.

Overall commentary

The retail and consumer (R&C) 
industry is catching up with the 
overall population of respondents 
across a range of industries in terms 
of formal compliance infrastructure, 
resources, and processes. Although 
some may consider this industry to 
be less regulated, our view is that 
in many cases, both retailers and 
consumer products companies are 

highly regulated. One of the differences 
in the profiles of these companies 
as contrasted with more-traditional 
regulated industries such as financial 
services, health care, and utilities is 
that those more-traditional regulated 
industries each tend to have a single or 
primary regulator—such as the Office 
of the Comptroller of the Currency, 
the Federal Reserve, the Department 
of Health and Human Services, 
and the Federal Energy Regulatory 
Commission—whereas R&C companies 
have multiple regulators—such as the 
Department of Labor, the Occupational 
Safety and Health Administration, 
and the Federal Trade Commission—
many of which regulate at the state or 
local level and not nationally, such as 
departments of weights and measures 
and state divisions of registration. 

In addition, many R&C companies 
have traditionally embedded 
compliance policies and activities 
into the field operations and in many 
cases, are not even considered to be 
compliance activities. Business leaders/
operators have been accountable for 
running profitable and compliant 
businesses—long before corporate 
compliance programs existed. When 
corporate compliance programs were 
first developed, they focused only 
on such activities as corporate codes 
of conduct and hotlines and not on 
operational-compliance requirements, 
which were addressed by the business 
operators within their individual 
locations. Those dynamics—along 
with the continued expansion of 
R&C companies into new businesses 
such as pharmacies and financial 
services products and companies’ 
expanded geographic footprints—

http://www.pwc.com/us/compliancebenchmark2013
http://www.pwc.com/us/compliancebenchmark2013
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have contributed to the need for R&C 
companies to develop corporate-led 
programs that manage compliance and 
ethical risks. The R&C results in this 
survey reflect those developments.

Governance and resources

A large majority (63%) of R&C 
companies have a chief compliance 
officer (CCO) or another individual 
in a head-of-compliance role, but this 
industry is still 17% behind the overall 
population of respondents (80%). 
The tenure of these CCOs similarly 
reflects that CCOs represent a newer 
phenomenon in this industry: 53% 
of R&C companies have had a CCO 
for more than five years, contrasted 
with 64% of companies in the overall 
survey (see page 4, Q3b, Q3c). 

Organizationally, fewer R&C 
companies have a separate function for 
compliance (27%) than in the overall 
population (36%); these functions 
are more commonly positioned in 
legal in R&C companies than in 
the overall population (40% versus 
36%). Similar to our overall results, 
compliance tends to be led centrally, 
with dedicated corporate resources as 
well as remote resources embedded in 
the business (see page 7, Q11). From a 
reporting-relationship standpoint (see 
page 5, Q4), the compliance function 
in R&C companies is more likely to 
report to the board or audit committee 
(33%) than it is in other companies 
(23%), where the most typical formal 
reporting relationship is to the general 
counsel (25% across industries versus 
18% at R&C companies). On a day-to-
day basis, however (see page 5, Q6), 
although the CCO is similarly likely 
to report to the general counsel or 
CEO like in other industries, day-to-
day reporting to the chief financial 
officer is much more common in R&C 
companies (25% versus 10% across 
industries). Day-to-day reporting to a 

chief risk officer is less common in R&C 
companies (2%) than in companies 
in other industries (10%), most likely 
reflecting our observation that chief 
risk officers are not as common in R&C 
companies as in other industries.

Compliance committees (see page 
6, Q8a) are far less common in R&C 
companies (40%) than in companies in 
other industries (59%). Considering the 
increased breadth of compliance issues 
the industry encounters, we anticipate 
that more R&C companies may have 
compliance committees in the near 
future. Similar to other industries, for 
R&C companies that have compliance 
committees, representation by the 
traditional corporate functions (legal, 
compliance, internal audit, finance, and 
human resources) is common (see page 
6, Q8b). However, internal audit and 
finance are more strongly represented 
on R&C compliance committees (79% 
and 68%, respectively) than in other 
industries (61% and 58%, respectively). 
Conversely, business units, information 
technology, and procurement are less 
likely to be found on R&C compliance 
committees (21%, 21%, and 11%, 
respectively) than in other industries 
(37%, 41%, and 19%). As we have 
noted in the overall survey, given the 
nature of risks such as bribery and 
corruption and business continuity, we 
are surprised that sales and marketing, 
supply chain, and operations/business 
units are not more heavily represented 
on compliance committees. 

Corporate compliance budgets at R&C 
companies appear to be slightly lower 
than they are in other industries: 
42% of all respondents reported 
corporate annual compliance budgets 
of over $1 million, contrasted with 
35% of R&C companies. Similarly, 
50% of R&C companies reported 
corporate compliance budgets of 
under $1 million, contrasted with 
45% of all respondents. This is 

Day-to-day reporting to a 
chief risk officer is less 
common in R&C companies 
(2%) than in companies in 
other industries (10%).
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likely explained, in part, by the fact 
that, similar to the overall business 
structures and operations, R&C 
companies are much more likely to 
have compliance resources outside 
the corporate compliance function: 
in fact, 60% of R&C companies have 
more than five compliance resources 
outside the corporate function, 
contrasted with 45% in the overall 
population of survey respondents. 
Consistent with the overall population 
of respondents, R&C companies 
reported their compliance budgets 
are generally stable or increasing.

Managing risk and 
program effectiveness

While bribery and corruption risk is 
of high concern in R&C companies 
(second-highest current risk, at 
27%, compared with 28% across 
all industries, see page 7, Q12a), we 
were surprised to see strategic risk 
at the top of the list (33%, compared 
with 20% across all industries). The 
results showed a tie for third-place risk 
between data privacy (23% for R&C, 
32% overall), safety/environmental 
(23% for R&C, 18% overall), and 
business continuity (23% for R&C, 
14% overall). Given the nature of R&C 
businesses—especially the typically 
dispersed supply chain and revenue 
outlets—we were not surprised to 
see business continuity as a greater 
concern than in the overall population 
of survey respondents. On one hand, 
we were surprised that data privacy 
was not considered a greater current 
risk in the R&C industry; however, it is 
considered one of the top three future 
risks (see page 8, Q12b). On the other 
hand, industry-specific regulations 
are of greater concern to non-R&C 
companies than to R&C companies.

Similar to our overall results (see 
page 9, Q18), the top three indicators 
of compliance program effectiveness 

(those ranked as most important) 
are compliance audit results (27% in 
R&C companies, 23% overall), risk 
assessment results (19% in R&C, 
19% overall), and hotline/help line 
metrics (17% in R&C, 13% overall). 
Employee questionnaires and culture 
surveys are considered much more 
important at R&C companies (13%) 
than in other industries (9%). Other 
measures seem to be more important 
in R&C companies than in other 
industries as well. We were surprised 
to see the low importance placed on 
results from regulatory visits (close 
to 0% for R&C, contrasted with 6% 
overall). We believe this might be an 
indication that CCOs in R&C companies 
do not always have knowledge of, or 
visibility during, such visits, because 
the visits usually occur in the field.

Technology

Similar to the overall results (see page 
9, Q22), R&C companies use technology 
most frequently for training (71%), 
document management (63%), and 
employee surveys (58%). We noted 
significant differences from the overall 
population of survey respondents in 
R&C companies’ use of technology 
for audit management (50% in R&C 
companies, contrasted with 40% in the 
overall population), risk assessment 
(25% in R&C companies, 37% overall), 
and vendor/third-party management 
(33% in R&C, 27% overall). 

This report provides a view of data 
from the PwC State of Compliance 
2013 Survey. In the following 
section are specific comparisons 
of industry information with the 
overall results. While there are some 
distinct differences discussed in this 
industry report, please also see the 
overall report at http://www.pwc.
com/us/compliancebenchmark2013 
for a broader perspective on 
the state of compliance.

R&C companies use tech-
nology most frequently for 
training (71%), document 
management (63%), and 
employee surveys (58%).

http://www.pwc.com/us/compliancebenchmark2013
http://www.pwc.com/us/compliancebenchmark2013
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Q3a Does your organization 
have a Chief Compliance 

Officer/Head of 
Compliance?

Yes80%
3%

7%

8%

36%

36%

HR

Risk

IA/Business Assurance

Compliance (Separate
function)

Legal

3%

25% 30%
34%

Less than a
year

1-5 years 6-10 years More than 10
years

Q3b How long has your organization had a 
chief compliance officer/head of compliance?

Q3c In what area of your organization is the chief 
chief compliance officer/head of compliance based? 

No 15%

Q3d In what area of your organization 
does oversight for compliance reside?

Q3e Within this area, what is the job title 
of the person with most responsibility for 
compliance?

Risk 

Internal audit

Legal

HR

Compliance

39%

21%

3%

4%

3%
C-level Executive

VP level Executive

SVP/EVP level Executive

Director

Other

24%

20%

16%

19%

8%

OVERALL

63%

33%

4%

Yes No DK

Q3a Does your organization 
have a Chief Compliance 

Officer/Head of 
Compliance?

Yes 63%
7%

7%

10%

27%

40%

HR

Risk

IA/Business Assurance

Compliance (Separate
function)

Legal

7%

33%
30%

23%

Less than a
year

1-5 years 6-10 years More than 10
years

Q3b How long has your organization had a 
chief compliance officer/head of compliance?

Q3c In what area of your organization is the chief 
chief compliance officer/head of compliance based? 

No 33%

Retail and Consumer

Note: base sizes are too small for Q3d & 
Q3e as 33% do not have a CCO
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27%
25%

23%

7% 6%

2%

24%

18%

33%

11%

2%

Chief Executive
Officer

General
Counsel/Legal

Board of
Directors/Audit

committee

Chief Financial
Officer

Chief Risk Officer Internal Audit

Overall
Retail and Consumer

Q4 To whom does the chief compliance officer or equivalent formally report in your organization?

32%
29%

10% 10%

4%

29%
27%

2%

25%

6%

General Counsel/Legal Chief Executive Officer Chief Risk Officer Chief Financial Officer Internal Audit

Overall
Retail and Consumer

Q6 What is the day to day functional reporting line for the chief compliance officer or equivalent?
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Q8a Does your company have an in-house compliance committee to support compliance efforts?

40% of respondents within retail and consumer told us 
they have a compliance committee within their organization 
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61

58

53

45

37

41

19

23

18

11

13

79

84

79

68

47

42

21

21

11

21

16

5

16

Legal

Compliance

Internal Audit

Finance

Human Resources

Operations

Business units

Information Technology

Procurement

Sales and Marketing

Supply Chain

Investor Relations

Other

Overall
Retail and Consumer

Q8b Which of the following departments or functions serve on the compliance committee?



 Retail and Consumer Industry Report Addendum to State of Compliance 2013 Survey 7

22% 23%25% 23%

33% 33%

7%
10%

5%
2%

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

Centralized leadership and dedicated central resources

Centralized leadership, with dedicated central resources AND
remote resources embedded in the business reporting to
Corporate Compliance function

Centralized leadership, with dedicated central resources
SUPPORTED BY remote resources embedded in the business
reporting to business or other functional leadership

Centralized leadership with NO dedicated central resources
RELYING on remote resources in the business reporting to
business or other functional leadership

Fully DECENTRALIZED structure with dedicated resources
within the business and functions reporting to business or other
functional leadership

Q11 Which of the following best describes the compliance structure in your organization?

Overall Retail and Consumer 

Q12a Please select your top 3 areas in terms of current perceived level of risk to your business?

32
31

28
20

18
17

15
15

14
14

12
12

11
10

9
8
8

6
4
4

2

23
19

27
33

23
15

13
19

23
8

19
4

10
15

6
2

10

6
2

Data privacy and confidentiality
Industry-specific regulations
Anti-corruption / Anti-bribery

Strategic risk
Safety / Environmental

Conflicts of interest
Security

Fraud
Business continuity

Regulatory quality
Employment labor compliance

Intellectual property
Consumer protection

Supply chain/procurement
Government contracting

Fair competition / Anti-trust
Money laundering

Corporate social responsibility
Insider trading

Social media
Counterfeiting

Overall
Retail and Consumer
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Q12b Please select your top 3 areas in terms of future perceived level of risk to your business?

Business continuity 

Anti – corruption/ anti 
bribery

Data privacy and 
confidentiality

Strategic risk

33%

29%

23%

23%Strategic risk

Industry specific 
regulations

Data privacy and 
confidentiality 33%

31%

24%

Overall Retail and Consumer 

Employment labor 
compliance 

23%

Q12b Please select your top 3 areas in terms of future perceived level of risk to your business?

Overall Retail and Consumer 
Data privacy and confidentiality 33% 29%
Industry-specific regulations 31% 19%
Strategic risk 24% 33%
Anti-corruption / Anti-bribery 23% 23%
Regulatory quality 16% 8%
Business continuity 15% 23%
Safety / Environmental 15% 19%
Security 15% 8%
Intellectual property 14% 8%
Conflicts of interest 13% 2%
Fraud 12% 8%
Consumer protection 10% 6%
Employment labor compliance 10% 23%
Corporate social responsibility 9% 13%
Government contracting 9% 0%
Fair competition / Anti-trust 8% 10%
Supply chain/procurement 8% 17%
Money laundering 7% 2%
Social media 7% 15%
Other 6% 13%
Insider trading 4% 2%
Counterfeiting 2% 2%
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Q18 Please rank the top 3 indicators and metrics that in your opinion are most important in evaluating the effectiveness of your ethics and 
compliance program

27% Compliance 
audit results 

17% Hotline/ 
helpline metrics

19% Risk 
assessment results

% ranked 1st Retail and Consumer

Compliance audit results 27%
Risk assessment results 19%

Hotline/ helpline metrics 17%

Employee questionnaires or culture surveys 13%
Training data (completion rates, competency tests etc) 10%
Customer & other third party feedback/complaints (not reported through hotline/helpline) 6%
Cost of non-compliance (penalties, litigation and other consequences of non-compliance incidents) 2%
Employee disclosures (e.g. conflicts of interest and gift reporting) 2%
Aging and disposition of litigation and enforcement 0%
Cost of compliance program activities 0%

Monitoring of press and public statements 0%

Results from regulatory visit 0%

% ranked 1st

Q22 What activities do you most rely on technology to assist with?

71

57

53

44

44

40

37

36

27

24

7

2

67

63

58

44

46

50

25

33

33

25

6

2

Training (delivery, testing, and tracking)

Documentation management (e.g., policies,
procedures, templates)

Employee surveys

Policy management

Case/incident management

Audit management

Risk assessment

Legislative/regulatory information tracking

Vendor/third-party management

Regulatory visit tracking and related outcomes
(inspections, violation notices, fines/penalties)

Don't know

Other

Overall
Retail and
Consumer
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