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Governments and companies in all affected countries have taken measures to prevent, on the one hand, the rapid spread of the virus among the population and, on the other hand, to alleviate the economic and commercial consequences of the crisis that is already changing the daily functioning of the population and the companies. The COVID-19 pandemic has radically and unexpectedly transformed the global economic landscape. The objective of this work is to demonstrate a set of information that can meet the expectations of the internal and external stakeholders of an organization concerned with constructively relating to its stakeholders–aiming at the possibility of carrying out the work and serving customers in the context of the pandemic. The research method is the study based on the literature review process focusing on information and research systems, books, and a manufacturer's case study. It also has practical data–information collected from audits carried out. Stakeholders' expectations and interests are connected to this issue and can be aligned through an Audit of Contagion and Transmission Protocols of SARS-COV-2.
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INTRODUCTION

In recent months, society has started to face a new pandemic, in this case against the SARS-COV-2 virus, which is changing habits and customs. The pandemic is caused by a highly contagious virus against which preventive measures are required.

The most effective measures to be adopted are preventive and must comply with protocols that guarantee and demonstrate controls for the protection of organizations, which must demonstrate to workers and customers the entire responsibility and control over the virus's spread.

The COVID-19 pandemic has radically and unexpectedly transformed the global economic landscape.

Governments and companies in all affected countries have taken measures to prevent, on the one hand, the rapid spread of the virus among the population and, on the other hand, to alleviate the economic and commercial consequences of the crisis that is already changing the daily functioning of the population and the companies.

The vast majority of organizations had to temporarily close their facilities, implement teleworking in many of them or adapt to new requirements to prevent the spread of the SARS-COV-2 virus. The research questions that guide this work are:

RQ1. What are stakeholder expectations in the context of the COVID-19 pandemic?

RQ2. How can internal stakeholders perceive the SARS-COV-2 Contagion and Transmission Protocols Audit as a valuable element in their work performance?

RQ3. How can external stakeholders perceive the SARS-COV-2 Contagion and Transmission Protocols Audit as a valuable element in the relationship with the supplier company?

The objective of this work is to demonstrate a set of information that can meet the expectations of the internal and external stakeholders of an organization concerned with constructively relating to its stakeholders - aiming at the possibility of carrying out the work and serving customers in the context of the pandemic.

A new requirement has been established in our society: the need that organizations' facilities, regardless of their activity or sector, need to ensure the monitoring of disinfection and cleaning protocols and the implementation of safety measures related to people, processes, facilities, and products that prevent and limit the spread of coronavirus (Intedya, 2020):

1. Legal requirements required by public administrations. In this new business structure, the governments of all affected countries will oblige, not only in the market reopening phase but permanently, to all organizations, regardless of the sector, to implement specific measures in the fight against the coronavirus.

2. Recommendations from international organizations. Organizations like the WHO, guaranteeing society's safety worldwide and having information about the progress of the pandemic and against it, constantly update and publish new strategies for the prevention and treatment of the coronavirus.

3. The Covid 19 pandemic generated great concern in everyone regarding contagion. We all pay the utmost attention to following new habits of prevention, hygiene, and disinfection. This changes the market, as all customers become judges of organizations' management of these factors. All companies must generate trust in customers, demonstrating and evidencing compliance with protocols.

4. Responsibility of all organizations regarding the health of our workers. In addition to the applicable legal requirements, companies must protect their most precious people from the point of view of corporate social responsibility and from the point of view of business continuity.

5. Companies must ensure that their products and services comply with the strictest international controls and standards in the fight against the spread of the SARS-VOC-2 virus.

6. Organizations need to protect themselves, not only from administrative sanctions but also from possible civil and criminal responsibilities.

There are expectations from stakeholders about these new requirements, which can be managed by carrying out audits.

We know that the academic literature is still starting on the specific topic and that there is a need for many more studies of an empirical nature (surveys, case studies, panels with specialists, among others) to elucidate and scientifically prove a more detailed framework. It was decided to write about this subject in order to collaborate with the actions against COVID 19. The main idea is to bring a little about the models that are being developed by the consulting companies that, in reality, are adapting the solutions to address the problems imposed by COVID 19.



RESEARCH DESIGN

The research method is the study based on the literature review process focusing on information and research systems, books, and a manufacturer's case study. It also has empirical data–information collected from audits carried out. The data analysis uses the triangulation mechanism to produce an evaluation exercise of the audit project management practices adopted by the company.

This study was carried out in collaboration with the Brazilian office of Intedya - International Dynamics Advisors, a company that developed the audit product for the SARS-COV-2 contagion and transmission protocols.

The literature provides some guidelines, highlighting the work of Niekerk and Getz (2019).

• Design the ongoing planning process for stakeholder management: where to start with stakeholder theory

• Determine what questions to ask during the process about internal and external stakeholders

• Perform stakeholder mapping

• Classify stakeholders according to legitimacy, power, and urgency, and their interests and ability to influence or collaborate with the focal organization

• Formulate a stakeholder strategy

• Evaluate a combined strategy matrix

• Understand the purpose of contracts with stakeholders

The PRINCE2 framework shows that it is necessary to define the stakeholder engagement approach, determining how the project is effectively involved with the stakeholders, including determining the responsibilities for communication and the key messages that need to be conveyed. For each stakeholder, the following elements must be agreed upon (Melo, 2015):

• Information that the interested party needs from the project

• Information that the party needs to provide to the project

• Communication method, format, and frequency

• Sender and recipient of the communication

Figure 1 shows the survey design.
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FIGURE 1. Research design.


Questions to ask before developing the plan:

• What are the strategic reasons for consulting stakeholders at this stage?

• Who needs to be consulted?

• What are the priority issues?

• What will be the most effective methods of communicating with stakeholders?

• Who within the company is responsible for what activities?

• Are there any other engagement activities that will take place within the proposed timeframe (perhaps with other sections of your organization)?

• How will the results be captured, tracked, reported, and disseminated?

Recalling that the audit data in the SARS-COV-2 contagion and transmission protocols are binary–whether or not the requirement is met.



STAKEHOLDERS

Stakeholder theory suggests that an organization will be more sustainable when addressing stakeholder interests and perform better (Freeman et al., 2007a,b, 2010; Niekerk, 2016).

Stakeholder management is the process by which you organize, monitor, and improve your relationships with stakeholders. It involves the systematic identification of stakeholders, analyzing your needs and expectations, and planning and implementing various tasks to engage with them. A good stakeholder management process will be how you will coordinate your interactions and assess the status and quality of your relationship with the various stakeholders (Freeman, 1994).

Most stakeholder management definitions tend to focus on the idea that you can “manage your stakeholders (so that they do what you want).” The emphasis is placed on creating a stakeholder management plan that maps the stakeholders' level of interest and influence and lists various levels of engagement for different groups. It is a plan that is usually created at the beginning of the project and then filed to accumulate dust (Freeman, 1994). In most cases, there is a legal and strategic objective to carry out stakeholder engagement / consultation / management. You may have a statutory or legal requirement to consult (Freeman et al., 2018).

There are two groups of stakeholders in the project, internal and external to the organization. The most commonly recognized type is external stakeholders; however, internal stakeholders' management is often more problematic (Vogwell, 2003).


Internal Stakeholders

On specific projects, it can be challenging to identify who the customer really is, there may be a single point of contact named, but that person is not really the “customer,” just the representative of the customer's organization. Often, this person has a responsibility to reconcile a wide range of different requirements within the client organization, and, as a result, they will be subject to many influences that can affect the project as a change. Within the client's organization, there will be a whole range of individuals with very different “interests” in the project; unless the appointed client's representative adopts a very strong line, they will succeed in influencing the course of the project (Vogwell, 2003).

The client organization is made up of a whole range of individuals with different wants and needs that constitute a “multifaceted” client. In these situations, the decision-making process becomes complex. Questions cannot be answered directly by the designated customer's single point of contact. This single point of contact must negotiate with the various other stakeholders within the client's organization to obtain an answer (Vogwell, 2003).

That is why these moments, the obligation to ensure compliance with regulations and the health of workers, become a necessity and an exercise of corporate responsibility, which, if not forgotten, can be criminally condemned for the omission of the measures that guarantee the development of work in conditions of safety and hygiene, so that, with this lack of adoption, the life, health or physical integrity of workers are placed at serious risk, as provided for in Articles 316 and 317 of the Penal Code. And while it is true that the risk of contagion from Covid-19, with the exception of the health sector, is not a risk derived from the activity (Gallego, 2020).



External Stakeholders

External stakeholders are individuals or organizations that are not part of the client's organization but are nevertheless interested in the project. They are perhaps the most easily recognized stakeholder groups. For publicly funded projects, the number of stakeholders that can be identified is high. They generally consist of the types shown by Vogwell (2003):

• Funders, whether government departments, donations, or private sector partners.

• Users, whether they are passengers of a transport project or visitors to a museum.

• Regulatory authorities. Most commonly, planning authorities, but also specialized regulatory authorities.

• Those affected may be neighbors or people who work or live nearby.

• The press and the media are other significant groups that can significantly influence the perception of the project and its perceived and, in some cases, real success.

• Customers and users of products and services.

In this work, the focus is basically on the users (customers) of the organization's services and products that are auditing the SARS-COV-2 contagion and transmission protocols. In any case, it is not absurd to claim that managing the stakeholder environment is a highly complex management task.




AUDIT AND STAKEHOLDERS

According to Miles (2012) and Abdullah and Valentine (2009), the theory of stakeholders implies that, in addition to the traditional shareholders of organizations, other parties are involved: any group or individual that can affect or is affected by the achievement of the objectives of a company. Where the normative approach to stakeholder theory is linked to corporate social responsibility and business ethics, the instrumental approach uses empirical data to identify the connections that exist between managing stakeholder groups and achieving efficiency goals (Donaldson and Preston, 1995). The instrumental approach to stakeholder theory is applied in the investigation of the relationship management with the internal audit stakeholders to create a positive relationship with all stakeholders through the proper management of their respective expectations.

Many studies have investigated stakeholder relationship management from an internal audit perspective; for example, D'Onza and Sarens (2017) investigated the quality of the relationship between internal and audited auditors, and Abbott et al. (2017) investigated the effect of the audit committee's relationship with a focus on internal controls. Blattberg (2004) criticizes the theory of interested parties, arguing that interested parties' various interests will always be compromised or balanced with each other.

The main strategy should be to identify who the stakeholders are, their expectations, identify the performance gap, prioritize their demands and develop responses to meet the expectations of these stakeholders, especially from senior management and the audit committee (Paape et al., 2003). Internal audit will always operate in the contradictory domains of, on the one hand, being part of the organization and, on the other hand, trying to remain independent and objective in order to increase its effectiveness (Hoos et al., 2013).

To support Blattberg's argument (Blattberg, 2004), studies indicate that there can be much conflict between the needs of two stakeholders (Paape et al., 2003; Van Peursem, 2004; Hoos et al., 2013). Studies indicate that management needs take precedence over those of the executive authority (Van Peursem, 2004; Sarens and De Beelde, 2006; Sarens et al., 2009), also applicable to the public sector (Roussy, 2013). Therefore, it can be assumed that these conflicting needs of key internal audit stakeholders can affect how they perceive the internal audit's effectiveness.



THE AUDIT PROCESS

Several authors emphasize the tension between external stakeholders' interests and audit clients, including Ijiri (1975) and Lee (1993). However, the position of auditors in relation to these two parties is a basis for stakeholders and customers to view the audit work in different ways. Hellman's (2006) article focuses on the audit client's point of view and recognizes that it may be insufficient to consider only clients' perceptions of their satisfaction. Daugherty and Tervo (2008) and Cameran and Moizer (2010) argue that customers can be satisfied with an audit without considering what is helpful for owners and other external stakeholders. However, most audit surveys focusing exclusively on the audit client's point of view did not explicitly consider the possible difference between client satisfaction and utility for external stakeholders (Öhman et al., 2012).

The results extend past results, indicating that customer relationships with signature auditors and audit assistants positively affect customer satisfaction but have no significant connection to external stakeholders' utility. Consequently, it would be helpful to consider audit teams' organization in which the various members have different roles (Öhman et al., 2012).

The methodology developed by Intedya (Intedya, 2020) assesses the management and measures adopted by the organization, with respect to the recommendations of WHO (World Health Organization), health authorities, and OSHA 3992-3, for prevention and response to risks of spreading the SARS-CoV-2 coronavirus (US Department of Labour, 2020). Figure 2 lists the audit control points:
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FIGURE 2. Audit control points (Intedya, 2020).


These ten topics are opened in subtopics, such as the topic “Health management at work and personal hygiene measures and PPE (personal protective equipment):”

1. Has a specific assessment of vulnerable staff been carried out?

2. Have specific measures been taken to adapt the position of vulnerable staff? (Personal protection, moving to other posts with less risk, processing sick leave, if applicable, etc.)

3. Are thermometers available to workers?

4. In case it is not possible to guarantee the safety distance or to work in crowded closed spaces, such as public transport, has the organization made hygienic or surgical masks available to people?

5. Are the supply of soap, alcohol gel, and disposable paper guaranteed?

6. Are there disinfection solutions at the entrance and in common areas (dining rooms, bathrooms, meeting rooms, work areas, etc.)?

7. Is there control over the use of these disinfectants by people before accessing these areas?

8. Is the availability and availability of soap, gels, hand dry paper, the proper functioning of equipment such as dispensers checked daily, and is it documented?

9. Is staff outside the company informed of established hygiene procedures before access?

10. Is it available in the bathroom gel alcohol gel for anyone who accesses the facilities (customers, subcontractors, etc.)?

11. In companies at risk of occupational exposure to SARS-Cov-2, are PPE (Personal Protective Equipment) used in the preventive documentation used, and are the work protocols for tasks with risk of contagion fulfilled?

12. Is it guaranteed that Personal Protective Equipment is not shared or reused under any circumstances?

The whole process can be found in the original in Spanish at https://www.intedya.com/internacional/diagnostico-covid.php.



THE STAKEHOLDER BENEFITS

Internal stakeholders are basically employees. It is necessary to give them satisfaction in order to show that they are working in a safe place, where there are adequate protocols that preserve their physical integrity (and consequently their emotional integrity). There is an appreciation of the employee, bringing tranquility and productivity. Remembering that there is a substantial benefit to the employer, as an audit/certification can be used as an instrument to mitigate legal risk in the case of a labor action.

Risk can be defined as “the occurrence of an event that has consequences or impacts on a particular project” (Kleim and Ludin, 2000). This definition implies a fundamental characteristic of risk, namely, uncertainty. Specifically, there is a likelihood that the risk event may occur and could result in an impact on business processes that may result in substantial losses.

Organizations, in general, face increasingly challenging legal risks, including the fact that regulatory requirements are becoming more stringent. This results in a complex operating environment that exposes organizations to a greater variety of legal risks than those that would arise from normal day-to-day operations and decision-making processes. When organizations manage their legal risks, they are in a position beyond just meeting legal and contractual requirements. They really create value for their stakeholders.

There are also external stakeholders to be considered, especially customers, users of products and services. These precious customers who need to return to the premises and need to feel safe eating meals. They need to feel safe when being attended by employees (waiters, attendants, etc.) and using the facilities - as they identify suitable protocols related to contagion and transmission, which ensure that products and services meet the strictest controls and standards based on international organizations. in the fight against the spread of the SARS-COV-2 virus.

In a way that broadly serves stakeholders, the following benefits are listed below:

• A real and urgent market need.

• Reduces the risk of spreading the SARS-COV-2 virus.

• Increases protection for customers, workers, products, and services.

• Creates trust in all our stakeholders.

• Monitors compliance with applicable legislation.

• You can avoid sanctions and / or potential civil or criminal liability.

• Demonstrable to third parties.

• VERIFIABLE online certificate and protected against counterfeiting by exclusive numbering and QR code.

• The audits are carried out according to the methodology established by the international reference regulations under the indications of ISO 19011: 2018.

• Compatible and complementary with other existing standards and good practices.

• Compatible and integrable with other health and safety standards.

• Considers national and international regulations and/or standards.

Stakeholders' expectations and interests are connected to this issue and can be aligned through an Audit of Contagion and Transmission Protocols of SARS-COV-2.

In order to guarantee the smoothness of the process, the recording of audit evidence is carried out in real-time through the Intedya system, eliminating the possibility of adulteration or fraud. Stakeholders have a channel for reporting and reporting possible violations that can lead to extraordinary audits or certification withdrawal.



CONCLUSION

A new requirement has been established in our society: the need that all facilities of all organizations, regardless of their activity or sector, need to ensure the monitoring of disinfection and cleaning protocols and the implementation of safety measures related to people, processes, facilities, and products that prevent and limit the spread of coronavirus.

Stakeholders' needs/expectations are associated with a real and urgent market need; reduces the risk of spreading the SARS-COV-2 virus; increases protection for customers, workers, products, and services; creates trust in all our stakeholders; monitors compliance with applicable legislation; can avoid sanctions and / or potential civil or criminal liability; demonstrable to third parties; VERIFIABLE online certificate and protected against counterfeiting by exclusive numbering and QR code; audits are carried out according to the methodology established by the international reference regulations under the indications of ISO 19011: 2018; compatible and complementary to other existing standards and good practices; compatible and integrable with other health and safety standards and considers national and international regulations and / or standards.


Next Steps

Several aspects can be included in future research, such as: include a shareholder balance scorecard, where companies and sectors can establish their key variables in a pandemic situation as well as a new term aimed at suppliers, where capabilities and resources must be integrated to be more effective in satisfying the end customer. Include some of the theories of organizational design related to the complex decision-making process by top managers.



Limitations

(a) In complex decisions, the audit information can cause some confusion for the allocation of resources, especially in new product lines or partnerships, where there may be interdependence of resources. (b) The information of the majority of interested parties is probably aligned with the current reality's actual interests. In this sense, relevant information can be omitted, hampering decision-making. (c) The audit instrument must be operated and analyzed by a specialist. (d) Consider different sectors of the business environment.



Forces

(a) The information is likely to be relevant for making alliances or other types of strategies, especially in those organizations that have complex decisions in the allocation of resources and levels of dependencies. (b) The information is likely to be useful to highlight the decisions that must be made in crisis or complex situations, such as those of power, trust, and governance among internal stakeholders. (c) The information obtained could mitigate the risks related to highly contagious diseases such as COVID19 or those neglected and emerging. (d) The information is likely to provide information relevant to the solution of situations that fall into certain sectors or related companies. (e) Information can be beneficial for financial institutions as they can proactively and timely control and control the risks associated with the COVID 19 pandemic. (f) The information can be useful for the adoption of situations of resilience and optimism for companies. (g) The information will be extremely useful for public managers in defining new public policies in times of crisis. (h). Interesting information for Business to Business companies. According to the audit results, it is recommended to carry out a stakeholder control panel where the key variables of success in the possible redefinition of the business that benefit not only the company, but society itself are identified. (i) The information is likely to identify and take underestimated risks, especially from internal stakeholders.
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