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Accenture LLP 
1191 2nd Ave Suite 100 
Seattle, WA 98101 
accenture.com 

September 19, 2022 

 

William Taplin, Coordinator 
Department of Social and Health Services Facilities, Finance and Analytics Admin. 
Central Contracts and Legal Services  
Email: tapliwh@dshs.wa.gov 
 

Re: Response Submission for DSHS Competitive Solicitation RFP #2223-814, 
Washington HHS Coalition Product #1: E&E Status Tracker 

Dear Mr. William Taplin: 

1. Enclosed please find our response with respect to the above competitive solicitation.  
This response includes this Letter (Attachment B) as well as Attachments C (Bidder 
Certifications), D (Bidder Response Form), and E (Resource Reference Form) as set 
forth in the solicitation document.  In addition to these completed attachments, the 
response includes the following additional materials: 

 Appendix 1_Exceptions_to_Sample_Contract_Attachment_A 

 Appendix 2_Accenture_2021_10_K 

 Appendix 3_Resumes 

 2223-814_Section_4_Human Centered Design_Example 

 2223-814_Section_4_User Research 01_Research Plan 

 2223-814_Section_4_User Research 02_Interview Guide 

 2223-814_Section_4_User Research 03_Research Findings 

 

Our proposed solution is based on a long and successful track record implementing 
integrated eligibility and enrollment systems across technologies that have continuously 
evolved over the past 30 years.  The HHS landscape is ever-changing, but the critical 
attributes of a large-scale system integrator have remained constant: 

BRING THE RIGHT TEAM 

Our proposal provides a multi-disciplinary scrum team based on the concept of “Right 
Team, Right Size and Right Skills”. Our team offers the right mix of industry leaders and 
technically skilled professionals, with prior experience successfully delivering similar 
projects for large, complex organizations. Our subject matter experts (SMEs) will 
support the scrum team, as needed, during the product design and development 
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phases. Our team will also include eco-system partners, integrated eligibility SMEs, and 
Azure cloud native experts to support the broader project, technology, and functional 
needs. 

BRING THE RIGHT APPROACH 

The Accenture team brings a wealth of experience in Agile product delivery, custom 
software development, and implementing complex Integrated Eligibility systems. We will 
follow scrum iterative development processes during the MVP phase. We will tailor the 
agile ceremonies to align with DSHS’s lean approach. We have chosen this method 
after listening to the specific needs of DSHS and adapting our approach to best meet 
the goals of the overall effort. During the post MVP phase, with an optimized team 
capacity, we will follow Kanban, a more visual task-based Agile methodology for steady 
state maintenance and enhancement activities.  We will provide timely and efficient 
support for Product #1.  

There are many vendors that know how to do agile development and can provide the 
necessary technology skills from small development efforts, but that isn’t all you need.  
We have found that even when our large government clients are excited about agile, 
they have trouble adjusting their processes, funding approach, and artifact creation, 
away from the waterfall mindset they are surrounded by.  We will not only lead an 
efficient agile development/technology effort, but we will help you navigate the project at 
program/business level, so you are getting the promised value out of agile, while still 
dealing with the realities of government.  

BRING THE RIGHT TECHNOLOGY 

We bring an accelerator called Reach, which is a commercially available framework for 
developing business features through readily available microservices and front-end 
components, to jump start the Product 1 implementation. Reach offers pre-built 
services, such as account services for registration, authentication, and profile 
management, and reusable user interface components that are developed for 
accessibility standards, responsive across form factors (e.g., mobile, tablet, and laptop), 
and support English and non-English languages. Additionally, we can bring our existing 
solution designs from Reach that we’ve implemented for other Client portals.  These 
could be used to inform initial design as inputs to the solution.  By using Reach, we 
can increase development speed by 25-35% and meet the MVP milestones in 
eight months instead of twelve months.  Beginning with a head start, DSHS will be 
able to show progress and can measure the impact of the HHS Coalition’s vision toward 
integrated eligibility and enrollment transformation.  

 

We are excited about our proposal and the prospect of building a strong partnership 
with DSHS. We look forward to introducing our team and reviewing the proposal in 
detail with you. 
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2. I am authorized to submit this Response on behalf of Accenture, to make 
representations on behalf of Accenture and to commit Accenture contractually.  

 
3. I have read the Solicitation Document and Sample Contract.  In submitting this 

Response, Accenture accepts all terms and conditions stated in the Solicitation 
Document, including those set forth in the following amendments which Accenture 
has downloaded: 

 
Amendment Number(s)   Date(s) Issued 
2223-814 IEE Product 1 Amd 01  August 04, 2022 
2223-814 IEE Product 1 Amd 02 QA August 16, 2022 
 

4. Accenture represents that it meets all minimum qualifications set forth in this DSHS 
Competitive Solicitation and is capable, willing and able to perform the services 
described in the DSHS Competitive Solicitation within the time frames set forth for 
performance. 

 
5. By my signature below, I certify that all statements and information provided in 

Accenture’s Response are true and complete.  

 

Sincerely,  

 

Glen Lutz 
Accenture Managing Director 
State of Washington Client Account Lead 
glen.c.lutz@accenture.com 
(313) 268-5002 
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Submitted to: Submitted by: 

Washington Department of Social and Health 
Services 
William Taplin 
Department of Social and Health Services 
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Accenture LLP 
Glen Lutz 
Managing Director 
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Legal Note 

Accenture is pleased to submit this Proposal Response to Washington Department of 
Social and Health Services.  This initial high-level proposal is furnished to facilitate the 
negotiation of a mutually acceptable contract and Statement of Work for the requested 
services. This response is proprietary to Accenture and the information contained herein 
is confidential (to the extent provided by applicable law) and provided solely for the 
purpose of evaluating Accenture’s proposed services. Nothing in this response or the 
RFP shall be binding against Accenture, unless expressly agreed to by Accenture under 
a formal contract agreed upon and executed by both parties.  

To the extent, this response makes reference to trademarks owned by others, the use 
of such trademarks is not an assertion of ownership by Accenture.  

Accenture's proposal is valid for 120 days from its date, unless extended in writing by 
Accenture. 

 

Copyright © 2022. Accenture. All Rights Reserved. Accenture, its logo, and High 
Performance Delivered are trademarks of Accenture. 
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Bidder Response Form 
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Using Attachment D, Bidders must provide answers to the questions set forth on the Bidder 
Response Form to demonstrate satisfaction of administrative requirements and, as 
applicable to this Solicitation, their qualifications, approach, and proposed pricing to 
provide the services as outlined in this Competitive Solicitation, including the Sample 
Contract set forth on Attachment A. The number of points allocated to each answer is 
indicated next to the question. 
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1. Bidder Information and Administrative 
Response 

1. Bidder’s response to the questions in this Section 1, combined with the information 
provided in Bidder’s Submittal Letter and Certifications and Assurances, comprise 
Bidder’s Administrative Response to this Solicitation. While the Administrative Response 
is not given a number score, information provided as part of Bidder’s Administrative 
Response may cause the Bid to be disqualified and may be considered in evaluating 
Bidder’s qualifications and experience.    

Acknowledged. 

1.a. Please indicate whether you employ or contract with any current or former (employed by 
within the past two years) Washington state employees who will serve as key personnel, 
or as other proposed personnel on this contract.  If so, provide the following information 
with respect to each individual: 1. name of employee or contractor; 2. the individual’s 
employment history with the State of Washington for the past two years; 3. a description 
of the Individual’s involvement with the response to this Solicitation; and 4. the Individual’s 
proposed role in providing the services under any Contract that may be awarded. 

To the best of our knowledge and belief, Accenture’s principals, officers, and/or employees 
who will perform work for the State of Washington are not currently employed by and have 
not during the last two years been employed by DSHS or the State of Washington. 

1.b. Please list the names and contact information for three individuals you agree may serve 
as Bidder references and may freely provide information to DSHS regarding the 
reference’s experience and impressions of Bidder.  In providing these names, Bidder 
represents that it shall hold both DSHS and the organizations and individuals providing a 
reference harmless from and against any and all liability for seeking and providing such 
reference. 

Accenture is pleased to include recent and relevant references aligned to our solutioning 
similar to the Product #1: E&E Status Tracker in terms of complexity, technology, tools, and 
the services provided. These projects were delivered to both State and private sector clients 
and demonstrate our extensive human services experience. We are well versed in the 
challenges DSHS faces regarding providing customers faster and more intuitive access to 
benefits while simultaneously reducing incoming call volume and burden on your workers. 
We have a track record of working effectively with governmental departments and agencies 
to overcome those challenges. We have successfully delivered customer facing portals in all 
four of the projects listed below and are confident that we can use this expertise to bring 
DSHS the best solution for Washingtonians. 

We are excited to work with you on Product #1.  In support of your Roadmap, we recognize 
this first step with resident collaboration is critical and will set the stage for future product 
releases.  We appreciate this opportunity to showcase for you work we’ve been involved in 
with State’s and private sector organizations that achieved outcomes relevant to your goals 
in Washington.   
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1.c. Please indicate whether your Response contains any variations from the requirements 
of the Solicitation Document.  If the answer is yes, list each variation with specificity and 
include the pertinent page numbers containing the variation. 

No, we do not have any variations from the requirements of the Solicitation Document. 

1.d. Please indicate whether you are requesting that DSHS consider any exceptions and/or 
revisions to the sample contract language found in Attachment A.  If so, state the page of 
Attachment A on which text you request to change is found, and state the specific 
changes you are requesting.  DSHS shall be under no obligation to agree to any 
requested changes, and will not consider changes to contract language or negotiate any 
new language that are not identified in response to this question. 

Please refer to Appendix 1. Exceptions to Sample Contract Attachment A, which addresses 
each of the changes and the proposed language we request you to consider 
exceptions/revisions to the sample contract. A short summary of the changes include: 

p.10, Section 20: Contractor Commitments, Representations, Covenants and 
Warranties: Accenture agrees with the text and has a proposed addition for industry 
standard warranties and a warranty timeframe. 

p.13, Section 24(a); Indemnification and Hold Harmless: Accenture proposes to 
indemnify, defend, and hold DSHS harmless from claims made by a third party. 

p.13, Section 27; Limitation of Liability: Accenture proposes to add a limitation of liability 
for direct damages and an amendment to add a limitation on the breach of data security 
requirements and breaches of confidentiality. Accenture proposes deleting reference to 
claims covered by insurance. 

p.14, Section 29; Ownership/Rights: Preexisting Material includes any modifications and 
derivatives to such materials. These provisions have been agreed to in a prior contract 
signed early January 2021 with the State of Washington, DSHS. 

p. 18, Section 37; Termination for Default: Accenture agrees with the text and has a 
proposed addition to allow for 30 days prior written notice and the ability to cure defaults. 
These provisions have been agreed to in a prior contract signed early January 2021 with the 
State of Washington, DSHS. These provisions have been agreed to in a prior contract 
signed early January 2021 with the State of Washington, DSHS. 

Special Terms and Conditions 

p. 31-34, Section 18 of Special Terms; Insurance: Accenture currently provides services 
to DSHS under other contracts and based on this we are confident that Accenture can meet 
the full intent of the insurance provision. 

1.e If Bidder considers any information that is submitted as part of its Response to be 
proprietary, please identify the numbered pages of Bidder’s Response containing such 
information and place the word “Proprietary” in the lower right hand corner of each of 
these identified pages. 
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Please see the table below for reference to specific Proprietary Information based on each 
page. Per the instructions, each page containing this information is marked as such. 

Proprietary Information Page  Document Section 

References 5-11 1.b 

Past contracts 14-16 All 1.g 

Key personnel Names 19-20 All 1.k 

Technical Approach; Figures 3-8 and  
language 

25-30 2 

Team Structure; names and Figure 12 36 2 

Last bullet in the What we need from WA 
section 

38-39 2 

Case Study 1 42 3 

Key personnel names, bios, and rates 48-51 5 

Key personnel names; bios, rates including 
Figures 15,16, 18, 20 

54-55 5 

Resumes Appendix 3 pages 2-17 Appendix 3 

Resource references names and content Attachment E pages 1-6 Attachment E Resource 
Reference Form 

 

1.f Please indicate whether you have had a contract terminated for cause or default within 
the past five (5) years.  If so, please provide the terminating party’s name, address and 
telephone number and provide a summary describing the alleged deficiencies in Bidder’s 
performance, whether and how these alleged deficiencies were remedied and any other 
information pertinent to Bidder’s position on the matter. “Termination for Cause” refers to 
any notice to Bidder to stop performance due to Bidder’s asserted nonperformance or 
poor performance and the issue was either (a) not litigated; (b) litigated with a resulting 
determination in favor of the other party; or (c) is the subject of pending litigation. 

Accenture has been and continues to be engaged in many commercial contracts of varying 
size and scope. While failure to complete work awarded is extremely uncommon, there may 
be circumstances where an agreement is terminated prior to completion. Accenture typically 
enters into contract with our clients that provide for standard mutual termination rights. Due 
to confidentiality restrictions, we are prohibited from disclosing further detail regarding 
specific client agreements and events. 
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1.h Please indicate whether Bidder has been the subject of a lawsuit or administrative 
proceeding alleging a failure to comply with laws relating to the types of services Bidder 
proposes to provide pursuant to this Competitive Solicitation.  If the answer is yes, please 
list the nature of the allegations, docket number, disposition and date (if applicable) and 
Bidder’s explanation of how it has changed its practices or operations relative to any 
alleged deficiencies since that proceeding was filed. 

Accenture is involved in a number of judicial and arbitration proceedings concerning matters 
arising in the ordinary course of our business. We and/or our personnel also from time to 
time are involved in investigations by various regulatory or legal authorities concerning 
matters arising in the course of our business around the world. We do not expect any of 
these matters, individually or in the aggregate, will have a material impact on the results of 
our operations or on our financial condition. For privilege and confidentiality reasons, it is our 
practice not to comment on the existence or nature of any investigatory proceedings, internal 
investigations, or regulatory agency inspections, other than to the extent such matters are 
disclosed publicly. 

1.i Please describe your proposed plans for the use of Subcontractors in performing this 
contract, listing each Subcontractor, its proposed role and the estimated percentage of the 
Contract that will be performed by each Subcontractor.  Please indicate whether each 
subcontractor self-identifies or is certified as a small business, a minority-owned business, 
a woman-owned business, a disadvantaged business enterprise, or a veteran-owned 
business.  If the answer is yes, please identify the type of organization(s) and provide 
details of any certifications.  Note that all Subcontractors must be approved by DSHS. 

Accenture does not intend to use Subcontractors to execute this effort. 

1.j Please describe any programs, policies or activities of your organization that support 
human health and environmental sustainability in your business practices.  If a program, 
policy or activity is specifically applicable to this Contract, please so indicate. 

At Accenture, our purpose is to deliver on the promise of technology and human ingenuity. 
And there are few things with greater promise than sustainability—it unlocks new 
opportunities for our clients, our partners, our people, and for the places where we do 
business. Sustainability spans environmental, social, and governance (ESG) issues, from 
transitioning to a zero-carbon economy, to human rights, to inclusion, and diversity. 
Accenture has made sustainability one of our greatest responsibilities—not just because it is 
the right thing to do, but also because we believe it will create one of the most powerful 
forces for change in our generation.  

As the world begins moving toward a universal global reporting standard, we continue to 
build on our longstanding partnership with the UN Global Compact (UNGC) and our 
commitment to the UN Sustainable Development Goals (SDGs). 

The SDGs provide a powerful tool for partnering with all our stakeholders for good. Because 
of our trusted relationships with many FORTUNE Global 500 and the Forbes Global 2000 
companies, we have both an opportunity and a responsibility to galvanize and support not 
only our clients, but also our ecosystem partners, suppliers, and other stakeholders on their 
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SDG journeys. By sharing our SDG commitments, progress, and our 360° Value approach, 
we work to drive sustainable practices in our sphere of influence. 

For additional information, please see our commitment to making Sustainability a Force for 
Change. https://www.accenture.com/us-en/about/responsible-business/responsible-
company-citizen 
 

1.k Please confirm and describe how you meet the minimum bidder qualifications defined in 
the RFP Section A.9: 

• Expertise programming in scripting languages -- creating and consuming web services 
using REST and AJAX; and applying unit and system level testing methodologies to test 
web applications similar to the scope and size of this project, over the past 3 years.  

• Expertise designing relational database systems to reduce application downtime during 
database migrations; and writing queries, procedures, functions, and triggers to extract, 
manipulate, and save data.  

• Expertise developing software applications along the Software Development Life Cycle 
(SDLC) according to DevSecOps and scrum-based Agile methodologies, including 
requirements gathering, functional design, architecture design, implementation, and 
testing. 

• Experience with containerization, modular and/or microservices architecture. 

Accenture has 3,000 Microsoft Azure and Web Services certified professionals, 15,000 
dedicated DevSecOps experts and more than 75,000 trained Agile practitioners. We have 
completed more than 23,000 cloud projects primarily using Agile and DevSecOps methods. 
As an expert in following Agile methodology and DevSecOps transformation, we are an ideal 
partner to achieve the DSHS’s goals.   

To describe our qualifications, we present information outlined in Figure 1 and followed by a 
description from two projects similar in size and scope as Product #1. These are just two of 
the many implementations that we have recently completed that included microservices 
architecture, AJAX, REST web services, database management and scrum-based Agile 
methodology. 

Experience and Capabilities 
DSHS Requirements US Health Care 

Provider 
New Mexico 
Unified Portal 

Utilized REST and AJAX   

Unit and system level testing methodologies 
to test web applications 

  

Relational database - procedures, functions, 
and triggers to extract, manipulate, and save 
data 

  

Developed software applications along the 
Software Development Life Cycle (SDLC) 
according to DevSecOps and scrum-based 
Agile methodologies, including requirements 

  
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1.m.2) Who conducts them? 

KPMG LLP, an independent registered public accounting firm, has audited the Consolidated 
Financial Statements included in our Annual Report on Form 10-K. 
 

1.m. 3) Are management letters or short form certificates on internal controls issued by the 
auditing firm?  If yes, provide the most recent copy of this information. 

Yes, comments and/or exceptions if any, would be in the financial disclosure page 
referenced in the annual report. Please see page F-2 of the annual report 
https://www.accenture.com/_acnmedia/PDF-165/Accenture-2021-10-K.pdf#zoom=50); 
“Report of Independent Registered Public Accounting Firm” on page F-2.". 

1.m.4) Does your organization have any uncorrected audit exceptions? 

No. Any uncorrected audit exceptions would be referenced in the annual report. Please see 
Item 9. Changes in and Disagreements With Accountants on Accounting and Financial 
Disclosure of the annual report https://www.accenture.com/_acnmedia/PDF-165/Accenture-
2021-10-K.pdf#zoom=50). 

1.n Are there any suits, judgments, tax deficiencies or claims pending against your 
organization that you have not already identified above? IF YES, attach a brief description 
of any actions pending against your organization (or parent organization) described 
above, including the dollar amount involved and in which states the action is pending. 

No.  

 

1. o. Has your organization ever claimed bankruptcy?  If so, specify dates. 

No. 
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and Team Structure 
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2. Technical Approach and Team Structure 
Report (Technical Response) 

SECTION 2. TECHNICAL APPROACH AND TEAM STRUCTURE REPORT (TECHNICAL 
RESPONSE) [Maximum 80 Points] 

This section should be no more than fifteen (15) pages, including diagrams. Since many 
proposals will be considered, we appreciate clear, concise writing that directly addresses 
how you plan to meet project objectives. 

This report should explain the following: 

● A technical approach proposal that shows your understanding of the details of the project 
and speaks to your experience with: 

○ Developing software, including product management, technical strategy, user research, 
and visual design. 

○ Using DevSecOps and Agile methodologies. 

○ Building an application using containerization and microservices architecture.  

○ Identifying and addressing ambiguity, including surfacing and selecting the appropriate 
approach for a problem.  

○ Agile development - Working in an iterative, responsive way. 

● A management plan that addresses: 

○ The Agile ceremonies and deliverables the team would be leading. 

○ How staff and resources will be allocated to accomplish project goals. 

○ How vendor staff will engage and support Washington.  

○ Plans for recruitment and retention of high-performing staff throughout the project 

○ Addressing and correcting for low performance.  

○ Collaborative development and knowledge transfer with State counterparts. 

○ Your approach and process for issue identification, communication, resolution, escalation, 
tracking, and DSHS approval. 

○ How the Bidder will conduct internal quality assurance, whether inhouse or through an 
independent firm.  

○ Using agile practices as part of staff management.  

● An outline of your proposed team, including: 

○ Titles of each labor category and team structure. 

○ Team experience with collaborative software development, especially developing modern 
web applications and APIs.  

○ Capabilities around information security, dependency management, and supporting 
product teams. 

○ An explanation of your approach to promoting teamwork, facilitating open and timely 
communication, and the ways you will support a collaborative working environment.  
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● A discussion of how progress and success of the Product Team and the project overall 
will be visible and measurable through milestones, deliverables, and metrics.  

● A discussion of the risks and assumptions in your approach, and how you would mitigate 
them. 

● What you need from Washington to start successfully. 

● What you will need from the Platform team to be successful.  

 

Please include reference to the following the minimum qualifications in your technical 
response: 

● Expertise programming in scripting languages -- creating and consuming web services 
using REST and AJAX; and applying unit and system level testing methodologies to test 
web applications similar to the scope and size of this project, over the past 3 years. 

● Expertise designing relational database systems to reduce application downtime during 
database migrations; and writing queries, procedures, functions, and triggers to extract, 
manipulate, and save data. 

● Expertise developing software applications along the Software Development Life Cycle 
(SDLC) according to DevSecOps and scrum-based Agile methodologies, including 
requirements gathering, functional design, architecture design, implementation, and 
testing.  

● Experience with containerization, modular and microservices architecture. 
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defined acceptance criteria to ensure the finished product exceeds Washington’s value 
expectations for functionality, code quality, and security. 

 

 
Figure 9. Our tailored Agile methodology delivers faster value with quality 

Management Plan 

Agile Ceremonies and Deliverables 
As your partner in delivering in an iterative, Agile methodology, we will adhere to Agile best 
practices. Deliverables such as those listed in Figure 10 will be produced at each ceremony, 
determined through discussion with stakeholders and DSHS staff to ensure that delivery 
remains lightweight, compliant, monitorable, and meets all DSHS expectations.   

Agile Ceremony Deliverable/Outcome 
Kickoff Ceremony We will initiate the program 
with Key Personnel, DSHS Staff and HHS 
Coalition staff 

A delivery roadmap, a risk/issue management plan, 
change control management plan, definitions of ready 
and done, teamwork agreements, dashboards, backlogs, 
and other work product information radiators 

Iterative development period Utilizing 
Accenture's deep industry leading Agile 
experience, we will engage in empirical, iterative 
development. Development will be divided into 
sets of sprints each followed by stabilization.  

Build deployment readiness, create alignment, minimize 
constraints, obtain important stakeholder decisions, 
emerge requirements, and other key iterative 
development tasks 

Sprint Planning Each sprint, the team will 
establish stakeholder alignment and define the 
sprint scope. During Sprint Planning, the team 
will create the sprint commitment. This will 

Sprint backlog 
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Agile Ceremony Deliverable/Outcome 
communicate to the stakeholders the expected 
deliverables of the team for that sprint. 

Daily Standup During the sprint, the team 
continually updates information radiators to 
transparently communicate progress. In-process 
deliverables are provided to stakeholders for 
comment, components are developed and 
tested in local environments using CI/CD 
methods. Stories are validated and QA'd against 
acceptance criteria, and defects fixed within the 
sprint timebox 

Risks, issues, resolution, backlog stories 

Like the process utilized by Accenture at the Washington 
PEBT project, where Accenture’s team held daily 
standups to quickly identify issues, gather requirements, 
make decisions, improve the backlog and work 
collaboratively to ensure success every day. We look 
forward to enjoying a similarly robust, open, collaborative 
method on this project. 

Sprint Review At the end of each sprint, the 
team will hold a sprint review where 
stakeholders can present the tested delivered 
value to stakeholders and report on actualized 
metrics. Stakeholders accept or reject the work 
based on acceptance criteria.  

Sprint performance metrics 

Part of the Sprint Review includes demonstrating 
working code in a non-production environment. By 
practicing continuous integration and delivery, Accenture 
confirms that the process of releasing code to production 
will have been practiced repeatedly. 

Sprint Retrospective Following the Sprint 
Review, the team will hold a ceremony to focus 
on self-improvement. The team will take the 
feedback provided by stakeholders, as well as 
their own observations. 

One-sprint incremental improvement plan 

Backlog Refinement This ceremony will be 
held as needed, at least once per sprint, to 
ensure a healthy backlog. The purpose of this 
ceremony is to ensure that sufficient healthy 
stories are meeting the definition of ready for 
Sprint Planning within the product backlog. 

Updated product backlog 

Figure 10. We will work with you to confirm the ceremonies and deliverables 

At the end of development, Accenture is committed to following the change control 
processes and protocols required by the State to ensure that release objectives are met. 
Accenture will set aside a full Sprint for release activities.  Accenture will meet all 
requirements as set forth by the Coalition’s Change Control processes. 

Establishing a clean hand-off to production and long-term support of the project and key 
roles and responsibilities is central to ensuring long term success. Accenture is well versed 
in confirming that our partners have the knowledge and training to be successful long-term 
once development is ended. Accenture will ensure that that DSHS's staff is fully prepared to 
take on the challenges of supporting the product going forward. 

Staff and Resource Allocation to Accomplish Project Goals 
We have a well-established methodology for allocating team members for engagements. We 
use our Accenture Delivery Methods (ADMs), a defined resource pyramid for engagements, 
and our in-depth implementation experience to design efficient scrum teams for all our Agile 
delivery engagements. We have developed delivery estimators from our experience in 
fulfilling many engagements.  
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Estimators are used for estimating the total effort, providing the complete breakdown by 
stage, work stream and activity as well as estimating total staffing effort and full-time 
equivalents estimates by project role. 

The scrum team will align the DSHS user and design solutions to achieve the business 
objectives. The personnel responsible for delivering the work—such as the design lead, 
technical lead and scrum master are also involved in the initial estimate along with design 
and development teams, which includes the number of people necessary to support the 
work specified in the high-level requirements or user stories. 

Our proposed team brings Integrated Eligibility expertise and comes from a community of 
practice that is called upon as needed.   The network of practitioners collaborates across the 
nation to share thought leadership and guidance to provide the highest quality services and 
IE solutions to other States.   We will do the same for Washington and look forward to 
expanding your IE footprint within our community beyond the Washington P-EBT work we 
support. 

With DSHS approval, additional team members will be brought on board to support the team 
as needed during design, prototyping and development/testing activities. 

How Vendor Staff Will Engage and Support Washington 

Two-in-a-Box 
The engagement with DSHS at the staff level will start with the project kickoff. The intent is to 
use DSHS’ preferred “Two-in-a-Box” approach. We are no strangers to working within a two-
in-a-box structure and would match the sets of activities to the DSHS staff based on defined 
roles, training enablement and background and knowledge to maximize success and 
minimize the need to learn new concepts. We would look at skill levels within the DSHS’s 
team to help identify the best match. We will work throughout the project engagement with 
DSHS to help refine the roles and responsibilities to achieve the goals and ensure continued 
success.  

Stakeholder Engagement 
Stakeholders are central to success in an Agile project. Accenture will work closely with 
DSHS to identify stakeholders and their delegates to establish early, open, transparent 
communications to ensure that questions and concerns can be raised efficiently. It is the 
intent that open communication will utilize the least intrusive means possible to maximize 
value.  

Plans for Recruitment and Retention 
Accenture has a scalable, multi-stage, multi-channel staffing process in place that provides a 
continuous stream of high-caliber candidates who seek to meet our clients’ demands. 
Following that process, we onboarded over 250,000 team members in the past year. Our 
strategy (illustrated in Figure 11) details the methods used to identify and attract both new 
and experienced personnel. Our excellent staffing team focuses on one or more channels to 
build networks in applicable communities. 

Our end-to-end recruiting process filters candidates in various stages according to skill set, 
cultural suitability to our organization and cultural suitability to our clients. Through each 
stage, rigorous screening ensures capabilities as well as their ability to work in a multicultural 
environment. 
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Figure 11. Our recruitment strategy identifies and attracts skilled talent 

Retention Strategy 
We are a leader with employee retention rates with >90% staying more than 3 years. 
Accenture uses numerous strategies designed to forecast, identify, retain, and motivate our 
staff. We keep ourselves abreast of market conditions and market analyst predictions to 
proactively prepare ourselves for any foreseen attrition tendencies. From direct supervisor 
discussions with subordinates to career counselors to HR reviews, we employ numerous 
strategies to minimize attrition and ensure job satisfaction of our valued employees. 
Thorough cross-training is undertaken to minimize the effect of staff attrition resulting in 
reduced risk to DSHS through more stable team to deliver products. 

Addressing and Correcting for Poor Performance 
In Agile, performance is a daily team concern. Our Scrum Master ensures the team makes 
daily progress against Sprint goals. Should progress not meet expectations, the Scrum 
Master will work with the team to identify the root causes and address them. Should that be 
unsuccessful, the Scrum Master will then involve the Account Executive, Product Owner, 
and Stakeholders to address concerns.  

Reasons for low performance vary as do the means to address them. Our Scrum Masters, 
Technical and Design leads focus on utilizing the most productive, least disruptive means of 
addressing any issue that is raised. As all productivity data is transparently available, any 
stakeholder may examine the team performance and raise questions or concerns.  

Collaborative Development and Knowledge Transfer 
We will utilize a “two-in-a-box” development style to ensure that DSHS personnel have direct 
“hands-on” knowledge of all essential aspects of the project from the ground up. As 
mentioned above, we will enable your team to work side-by-side our staff by including time 
for development to grow skills across the team members.  Reach allows for Accenture, 
DSHS staff, and other third-party vendors to develop and manage applications, which means 
the HHS Coalition can retain it without vendor lock-in. 

Transition Methodology 
We use industrialized processes, standardized work products, and proven tools to transition 
service in a repeatable and predictable manner. We prepare transition approaches and 
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manage transitions using a consistent global methodology: Accenture Delivery Methods 
(ADM). This methodology comprises the activities, work products, governance, roles and 
responsibilities, and tools required to successfully plan and execute a transition. Our 
methodology and tools have been proven and continuously improved on over 1,500 clients, 
giving you confidence in the transition plan and that DSHS is in safe hands. The final project 
close includes a Knowledge Transfer Plan that defines the approach and helps execute the 
transfer of functional, technical, and other system knowledge to DSHS staff.  

Approach for Issues 
An effective issue management process is ongoing, allowing us to identify and respond to 
project issues promptly. Accenture will manage project issues qualitatively and 
quantitatively. This means describing the impact as well as providing a scoring system 
based on likelihood and impact that allows us to quantitatively rank them. We will align the 
issue management process with enterprise-wide processes and industry leading practices 
for issue identification, communication, resolution, escalation, tracking, and DSHS approval. 
Issues will be assigned to the appropriate owners for resolution, be they DSHS, Coalition, 
Accenture staff, or external partners. Additionally, we define appropriate escalation points in 
the resolution plan for each issue. As well as monitoring known issues throughout the 
project, issue owners are actively involved in managing issues, updating the issue log, and 
providing updates to project management. 

We use this tested process to identify and reduce threats (issues) and for building identified 
opportunities (ways to improve results). We will work with DSHS to achieve the project 
objectives, increase the likelihood of success, and maintain the project schedule throughout 
the project lifecycle.  No surprises, clear focus, and maintaining the schedule are the key 
results of Accenture’s issue management plan. 

Internal Quality Assurance 
Our Quality Assurance approach includes contract-wide reviews by Ray Han, your certified 
Quality Assurance Director (QAD), who provides an independent perspective from outside 
the project team. The QAD meets with you quarterly and engages with the Accenture 
delivery team between those meetings to ensure the team is resolving action items and 
follow-ups. Our QADs are senior delivery directors with extensive experience in related work 
and they bring broad knowledge of all of Accenture’s capabilities.  See a full description of 
Ray’s background in Appendix 3 – Resumes. 

Using Agile Practices as Part of Staff Management 
Accenture deploys constant velocity, cross functional scrum teams in the long run to deliver 
the overall product features. This includes building scrum teams with staff who have the 
skills and capabilities to achieve the product objectives. During sprint planning, if any gap in 
staffing is identified due to new skill needs, flexible staff roles will be considered and, with 
your approval, will be added to complement the scrum team.  

The Accenture Team 

Team Structure 
We intend to bring a team of 9 members across the following team structure: Key Personnel 
(shown in Figure 12), Product Team, and Additional Resources. We also will provide an 
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interactions are the basis for building trust—and that applies across the full spectrum of work 
environments. 

We will be a partner who listens, responds, and gets the job done. Team leads bring 
knowledge, insights, and experience to help the team accomplish goals and provide the 
State with the best value. Our managers make sure that we can complete the work that 
needs to be done by providing our people with the knowledge to succeed.   We use client 
satisfaction surveys to collect feedback to enhance client relationships and teamwork, 
identify and address opportunities for improvement, and consistently increase the value we 
deliver. Results are analyzed regularly to facilitate continued client service improvement. 
Areas of concern and opportunities for improvement are identified and addressed through 
post-survey follow-up sessions with client executives. 

Progress and Success of the Product Team and Project Overall 
To ensure that the performance of the team is well-understood and clearly communicated, 
transparent metrics will be provided to clearly track progress against the planned roadmap 
during they key development phases.  Key metrics will include: 

 Team burndown chart 
 Team velocity 
 Flow load (also known as work in progress) 
 Flow efficiency (committed velocity versus delivered story points)  

Our experienced senior scrum master and agile coach, Joseph Cohen, will examine these 
metrics daily and quickly identify and address any performance concerns. Information 
radiators such as the burndown charts, the product and sprint backlogs, other team metrics, 
risk, issues, and concerns, will be visible to anyone within the Coalition via a project 
dashboard in Jira. Daily Standups are open meetings with all stakeholders encouraged to 
observe. Regular Sprint Reviews are likewise open to all stakeholders and are specifically 
intended for the benefit of both DSHS leadership and the development team to communicate 
on the state of progress. Joseph will coach the product owner and product team in writing 
value driven user stories. He will also be responsible to manage impediments, facilitate agile 
events and help with cross team coordination. 

Each day, progress against the Sprint goals will be tracked on the dashboard via appropriate 
logging of daily metrics and updates. The project team will keep in mind the accelerated 
timeline and the milestones associated with delivery of Product #1. Risks, issues, and 
concerns will be noted, updated, and acted upon as necessary.  

Every Sprint, progress against Sprint goals will be measured against the Roadmap. 
Progress will be presented to stakeholders at the Sprint Review. Stakeholder comments, 
suggestions, and concerns will be incorporated into updates to future Sprint goals and any 
adjustments to the Roadmap as part of Sprint Planning.  The outputs of these decisions will 
be communicated to stakeholders via the project dashboard.  

In addition, weekly status meetings to communicate progress against milestones, risks, 
issues, and concerns will be held with key stakeholders to ensure there is a specific set-
aside time for such discussions.  As mentioned earlier in our response, we will closely track 
and report on the status of the deliverables identified in Figure 10 for the different Agile 
ceremonies in the status meetings. 
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Case Study Responses 
[Maximum 40 Points] 
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3. Case Study Responses  
Detail how you would approach each of the following technical case studies, including 

examples from your previous work. One page maximum per case study, two pages all 
together. 

Case study 1 

The state will be updating its software development practices and processes to support long-
term maintainability and expansion. Explain how you would: 

● Create and maintain technical standards for modern software development 

● Collaborate with the state to build alignment with those standards and capacity for long-
term ownership and maintenance of this system 

Case study 2 

This system will need to interface with external systems in order to retrieve eligibility and 
enrollment status data. Explain how you would:  

● Explore the possibility for integrations, including the questions you would need  answered 

● Make a decision about the viability of an integration, including the impacts that it may 
have on product development 
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Case Study 2 
Call for change 
The power of integrated eligibility (IE) lies in connecting with external systems to provide 
data to make accurate and timely decisions. Our IE clients, such as Kansas, Iowa, and Ohio, 
use our IE solution to interface with the following types of external systems to support the 
eligibility and enrollment process:  

 The Self-Service Portal uses web services to retrieve eligibility and enrollment status 
data from the case management system for applications and participants. 

 Case management and public portals are integrated with the Federal Data Services 
Hub (FDSH) interface to provide real-time and automated verifications of applicant 
data. 

 Application referrals are shared through an integration layer between state systems 
and the Federally Facilitated Marketplace (FFM).  

As technology evolves and additional customer channels are needed to meet public 
expectations, standardized APIs are more important than ever. Through a common set of 
product APIs, external channels, such as Integrated Voice Response (IVR), chat, and mobile 
applications can access data from the case management system to provide a consistent 
experience.  

When tech meets human ingenuity 
As the integrator, we explore the possibility for 
integrations by first understanding the standard 
policies and rules of engagement. The interface 
owner should provide documentation and examples 
to align on intent and limitations of an interface. The 
questions provided in Figure 13 are examples for a 
REST-based application programming interface 
(API).  

When we integrated the FDSH into our IE solution to 
meet Affordable Care Act requirements, we 
determined the viability of FDSH integrations 
with careful consideration of the interface design and 
limitations, the needed interface frequency, what 
exceptions to handle, how to handle each exception, 
and how to inform end users in a clear, human-readable way. We have managed impacts 
on product development and maintained FDSH integrations for over 10 years. 

A valuable difference  
Integration is core to our integrated eligibility practice and the needs of our IE clients. 
Accenture has worked with 15 integrated eligibility and enrollment state clients over the past 
three decades. These systems issue more than $1.1 billion in benefits each month. For more 
information on our IE practice, you can visit https://www.accenture.com/us-
en/services/public-service/integrated-eligibility.  

Figure  8 
Figure 13. Questions to be answered 
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Sample User Research 
Plan and Findings 

[Maximum 30 Points] 
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4. Sample User Research Plan and 
Findings 

Please submit documents showing an example of user research and human-centered 
design work you have conducted. We would like to see evidence of the following: 

User Research 

Human-Centered Design  

Please do not create new documents to respond to this section. You should supply existing 
artifacts in whatever format was used (e.g., research findings may be in the form of a 
client presentation or report) and may add up to three sentences to provide needed 
context or information for reviewers. 

User Research 
• A research plan for an individual user research study that was conducted as part of a 

project 

• The interview guide or script for that same user research study that shows your 
introduction, sample of questions, and closing (it is not necessary to show received 
answers to the sample questions, but just the questions themselves)   

• The findings of this research study, including how they defined the work going forward 

The research plan, interview guide, and research findings documentation are examples from 
a recent state government project which started with customer research and north-star 
conceptual design and went into design realization, development sprints, and launch.  
Beyond our technical expertise, our User Research and Human Centered Design 
methodologies complement the SDLC to guide our designs.   We’ve worked closely with 
WEVO, a Usability Assessment group and other industry leading Human Centered Design 
organizations to understand the key influences of human interaction that must seamlessly 
integrate into our overall designs. 

See attachments: 

 2223-814_Section_4_User Research 01_Research Plan, 
 2223-814_Section_4_User Research 02_Interview Guide, and 
 2223-814_Section_4_User Research 03_Research Findings. 
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Human-Centered Design 
The HHS Coalition Integrated Eligibility and Enrollment Project is adopting human centered 

design principles and practices as an essential component of the IE&E solution. Based on 
that work, the state is seeking to implement a human centered design process into the 
development and implementation of the IE&E Status Tracker and is looking for a vendor 
with experience in the integration of human centered design techniques into their digital 
service design process.  

We would like to see evidence of the following:  
• Prior work you have done around human-centered design. 
• Experience incorporating human-centered design into your design and development 

processes. 

Human centered design activities are integrated across all the work we do, from discover 
through delivery, to ensure the solution meets the needs of end-users. In early stages of a 
project, we focus on generative research to understand customer needs and context and 
move into evaluative research to understand solution viability and system usability. The 
example provided shows a state government project with two tracks of work, one focused on 
conceptual design and one on design production. 

  

See attachment 2223-814_Section_4_Human Centered Design_Example. 
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Name /role Role responsibilities 
completing work tasks, attending daily meeting, identifying 
impediments and risks, and participating in Sprint Review and Sprint 
Retrospective 

 Works with the Product Owner and Stakeholders to define product 
and technical requirements as well as an acceptable architecture 

 Ensures the technical requirements tie back to the established 
stakeholder goals and strategy 

 Works with the Product Owner to define the Solution Concept and 
create the roadmap 

 Assists the Product Owner in providing accurate user story 
estimates 

 Leads the application and technical architecture analysis, design, 
and implementation 

 Leads the Decision Making and Evaluation of solution components 

 Reviews and oversees all design and development to ensure 
adherence to functional, security, integration, performance, quality, 
and operations requirements 

 Understands the project’s vision and help communicate it to the 
team in technical terms via architecture and design 

 Supports the Development Team by understanding and balancing 
the many trade-offs in technology, team skills, and risks 

 Supports the Development Team in defining interfaces and 
functional scenarios 

 Works with the Quality Assurance Tester in developing the Test and 
External Integration Plans 

 Mentors the Development Team to increase overall team 
performance and productivity 

Design Lead 

 Leads functional design and serves as functional SME 

 Enforces process for functional design team to make sure designs 
adhere to product architecture and industry best practices 

 Confirms functional designs comply with program guidelines and 
policy requirements 

 Drives standard processes for enhancement estimation and solution 
review for the program  

 Combines delivery of enhancements and defect fixes for high-
impact business areas 

 Participates in and supports federal, state, and local audits. Uses 
functional expertise to address and respond to audit findings 

Front End Developer 

 Works with stakeholders to develop the overall look and design of a 
website 

 Develops, maintains, and modifies user interfaces 

 Incorporates applications, graphics, and more into product 
interfaces 

 Creates tools that enhance the user’s experience 
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Name /role Role responsibilities 

 Ensures interfaces are accessible across many platforms, including 
laptops and smartphones and for all types of users 

 Participates in story and code estimation  

 Fixes any interface issues or bugs that arise 

Full Stack Developer 

 Manages the complete development process from conception to 
deployment 

 Maintains the product following deployment 

 Manages the end-to-end life cycle to produce software and 
applications 

 Oversees and guides the analyzing, writing, building, and 
deployment of software  

 Oversees the automation and provides feedback to management 
during the development process  

 Modifies and tests changes as needed 

 Develops and manages well-functioning databases and applications 
and writes effective APIs 

 Writes technical documentation alongside code 

 Ensures security and data protection settings 

QA Tester 

 Executes test cases for varying conditions 

 Documents and evaluates the test results 

 Helps to troubleshoot problems and track defects 

 Reviews test procedures and creating test scripts 

 Analyzes and aligns the test strategy with the requirements for the 
development process. 

 Identifies and creates reports to highlight status. 

 Updates all bug repositories with complete and accurate 
information. 

 Maintains test environments. 

 Reviews and analyzes the specifications of the provided system 

 Evaluates the product code for compliance 

 Conducts post-release/post-implementation testing 

 Creates logs to document testing phases and deficiencies 

Figure 17. Details our key personnel roles and responsibilities. 
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6. Bidder EO 18-03 Certification  
Are your employees required to sign, as a condition of employment, a mandatory individual 
arbitration clause and/or a class or collective action waiver? 

Please Note: Points for this question will be awarded to bidders who respond that they do 
not require these clauses and waivers. If you certify here that your employees are NOT 
required to sign these clauses and waivers as a condition of employment, and you are the 
successful bidder, a term will be added to your contract certifying this response and requiring 
notification to DSHS if you later require your employees to agree to these clauses or waivers 
during the term of the contract. 

Accenture represents and warrants that Accenture WILL NOT require any of its employees 
who provide services under any contract resulting from this RFP to adhere to mandatory 
individual arbitration clauses or class or collective action waivers to the extent such 
employees have any covered claims associated with providing such services. Accenture 
further represents and warrants that, during the term of any such contract, Accenture shall 
not, as a condition of staffing to provide services under this contract, require its employees to 
sign or agree to mandatory individual arbitration clauses or class or collective action waivers. 
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Exceptions to Sample Contract - Attachment A 
Competitive Solicitation #2223-814  

Request for Proposals  

 

Accenture agrees to and is in compliance with substantially all the terms and conditions of the Sample Contract (Attachment A). The 
following are the exceptions Accenture is requesting that DSHS consider.   

Sample Contract Proposed Exceptions 
Item Page / Section  Exception Bidder’s Proposed Change 
1.  p.10, Section 20 

 
Contractor 
Commitments, 
Representations, 
Covenants and 
Warranties  
 

Accenture agrees with the text and 
has a proposed addition for industry 
standard warranties and a warranty 
timeframe. 

Accenture proposes adding the following text to the end of 
Section 20: “Contractor Services will be performed in a good 
and workmanlike manner and in compliance with the 
applicable specifications.   Contractor will re-perform any work 
not materially in compliance with this warranty which is 
brought to its attention within 90 days after that the work has 
been performed. The preceding are the only warranties and 
over-ride all other warranties, conditions and representations, 
express or implied, including fitness for purpose, 
merchantability, non-infringement.” 
 

2.  p.13, Section 
24(a) 
Indemnification 
and Hold 
Harmless 

Accenture proposes to indemnify, 
defend and hold DSHS harmless 
from claims made by a third party. 
 
Accenture also proposes to change 
such indemnity to cover personal 
injury and personal property damage, 
and to limit the categories of 
indemnities for failure to perform or 

Accenture proposes replacing Section 24(a) with:  “The 
Contractor shall be responsible for and shall indemnify, 
defend, and hold DSHS harmless from any and all third party 
claims, costs, charges, penalties, demands, losses, liabilities, 
damages, judgments, or fines, of whatsoever kind or nature, 
arising out of or relating to injury to or death of persons or 
damage to real or tangible personal property caused by the 
tortious conduct of Contractor or any Subcontractor or a) the 
Contractor’s or any Subcontractor’s failure to perform its 
obligations under the following sections of this Contract, or b) 
the acts or omissions of the Contractor or any Subcontractor 
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Sample Contract Proposed Exceptions 
breach to certain contractual 
provisions. 
 
These provisions have been agreed 
to in a prior contract signed early 
January 2021 with the State of 
Washington, DSHS. 
 
 

in breach of such obligations:  Sections 5 (Compliance with 
Applicable le Law), 6 (Confidentiality), 24 (Health and Safety), 
26 (Industrial Insurance Coverage) and 38 (Treatment of 
Property) as well as any claims for mechanics’ and 
materialmen’s liens; workers’ compensation and 
unemployment taxes; governmental fines and penalties for 
Contractor’s failure to comply with laws applicable to its 
business; and environmental damages, cleanups, and 
corrective actions.” 
 

3.  p.13, Section 27 
Limitation of 
Liability 

Accenture proposes to add a 
limitation of liability for direct 
damages and an amendment to add 
a limitation on the breach of data 
security requirements and breaches 
of confidentiality.  Accenture 
proposes deleting reference to 
claims covered by insurance. 
 
These provisions have been agreed 
to in a prior contract signed early 
January 2021 with the State of 
Washington, DSHS. 
 
 

Accenture proposes adding the following text at the end of 
Section 27(a):   
“The sole liability of either Party to the other in relation to any 
and all claims in any manner related to the Contract (whether 
in contract, tort, negligence, strict liability in tort, by statute or 
otherwise) will be for direct damages, not to exceed in the 
aggregate an amount equal to the total fees paid or payable to 
Contractor under the Contract.” 
 
Accenture also proposes to replace Section 27(b)(5) as 
follows:  
“(5) Amounts due or obligations under the following sections, if 
included: (i) indemnification; (ii) intellectual property 
indemnification; (iii) inspection and maintenance of records; or 
(iv) or breaches of confidentiality including wrongful disclosure 
of PHI by Contractor or breach of data security requirements, 
not to exceed in the aggregate an amount equal to the total 
fees paid or payable to Contractor under the Contract.” 
 
Finally, Accenture proposes deleting Section 27(b)(6). 
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Sample Contract Proposed Exceptions 
4.  p.14, Section 29 

Ownership/ 
Rights 

Preexisting Material includes any 
modifications and derivatives to such 
materials 
 
These provisions have been agreed 
to in a prior contract signed early 
January 2021 with the State of 
Washington, DSHS. 
 

Accenture proposes amending the first sentence in Section 
29(a) to: “Both Custom Software and Work Product, excluding 
any material that does not originate therefrom (“Preexisting 
Materials,” including all modifications or derivatives thereof, 
which shall be owned by Contractor), and all associated 
documentation designed, developed or installed …” 
 

5.  p. 18, Section 37 
Termination for 
Default 
 

Accenture agrees with the text and 
has a proposed addition to allow for 
30 days prior written notice and the 
ability to cure defaults. 

Accenture proposes adding the following text after Section 
37(d): “and has not been able to cure above defaults within a 
30-day cure period.” 
 

Special Terms and Conditions 

Item Page / Section  Exception Bidder’s Proposed Change 
6.  pp. 31-34, Section 

18 of Special 
Terms 
Insurance 

Accenture currently provide services 
to DSHS under other contracts and 
based on this we are confident that 
Accenture can meet the full intent of 
the insurance provision.   

See following page: Sample Certificate of Insurance 
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Part I

Disclosure Regarding Forward-Looking Statements
This Annual Report on Form 10-K contains forward-looking statements within the meaning of Section 27A of the Securities 
Act of 1933 and Section 21E of the Securities Exchange Act of 1934 (the “Exchange Act”) relating to our operations, results 
of operations and other matters that are based on our current expectations, estimates, assumptions and projections. Words 
such as “may,” “will,” “should,” “likely,” “anticipates,” “expects,” “intends,” “plans,” “projects,” “believes,” “estimates,” 
“positioned,” “outlook” and similar expressions are used to identify these forward-looking statements. These statements are 
not guarantees of future performance and involve risks, uncertainties and assumptions that are difficult to predict. Forward-
looking statements are based upon assumptions as to future events that may not prove to be accurate. Actual outcomes and 
results may differ materially from what is expressed or forecast in these forward-looking statements. Risks, uncertainties and 
other factors that might cause such differences, some of which could be material, include, but are not limited to, the factors 
discussed below under the section entitled “Risk Factors.” Our forward-looking statements speak only as of the date of this 
report or as of the date they are made, and we undertake no obligation to update them, notwithstanding any historical 
practice of doing so. Forward-looking and other statements in this document may also address our corporate responsibility 
progress, plans, and goals (including environmental matters), and the inclusion of such statements is not an indication that 
these contents are necessarily material to investors or required to be disclosed in the Company’s filings with the Securities 
and Exchange Commission. In addition, historical, current, and forward-looking sustainability-related statements may be 
based on standards for measuring progress that are still developing, internal controls and processes that continue to evolve, 
and assumptions that are subject to change in the future.

Available Information
Our website address is www.accenture.com. We use our website as a channel of distribution for company information. We 
make available free of charge on the Investor Relations section of our website (http://investor.accenture.com) our Annual 
Report on Form 10-K, Quarterly Reports on Form 10-Q, Current Reports on Form 8-K and all amendments to those reports 
as soon as reasonably practicable after such material is electronically filed with or furnished to the Securities and Exchange 
Commission (the “SEC”) pursuant to Section 13(a) or 15(d) of the Exchange Act. We also make available through our 
website other reports filed with or furnished to the SEC under the Exchange Act, including our proxy statements and reports 
filed by officers and directors under Section 16(a) of the Exchange Act, as well as our Code of Business Ethics. Financial and 
other material information regarding us is routinely posted on and accessible at http://investor.accenture.com. We do not 
intend for information contained in our website to be part of this Annual Report on Form 10-K.

The SEC maintains an Internet site (http://www.sec.gov) that contains reports, proxy and information statements and other 
information regarding issuers that file electronically with the SEC. Any materials we file with the SEC are available on such 
Internet site.

In this Annual Report on Form 10-K, we use the terms “Accenture,” “we,” the “Company,” “our” and “us” to refer to Accenture 
plc and its subsidiaries. All references to years, unless otherwise noted, refer to our fiscal year, which ends on August 31. 
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Item 1. Business

Overview 
Accenture is a leading global professional services company that helps clients build 
their digital core, transform their operations, and accelerate revenue growth—creating 
tangible value across their enterprises at speed and scale. We are uniquely able to 
create these outcomes because of our broad range of services in strategy and 
consulting, interactive, technology and operations, with digital capabilities across all 
of these services. We combine unmatched industry experience and specialized 
capabilities, together with our culture of innovation and shared success to serve 
clients in more than 120 countries.  

We serve clients in three geographic markets: North 
America, Europe and Growth Markets (Asia Pacific, Latin 
America, Africa and the Middle East). Our geographic 
markets bring together capabilities from across the 
organization in Strategy & Consulting, Interactive, 
Technology and Operations—infusing digital skills and 
industry and functional expertise throughout—to deliver 
value to our clients. 

Our revenues for fiscal 2021 were

$50.5 billion, 
and we employed more than 

624,000 people 
as of August 31, 2021. Our revenues are 
derived primarily from Forbes Global 2000 
companies, governments and government 
agencies. We have 
long-term relationships 
and have partnered with 

98 of our top 100 clients
 in fiscal 2021 for  

> 10 years.

We manage our business through the three geographic 
markets and go to market by industry, leveraging our deep 
expertise across our five industry groups—Communications, 
Media & Technology, Financial Services, Health & Public 
Service, Products and Resources. Our integrated service 
teams meet client needs rapidly and at scale, leveraging our 
network of more than 100 innovation hubs, our technology 
expertise and ecosystem relationships, and our global 
delivery capabilities.

During fiscal 2021, we continued to make significant investments—in strategic acquisitions, in research and 
development (R&D) in our assets, platforms and industry and functional solutions, and in attracting, retaining 
and developing people. These investments help us to further enhance our differentiation and competitiveness 
in the marketplace. Our disciplined acquisition strategy, which is an engine to fuel organic growth, is focused 
on scaling our business in high-growth areas; adding skills and capabilities in new areas; and deepening our 
industry and functional expertise. In fiscal 2021, we invested $4.2 billion across 46 strategic acquisitions, $1.1 
billion in R&D, and $900 million in learning and professional development. At year-end, we had more than 
8,200 patents and pending patent applications worldwide.
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Our Strategy
The core of our growth strategy is delivering 360° value to our clients, our people, our shareholders, our partners and 
communities. Our strategy defines the areas in which we will drive growth, build differentiation via 360° value and enable 
our business to create that value every day. 

Technology is the single biggest driver of change in companies today. We help our clients use technology to build their 
digital core to drive enterprise-wide transformation—such as moving them to the cloud, leveraging data and artificial 
intelligence, and embedding security and sustainability across the enterprise; by transforming their operations—such as 
through our Operations services and Industry X; and by accelerating their revenue growth—such as through creating 
new and meaningful experiences through Interactive.

We leverage our scale and global footprint, innovation capabilities, and strong ecosystem partnerships, together with our 
assets and platforms including MyWizard, MyNav and SynOps, to consistently deliver tangible value for our clients.

We believe our clients need our focus on 360° value, which we define as delivering the financial business case and 
unique value a client may be seeking, and striving to partner with our clients through our Sustainability Value Promise to 
achieve greater progress on inclusion and diversity, reskill and upskill our clients’ employees, help our clients achieve 
their sustainability goals, and create meaningful experiences, both with Accenture and for the customers and employees 
of our clients.

Key enablers of our growth strategy include: 
Our People—As a talent- and innovation-led organization, across our entire business our people have 
highly specialized skills that drive our differentiation and competitiveness. We care deeply for our people, 
and are committed to a culture of shared success, to investing in our people to provide them with 
boundaryless opportunities to learn and grow in their careers through their work experience and continued 
development, training and reskilling, and to helping them achieve their aspirations both professionally and 
personally. We have an unwavering commitment to inclusion and diversity;

Our Commitment—We are a purpose-driven company, committed to delivering on the promise of 
technology and human ingenuity by continuously innovating and developing leading-edge ideas and 
leveraging emerging technologies in anticipation of our clients’ needs. Our culture is underpinned by our 
core values and Code of Business Ethics, which are key drivers of the trust our clients and partners place 
in us; and

Our Foundation—Our growth model, which leverages our global sales and client experience, enables us 
to be close to our clients, people and partners to scale efficiently. Our enduring shareholder value creation 
model also is a key element of the foundation that enables us to execute on our growth strategy through 
the financial value it creates. 

Geographic Markets
Our geographic markets, North America, Europe and Growth 
Markets, bring together integrated service teams, which 
typically consist of industry and functional experts, technology 
and capability specialists and professionals with local market 
knowledge and experience, to meet client needs. The 
geographic markets have primary responsibility for building 
and sustaining long-term client relationships; bringing together 
our expertise and collaborating with the other parts of our 
business to sell and deliver our full range of services and 
capabilities; ensuring client satisfaction; and achieving 
revenue and profitability objectives.

While we serve clients in locally relevant ways, our global 
footprint and scale in every major country give us the ability to 
leverage our experience and people from around the world to 
accelerate outcomes for our clients. 

Our three geographic markets are our reporting segments. 
The percent of our revenues represented by each market is 
shown at right.

Percent of Fiscal 2021 Revenue

 

20% —
Growth
Markets

33% —
Europe

47% —
North
America
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Services
Strategy & Consulting 
Strategy & Consulting works with C-suite executives and boards of the world’s leading organizations, helping them 
accelerate their digital transformation to enhance competitiveness, grow profitability and deliver sustainable stakeholder 
value. We use our deep industry and functional expertise underpinned by technology, data, analytics, artificial intelligence, 
and innovation to help clients capture more growth and solve a diverse set of business challenges, including identifying and 
developing new markets, products and services; improving sales and customer experience; optimizing cost structures; 
maximizing human performance; harnessing data to improve decision-making; mitigating risk and enhancing security; 
implementing modern change management programs; shaping and delivering value from large-scale cloud migrations; 
building more resilient supply chains; and digitizing manufacturing and operations with smart, connected products and 
platforms.

Interactive
Interactive combines creativity and technology to deliver meaningful experiences that drive sustainable growth and value for 
our clients. Our capabilities span ideation to execution: growth, product and culture design; technology and experience 
platforms; creative, media and marketing strategy; and campaign, content and channel orchestration. With strong client 
relationships and deep industry and function expertise, we are uniquely positioned to design, build, communicate and run 
experiences, reimagining the entire journey for customers, employees, patients and citizens alike. We embed this focus on 
experience across our services.

Technology
Technology provides innovative and comprehensive services and solutions that span cloud; systems integration and 
application management; security; intelligent platform services; infrastructure services; software engineering services; data 
and artificial intelligence; and global delivery through our Advanced Technology Centers. We continuously innovate our 
services, capabilities and platforms through early adoption of new technologies such as blockchain, robotics, 5G, quantum 
computing and Edge computing. We provide a powerful range of capabilities that addresses the challenges faced by 
organizations today, including how to manage change and develop new growth opportunities.

Technology also includes the innovation and R&D activities in our Labs and our investments in emerging technologies 
through Accenture Ventures. Our innovation hubs around the world help clients innovate at unmatched speed, scope and 
scale. We have strong relationships with the world’s leading technology companies, as well as emerging start-ups, which 
enable us to enhance our service offerings, augment our capabilities and deliver distinctive business value to our clients. Our 
strong ecosystem relationships provide a significant competitive advantage, and we are a key partner of a broad range of 
technology providers, including Adobe, Alibaba, Amazon Web Services, Blue Yonder, Cisco, Dell, Google, HPE, IBM RedHat, 
Microsoft, Oracle, Pegasystems, Salesforce, SAP, ServiceNow, VMWare, Workday and many others. We push the 
boundaries of what technology can enable and help clients get the most value and best capabilities out of platforms.

Operations
We operate business processes on behalf of clients for specific enterprise functions, including finance and accounting, 
sourcing and procurement, supply chain, marketing and sales, as well as industry-specific services, such as platform trust 
and safety, banking, insurance and health services. We help organizations to reinvent themselves through intelligent 
operations, enabled by SynOps, our human-machine platform, powered by data and analytics, artificial intelligence, digital 
technology and exceptional people to provide tangible business outcomes at speed and scale, including improved 
productivity and customer experiences as well as sustained long-term growth. 
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Industry Groups  
One of our competitive advantages is the depth and breadth of our industry expertise. Our industry focus gives us an 
understanding of industry evolution, business issues and new and emerging technologies, enabling us to deliver innovative 
solutions tailored to each client. It also allows us to bring cross-industry insights to our clients to accelerate value creation. 
Our industry experience and capabilities are organized in the following five industry groups.  

Communications, Media & Technology 
FY21 Revenues of $10.3B 

Communications & Media High Tech Software & Platforms

Clients Served

Wireline, wireless, broadcast, entertainment, print, 
publishing, cable and satellite communications service 
providers

Enterprise technology, network 
equipment, semiconductor, 
consumer technology, 
aerospace & defense, and 
medical equipment companies

Cloud-based enterprise and consumer 
software companies; and social, commerce, 
content, advertising and gaming platform 
companies

Percent of Group’s FY21 Revenue

43% 20% 37%

Financial Services 
FY21 Revenues of $9.9B 

Banking & Capital Markets Insurance

Clients Served

Retail and commercial banks, mortgage lenders, payment providers, corporate and investment banks, 
private equity firms, market infrastructure providers, wealth and asset management firms, broker/dealers, 
depositories, exchanges, clearing and settlement organizations, and other diversified financial enterprises

Property and casualty, life and 
annuities and group benefits 
insurers, reinsurance firms and 
insurance brokers

Percent of Group’s FY21 Revenue

69% 31%

Health & Public Service 
FY21 Revenues of $9.5B 

Health Public Service

Clients Served

Healthcare providers, such as hospitals, 
public health systems, policy-making 
authorities, health insurers (payers), and 
industry organizations and associations

Defense departments and military forces; public safety authorities; justice departments; 
human and social services agencies; educational institutions; non-profit organizations; 
cities; and postal, customs, revenue and tax agencies

Percent of Group’s FY21 Revenue

34% 66%

Our work with clients in the U.S. federal government is delivered through Accenture Federal Services, a U.S. company and a 
wholly owned subsidiary of Accenture LLP, and represented approximately 32% of our Health & Public Service industry 
group’s revenues and 13% of our North America revenues in fiscal 2021. 
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Products 
FY21 Revenues of $14.0B 

Consumer Goods, Retail & Travel Services Industrial Life Sciences

Clients Served

Food and beverage, household goods, personal care, tobacco, 
fashion/apparel, agribusiness and consumer health companies; 
supermarkets, hardline retailers, mass-merchandise 
discounters, department stores and specialty retailers; aviation; 
and hospitality and travel services companies

Industrial & electrical equipment 
manufacturers and industrial 
suppliers; and construction, heavy 
equipment, consumer durables, 
engineering services, real estate, 
business services, freight & 
logistics, and automotive and public 
transportation companies

Biopharmaceutical, medical 
technology, and biotechnology 
companies and distributors

Percent of Group’s FY21 Revenue

51% 25% 23%

Amounts do not total due to rounding.

Resources 
FY21 Revenues of $6.9B 

Chemicals & Natural Resources Energy Utilities

Clients Served

Petrochemicals, specialty chemicals, 
polymers and plastics, gases and 
agricultural chemicals companies, as 
well as the metals, mining, forest 
products and building materials 
industries

Companies in the oil and gas industry, 
including upstream, midstream, 
downstream, oilfield services, clean 
energy and energy trading companies

Electric, gas and water utilities; new energy providers

Percent of Group’s FY21 Revenue

28% 24% 47%

Amounts do not total due to rounding.

People
Overview
We are a talent- and innovation-led organization with over 624,000 people as of August 31, 2021, whose skills and 
specialization are a significant source of competitive differentiation. We serve clients at any given time in more than 120 
countries, with offices and operations in 50 countries. The majority of our people are in India, the Philippines and the U.S. We 
have a culture of shared success, which is defined as success for our clients, our people, our shareholders, our partners and 
our communities. That culture is built upon four tangible building blocks—our beliefs, our behaviors, the way we develop and 
reward our people and the way we do business.  

Our Beliefs and Behaviors 
Our leadership essentials set the standard for what we expect of all our people: 

• always do the right thing, in every decision and action; 

• lead with excellence, confidence and humility, as demonstrated by being a learner, building great teams and being 
naturally collaborative; 

• exemplify client-centricity and a commitment to client value creation; 

• act as a true partner, to each other, our clients, our ecosystem and our communities; 

• care deeply for all our people to help them achieve their aspirations professionally and personally; 
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• live our unwavering commitment to inclusion, diversity and equality, as demonstrated by personal impact and 
overall results; 

• have the courage to change and the ability to bring our people along the journey; and 

• actively innovate—looking across Accenture, at what we are doing for clients and externally to partners, competitors, 
start-ups, clients, academia and analysts—to learn, respectfully challenge our assumptions and apply the innovation, 
and cultivate and reward our people for doing the same.

Listening to the voices of our people provides the input to ensure that they have the tools and resources to do their jobs and 
the right learning opportunities, and that they experience a positive, respectful and inclusive work environment. We do this on 
an ongoing basis across various channels, including surveys and forums. One of our surveys, our Conduct Counts Survey, 
which measures how our people experience our culture, shows that 87% of our global respondents believe they can work to 
their potential because they are in an environment where they are treated with respect and in an appropriate manner.

Our commitment to inclusion and diversity unleashes innovation and we believe creates an environment where all of our 
people have an opportunity to feel they belong, advance and thrive. In connection with our priorities around inclusion and 
diversity, we set goals, share them publicly, collect data to continuously improve and hold our leaders accountable. We now 
have more than 275,000 women, representing 46% of our workforce, which is tracking well against our goal of 50% by 2025. 
And, after achieving our goal of 25% women managing directors by the end of fiscal year 2020, we set a new goal of 30% by 
2025. We are also making progress against our 2025 race and ethnicity goals in the U.S., the U.K, and South Africa, which 
we announced in 2020. 

Through the entire talent lifecycle, we are committed to being inclusive and diverse—from discovering, to hiring, to 
developing and advancing our people. This commitment extends to equal pay. Pay equity at Accenture means that our 
people receive pay that is fair and consistent when considering similarity of work, location and tenure at career level. We 
conduct an annual pay equity review, and our last review was conducted in February 2021. As of February 1, 2021, we have 
dollar-for-dollar, 100% pay equity for women compared to men in every country where we operate. By race and ethnicity, we 
likewise have dollar-for-dollar, 100% pay equity in countries where we collect this data (the U.S., the U.K. and South Africa). 

The Way We Develop and Reward Our People 
We invested $900 million in continuous learning and development so our people remain highly relevant. With our digital 
learning platform, Accenture Connected Learning, we delivered over 31 million training hours, an increase of 43% compared 
with fiscal 2020, with an average of approximately 60 hours of training per person. 

We promoted more than 120,000 people in fiscal 2021. In addition, we paid a one-time bonus to all of our people below 
managing director to recognize their contributions and dedication to our clients during the COVID-19 pandemic.

We balance our supply of skills with changes in client demand. We do this through adjusting hiring and managing our attrition 
(both voluntary and involuntary). In fiscal 2021, we increased our workforce by approximately 118,000 people. For fiscal 
2021, attrition, excluding involuntary terminations, was 14%, up from 12% in fiscal 2020. For the fourth quarter of fiscal 2021, 
annualized attrition, excluding involuntary terminations, was 19% up from 17% in the third quarter of fiscal 2021. 

Accenture’s total rewards consist of cash compensation, equity and a wide range of benefits. Our total rewards program is 
designed to recognize our people’s skills, contributions and career progression. Base salary, bonus and equity are tailored to 
the market where our people work and live. Certain rewards, like equity and bonuses, are opportunities for our people to 
share in the overall success of our company. As our people advance in their careers, they have greater opportunities to be 
rewarded.

The Way We Do Business
At Accenture, our people care deeply about doing the right thing. Together, we have proven that we can succeed—providing 
value to our clients and shareholders and opportunities for our people—while being a powerful force for good. Our shared 
commitment to operating with the highest ethical standards and making a positive difference in everything we do is what 
makes Accenture special. We believe in transparency, that transparency builds trust, and that we must earn the trust of our 
clients, our people, our partners and our communities each and every day.

Our Code of Business Ethics is organized into six fundamental behaviors: Make Your Conduct Count; Comply with Laws; 
Deliver for Our Clients; Protect People, Information and Our Business; Run Our Business Responsibly; and Be a Good 
Corporate Citizen. It applies to all our people—regardless of their title or location. With our Code of Business Ethics, we want 
to help our people make ethical behavior a natural part of what we do every day—with each other, our clients, our partners 
and our communities.

Our Health, Safety and Well-Being
We are committed to creating a place where people can be successful both professionally and personally. We take a holistic 
view of well-being—including physical, mental, emotional and financial well-being—providing specially defined programs and 
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practices to support this holistic view. 

In FY21, as it relates to COVID-19, we have supported our people with the expansion of critical programs, including, in many 
counties, 24/7 telemedicine, care-at-home services, proctored distance learning for school-aged children, virtual childcare, 
enhanced insurance coverage, mental health support and testing and vaccination services. The pandemic has negatively 
affected many people’s mental health around the globe. We used new digital tools and initiatives to help employees cope 
with the demands and stresses of the compounding crises, and to strengthen their mental resilience. Those programs 
include access to in-person and virtual counseling and support, to digital tools like Calm and Wysa, to our Mental Health Ally 
program and to our many Thrive Global programs—Thriving Together, Thrive Reset and Thriving Mind—which have 
collectively been completed by over 152,000 of our people and bring science-based solutions to lower stress, enhance well-
being and productivity, and build resilience and belonging.

To promote health and safety and to reduce the risk of COVID-19 transmission, we actively connected our people and their 
families to effective testing in multiple ways—home testing kits, in office testing, and through pharmacies close to where they 
live. We have administered vaccinations in ten countries, including the U.S., India and the Philippines, through Accenture-
hosted or organized onsite events and clinics. We have also provided paid time off for all our people to receive their full 
vaccine course, as well as their eligible dependents. 

Environmental Sustainability
For more than a decade, we have continually set challenging environmental goals for ourselves, innovating our approach to 
environmental sustainability and making strategic investments. In alignment with the Paris Climate Agreement, we’ve 
pledged to do our part to keep global warming below 1.5° Celsius by joining the more than 400 companies that have signed 
the UN Global Compact’s Business Ambition for 1.5° Pledge to date. We have also pledged to achieve net-zero emissions by 
2025, move to zero waste and plan for water risk. 

As a professional services company, the most significant aspects of our environmental footprint are the greenhouse gas 
emissions related to electricity used in our locations and travel. To meet our commitment to achieve net-zero emissions by 
2025: 

• we plan to meet our office energy needs with 100% renewable electricity by 2023—in September 2021, we announced 
that we had reached 50% renewable electricity—and equip our people to make climate smart travel decisions;

• we will require 90% of our key suppliers to disclose their environmental targets and actions being taken to reduce 
emissions by 2025; and

• to address remaining emissions, we are investing in nature-based carbon removal solutions that will directly remove 
carbon from the atmosphere. 

To move towards zero waste, we will reuse or recycle 100% of our e-waste, such as computers and servers, as well as all of 
our office furniture, by 2025, and post-pandemic we have committed to eliminating single-use plastics in our locations. 

To plan for water risk, we are developing plans to reduce the impact of flooding, drought and water scarcity on our business 
and our people in high-risk areas. 

Global Delivery Capability
A key differentiator is our global delivery capability, powered by the world’s largest network of Advanced Technology and 
Intelligent Operations Centers. This allows us to bring the right people at the right time to our clients from anywhere in the 
world—both in physical and virtual working environments—a capability that is particularly crucial as business needs and 
conditions change rapidly. Our global approach provides scalable innovation; standardized processes, methods and tools; 
automation and artificial intelligence; industry expertise and specialized capabilities; cost advantages; foreign language 
fluency; proximity to clients; and time zone advantages—to deliver high-quality solutions. Emphasizing quality, productivity, 
reduced risk, speed to market and predictability, our global delivery model supports all parts of our business to provide clients 
with price-competitive services and solutions. 

Innovation and Intellectual Property 
We are committed to developing leading-edge ideas and leveraging emerging technologies and we see innovation as a 
source of competitive advantage. We use our investment in R&D—on which we spent $1.1 billion, $871 million, and $800 
million in fiscal 2021, 2020 and 2019, respectively—to help clients address new realities in the marketplace and to face the 
future with confidence.
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Our innovation experts work with clients across the world to imagine their future, build and co-create innovative business 
strategies and technology solutions, and then scale those solutions to sustain innovation. We harness our unique intellectual 
property to deliver these innovation services.

We leverage patent, trade secret and copyright laws as well as contractual arrangements and confidentiality procedures to 
protect the intellectual property in our innovative services and solutions. These include our proprietary platforms, software, 
reusable knowledge capital, and other innovations. We also have policies to respect the intellectual property rights of third 
parties, such as our clients, partners, vendors and others. As of August 31, 2021, we had a portfolio of more than 8,200 
patents and pending patent applications worldwide. 

We believe our combination of people, assets and capabilities, including our global network of more than 100 innovation 
hubs, makes Accenture one of the leading strategic innovation partners for our clients. We have deep expertise in innovation 
consulting including strategy, culture change and building new business models through to long-term technology innovation, 
which creates the products and markets of the future. 

This is all supported by our Innovation Architecture, which includes Accenture Research, Accenture Ventures and Accenture 
Labs as well as our Studios, Innovation Centers and Delivery Centers. Our research and thought leadership teams help 
identify market, technology and industry trends. Accenture Ventures partners with and invests in growth-stage companies 
that create innovative enterprise technologies. Accenture Labs incubate and prototype new concepts through applied 
research and development projects. Within this, the Technology Incubation Group incubates and applies emerging 
technology innovation to business architectures, including blockchain, extended reality and quantum.

To protect Accenture’s brands, we rely on intellectual property laws and trademark registrations held around the world. 
Trademarks appearing in this report are the trademarks or registered trademarks of Accenture Global Services Limited, 
Accenture Global Solutions Limited, or third parties, as applicable.

Competition
Accenture operates in a highly competitive and rapidly changing global marketplace. We compete with a variety of 
organizations that offer services and solutions competitive with those we offer—but we believe no other company offers the 
full range of services at scale that Accenture does, which uniquely positions us in a highly competitive market. Our clients 
typically retain us on a non-exclusive basis. 

Our competitors include large multinational IT service providers, including the services arms of large global technology 
providers; off-shore IT service providers in lower-cost locations, particularly in India; accounting firms and consultancies that 
provide consulting and other IT services and solutions; solution or service providers that compete with us in a specific 
geographic market, industry or service area, including advertising agencies, engineering services providers and technology 
start-ups; and in-house IT departments of large corporations that use their own resources rather than engage an outside firm. 

We believe Accenture competes successfully in the marketplace because:

• We are focused on delivering 360° value, which we define as the financial business case and unique value a client 
may be seeking, and striving to partner with our clients to achieve greater progress on inclusion and diversity, reskill our 
clients’ employees, help our clients achieve their sustainability goals, and create meaningful experiences, both with 
Accenture and for the customers and employees of our clients;

• We are a trusted partner with long-term client relationships and a proven track record for delivering on large, complex 
programs that drive tangible value;  

• We provide a broad range of services with our unique approach to bring integrated service teams at scale and 
have a significant presence in every major geographic market, enabling us to leverage our global expertise in a local 
context and deliver tangible value; 

• We have deep industry and cross-industry expertise, which enable us to accelerate value as clients transform their 
products, customer experiences and business operations;  

• Our industry-leading Innovation Architecture—including Accenture Research, Accenture Ventures and Accenture 
Labs as well as our Studios, Innovation Centers and Delivery Centers—reflects our commitment to continuous 
innovation and enables us to rapidly identify, incubate, and scale emerging technology solutions for our clients;  

• The breadth and scale of our technology capabilities, combined with our strong relationships with our technology 
ecosystem partners, enable us to help clients transform and re-platform in a sustainable way at speed; and  

• Our goal is to recruit the most talented people in our markets, and we have an unwavering commitment to inclusion 
and diversity, which creates an environment that unleashes innovation, and a world-class learning organization that 
helps us continuously invest in the development of our people.
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Information About Our Executive Officers 
Our executive officers as of October 15, 2021 are as follows:

Gianfranco Casati, 62, became our chief executive officer—Growth Markets in January 2014. From 
September 2006 to January 2014, he served as our group chief executive—Products. From April 
2002 to September 2006, Mr. Casati was managing director of the Products Europe operating unit. 
He also served as our country managing director for Italy and as chairman of our geographic council 
in its IGEM (Italy, Greece, emerging markets) region, supervising our offices in Italy, Greece and 
several Eastern European countries. Mr. Casati has been with Accenture for 37 years.

Richard P. Clark, 60, became our chief transformation officer, business enablement in September 
2021 and has served as our chief accounting officer since September 2013. Mr. Clark also served as 
our corporate controller from September 2010 to September 2021. Prior to that, Mr. Clark served as 
our senior managing director of investor relations from September 2006 to September 2010. 
Previously, he served as our finance director—Communications, Media & Technology from July 
2001 to September 2006, and as our finance director—Resources from 1998 to July 2001. Mr. Clark 
has been with Accenture for 38 years.

Jo Deblaere, 59, became our chief operating officer in September 2009. Mr. Deblaere also served 
as our chief executive—Europe from January 2014 to February 2020. From September 2006 to 
September 2009, Mr. Deblaere served as our chief operating officer—Outsourcing. Prior to that, 
from September 2005 to September 2006, he led our global network of business process 
outsourcing delivery centers. From September 2000 to September 2005, he had overall 
responsibility for work with public-sector clients in Western Europe. Mr. Deblaere has been with 
Accenture for 36 years.

Jimmy Etheredge, 58, became our chief executive officer—North America in September 2019. 
From December 2016 to September 2019, Mr. Etheredge served as senior managing director—U.S. 
Southeast, responsible for our business in 10 states, including the key markets of Atlanta, Charlotte 
and Washington, D.C. Previously, he served as senior managing director—Products in North 
America from 2011 until December 2016. Mr. Etheredge has been with Accenture for 36 years. 

KC McClure, 56, became our chief financial officer in January 2019. From June 2018 to January 
2019, she served as managing director—Finance Operations, where she led our finance operations 
across the entirety of our businesses. From December 2016 to May 2018, she served as our finance 
director—Communications, Media & Technology. Prior to assuming that role, she served as our 
head of investor relations from September 2010 to November 2016, and from March 2002 to August 
2010, she served as our finance director—Health & Public Service. Ms. McClure has been with 
Accenture for 33 years.

Jean-Marc Ollagnier, 59, became our chief executive officer—Europe in March 2020. From March 
2011 to March 2020, Mr. Ollagnier served as our group chief executive—Resources. From 
September 2006 to March 2011, Mr. Ollagnier led Resources in Europe, Latin America, the Middle 
East and Africa. Previously, he served as our global managing director—Financial Services 
Solutions group and as our geographic unit managing director—Gallia. Mr. Ollagnier has been with 
Accenture for 35 years.
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Ellyn J. Shook, 58, became our chief leadership officer in December 2015 and has also served as 
our chief human resources officer since March 2014. From 2012 to March 2014, Ms. Shook was our 
senior managing director—Human Resources and head of our Human Resources Centers of 
Expertise. From 2004 to 2011, she served as the global human resources lead for career 
management, performance management, total rewards, employee engagement and mergers and 
acquisitions. Ms. Shook has been with Accenture for 33 years.

Julie Sweet, 54, became chair of our Board of Directors in September 2021 and has served as our 
chief executive officer since September 2019. From June 2015 to September 2019, she served as 
our chief executive officer—North America. From March 2010 to June 2015, she served as our 
general counsel, secretary and chief compliance officer. Prior to joining Accenture in 2010, Ms. 
Sweet was a partner for 10 years in the law firm Cravath, Swaine & Moore LLP, which she joined as 
an associate in 1992. Ms. Sweet has been with Accenture for 11 years and has served as a director 
since September 2019.

Joel Unruch, 43, became our general counsel in September 2019 and has served as our corporate 
secretary since June 2015. Mr. Unruch also served as our chief compliance officer from September 
2019 to January 2020. Mr. Unruch joined Accenture in 2011 as our assistant general counsel and 
assistant secretary and also oversaw ventures & acquisitions and alliances & ecosystems practices 
for our legal group. Prior to joining Accenture, Mr. Unruch was corporate counsel at Amazon.com 
and previously an associate in the corporate department of the law firm Cravath, Swaine & Moore 
LLP. Mr. Unruch has been with Accenture for 10 years.

Organizational Structure 
Accenture plc was incorporated in Ireland on June 10, 2009 as a public limited company. We operate our business through 
subsidiaries of Accenture plc. 

The Consolidated Financial Statements reflect the ownership interests in Accenture Canada Holdings Inc. held by certain 
current and former members of Accenture Leadership as noncontrolling interests. The noncontrolling ownership interests 
percentage was less than 1% as of August 31, 2021. “Accenture Leadership” is comprised of members of our global 
management committee (our primary management and leadership team, which consists of approximately 50 of our most 
senior leaders), senior managing directors and managing directors.  
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Item 1A. Risk Factors  

In addition to the other information set forth in this report, you should carefully 
consider the following factors which could materially adversely affect our business, 
financial condition, results of operations (including revenues and profitability) and/or 
stock price. Our business is also subject to general risks and uncertainties that may 
broadly affect companies, including us. Additional risks and uncertainties not 
currently known to us or that we currently deem to be immaterial also could materially 
adversely affect our business, financial condition, results of operations and/or stock 
price. Risks in this section are grouped in the following categories: (1) Business Risks; 
(2) Financial Risks; (3) Operational Risks; and (4) Legal and Regulatory Risks. Many 
risks affect more than one category, and the risks are not in order of significance or 
probability of occurrence because they have been grouped by categories.

Business Risks
The COVID-19 pandemic has impacted our business and operations, and the extent to which it 
will continue to do so and its impact on our future financial results are uncertain.
The COVID-19 pandemic and the actions taken by governments, businesses and individuals in response to the pandemic 
have adversely impacted our operations and could in the future materially adversely impact our business, operations and 
financial results.

The extent to which the coronavirus pandemic will continue to impact our business, operations and financial results will 
depend on numerous evolving factors that are difficult to accurately predict, including: the duration and scope of the 
pandemic; the emergence and virulence of new variants, which may cause and impact the severity of additional outbreaks; 
how quickly and to what extent normal economic activity resumes; the availability and effectiveness of vaccines and 
treatments for COVID-19 globally; vaccination against COVID-19 as a condition of employment, as we have required in the 
U.S., or as a condition of entry to our or our clients’ offices; government, business and individuals’ actions in response to the 
pandemic; the impact on our ability to innovate; and the effect on our clients and client demand for our services and 
solutions. 

The closures of our and our clients’ offices, and restrictions inhibiting our people’s ability to access those offices, disrupted 
our business and operations and may do so again in the future. In addition, our employees continue to face challenges in 
their well-being, given the additional financial, family and health burdens that many employees have experienced and could 
continue to experience because of the pandemic that may negatively impact our people’s mental and physical health, 
engagement and retention. 

Any of these events could cause, contribute to or magnify the other risks and uncertainties enumerated below and could 
materially adversely affect our business, financial condition, results of operations and/or stock price.

Our results of operations have been, and may in the future be, adversely affected by volatile, 
negative or uncertain economic and political conditions and the effects of these conditions on 
our clients’ businesses and levels of business activity. 
Global macroeconomic and geopolitical conditions affect our clients’ businesses and the markets they serve. Volatile, 
negative and uncertain economic and political conditions have in the past undermined and could in the future undermine 
business confidence in our significant markets and other markets, which are increasingly interdependent, causing our clients 
to reduce or defer their spending on new initiatives and technologies, and resulting in clients reducing, delaying or eliminating 
spending under existing contracts with us, which negatively affects our business. Growth in the markets we serve could be at 
a slow rate, or could stagnate or contract, in each case, for an extended period of time. Because we operate globally and 
have significant businesses in many markets, an economic slowdown in any of those markets could adversely affect our 
results of operations. 

Ongoing economic and political volatility and uncertainty and changing demand patterns affect our business in a number of 
other ways, including making it more difficult to accurately forecast client demand and effectively build our revenue and 
resource plans, particularly in consulting. Economic and political volatility and uncertainty is particularly challenging because 
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it may take some time for the effects and changes in demand patterns resulting from these and other factors to manifest 
themselves in our business and results of operations. Changing demand patterns from economic and political volatility and 
uncertainty, including as a result of the COVID-19 pandemic, changes in global trade policies, increasing geopolitical 
tensions and trends such as populism and economic nationalism and their impact on us, our clients and the industries we 
serve, could continue to have a significant negative impact on our results of operations. 

Our business depends on generating and maintaining ongoing, profitable client demand for 
our services and solutions, including through the adaptation and expansion of our services 
and solutions in response to ongoing changes in technology and offerings, and a significant 
reduction in such demand or an inability to respond to the evolving technological environment 
could materially affect our results of operations. 
Our revenue and profitability depend on the demand for our services and solutions with favorable margins, which could be 
negatively affected by numerous factors, many of which are beyond our control and unrelated to our work product. As 
described above, volatile, negative or uncertain global economic and political conditions and lower growth or contraction in 
the markets we serve have adversely affected and could in the future adversely affect client demand for our services and 
solutions. Our success depends, in part, on our ability to continue to develop and implement services and solutions that 
anticipate and respond to rapid and continuing changes in technology and offerings to serve the evolving needs of our 
clients. Examples of areas of significant change include digital-, cloud- and security-related offerings, which are continually 
evolving, as well as developments in areas such as artificial intelligence, augmented reality, automation, blockchain, Internet 
of Things, quantum and Edge computing, infrastructure and network engineering, intelligent connected products, digital 
engineering and manufacturing, and as-a-service solutions. As we expand our services and solutions into these new areas, 
we may be exposed to operational, legal, regulatory, ethical, technological and other risks specific to such new areas, which 
may negatively affect our reputation and demand for our services and solutions.

Technological developments may materially affect the cost and use of technology by our clients and, in the case of cloud and 
as-a-service solutions, could affect the nature of how we generate revenue. Some of these technological developments have 
reduced and replaced some of our historical services and solutions and may continue to do so in the future. This has caused, 
and may in the future cause, clients to delay spending under existing contracts and engagements and to delay entering into 
new contracts while they evaluate new technologies. Such technological developments and spending delays can negatively 
impact our results of operations if we are unable to introduce new pricing or commercial models that reflect the value of these 
technological developments or if the pace and level of spending on new technologies are not sufficient to make up any 
shortfall. 

Developments in the industries we serve, which may be rapid, also could shift demand to new services and solutions. If, as a 
result of new technologies or changes in the industries we serve, our clients demand new services and solutions, we may be 
less competitive in these new areas or need to make significant investment to meet that demand. Our growth strategy 
focuses on responding to these types of developments by driving innovation that will enable us to expand our business into 
new growth areas. If we do not sufficiently invest in new technology and adapt to industry developments, or evolve and 
expand our business at sufficient speed and scale, or if we do not make the right strategic investments to respond to these 
developments and successfully drive innovation, our services and solutions, our results of operations, and our ability to 
develop and maintain a competitive advantage and to execute on our growth strategy could be adversely affected. 

We operate in a rapidly evolving environment in which there currently are, and we expect will continue to be, new technology 
entrants. New services or technologies offered by competitors or new entrants may make our offerings less differentiated or 
less competitive when compared to other alternatives, which may adversely affect our results of operations. In addition, 
companies in the industries we serve sometimes seek to achieve economies of scale and other synergies by combining with 
or acquiring other companies. If one of our current clients merges or consolidates with a company that relies on another 
provider for the services and solutions we offer, we may lose work from that client or lose the opportunity to gain additional 
work if we are not successful in generating new opportunities from the merger or consolidation. In a particular geographic 
market, service or industry group, a small number of clients have contributed, or may, in the future contribute, a significant 
portion of the revenues of such geographic market, service or industry group, and any decision by such a client to delay, 
reduce, or eliminate spending on our services and solutions could have a disproportionate impact on the results of 
operations in the relevant geographic market, service or industry group. 

Many of our consulting contracts are less than 12 months in duration, and these contracts typically permit a client to 
terminate the agreement with as little as 30 days’ notice. Longer-term, larger and more complex contracts, such as the 
majority of our outsourcing contracts, generally require a longer notice period for termination and often include an early 
termination charge to be paid to us, but this charge might not be sufficient to cover our costs or make up for anticipated 
ongoing revenues and profits lost upon termination of the contract. Many of our contracts allow clients to terminate, delay, 
reduce or eliminate spending on the services and solutions we provide. Additionally, a client could choose not to retain us for 
additional stages of a project, try to renegotiate the terms of its contract or cancel or delay additional planned work. When 
contracts are terminated or not renewed, we lose the anticipated revenues, and it may take significant time to replace the 
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level of revenues lost. Consequently, our results of operations in subsequent periods could be materially lower than 
expected. The specific business or financial condition of a client, changes in management and changes in a client’s strategy 
are also all factors that can result in terminations, cancellations or delays. 

If we are unable to keep our supply of skills and resources in balance with client demand 
around the world and attract and retain professionals with strong leadership skills, our 
business, the utilization rate of our professionals and our results of operations may be 
materially adversely affected. 
Our success is dependent, in large part, on our ability to keep our supply of market-leading skills and capabilities in balance 
with client demand around the world and our ability to attract and retain personnel with the knowledge and skills to lead our 
business globally. We must hire or reskill, retain and motivate appropriate numbers of talented people with diverse skills in 
order to serve clients across the globe, respond quickly to rapid and ongoing changes in demand, technology, industry and 
the macroeconomic environment, and continuously innovate to grow our business. For example, if we are unable to hire or 
retrain our employees to keep pace with the rapid and continuous changes in technology and the industries we serve, we 
may not be able to innovate and deliver new services and solutions to fulfill client demand. There is competition for scarce 
talent with market-leading skills and capabilities in new technologies, and our competitors have directly targeted our 
employees with these highly sought-after skills and will likely continue to do so. As a result, we may be unable to cost-
effectively hire and retain employees with these market-leading skills, which may cause us to incur increased costs, or be 
unable to fulfill client demand for our services and solutions. 

We are particularly dependent on retaining members of Accenture Leadership with critical capabilities. If we are unable to do 
so, our ability to innovate, generate new business opportunities and effectively lead large and complex transformations and 
client relationships could be jeopardized. We depend on identifying, developing and retaining top talent to innovate and lead 
our businesses. This includes developing talent and leadership capabilities in emerging markets, where the depth of skilled 
employees may be limited. Our ability to expand in our key markets depends, in large part, on our ability to attract, develop, 
retain and integrate both leaders for the local business and people with critical capabilities. 

Similarly, our profitability depends on our ability to effectively source and staff people with the right mix of skills and 
experience to perform services for our clients, including our ability to transition employees to new assignments on a timely 
basis. The costs associated with recruiting and training employees are significant. If we are unable to effectively deploy our 
employees globally and remotely on a timely basis to fulfill the needs of our clients, our profitability could suffer. If our 
utilization rate is too low, our profitability and the engagement of our employees could suffer. If the utilization rate of our 
professionals is too high, it could have an adverse effect on employee engagement and attrition, the quality of the work 
performed as well as our ability to staff projects. 

Our equity-based incentive compensation plans are designed to reward high-performing individuals for their contributions 
and provide incentives for them to remain with us. If the anticipated value of such incentives does not materialize because of 
volatility or lack of positive performance in our stock price, or if our total compensation package is not viewed as being 
competitive, our ability to attract and retain the personnel we need could be adversely affected. In addition, if we do not 
obtain the shareholder approval needed to continue granting equity awards under our share plans in the amounts we believe 
are necessary, our ability to attract and retain personnel could be negatively affected. 

There is a risk that at certain points in time, we may have more personnel than we need in certain skill sets or geographies or 
at compensation levels that are not aligned with skill sets. In these situations, we have engaged, and may in the future 
engage, in actions to rebalance our resources, including reducing the rate of new hires and increasing involuntary 
terminations as a means to keep our supply of skills and resources in balance with client demand. At certain times and in 
certain geographical regions, we will find it difficult to hire and retain a sufficient number of employees with the skills or 
backgrounds to meet current and/or future demand. In these cases, we might need to redeploy existing personnel or 
increase our reliance on subcontractors to fill certain labor needs, and if not done effectively, our profitability could be 
negatively impacted. Additionally, as demand for our services and solutions has escalated at a high rate, to hire and retain 
people with the skills necessary to meet demand we have and may continue to adjust compensation, which puts upward 
pressure on our costs and may adversely affect our profitability if we are unable to recover these increased costs. If we are 
not successful in these initiatives, our results of operations could be adversely affected.  

We face legal, reputational and financial risks from any failure to protect client and/or 
Accenture data from security incidents or cyberattacks. 
We are dependent on information technology networks and systems to securely process, transmit and store electronic 
information and to communicate among our locations around the world and with our people, clients, alliance partners and 
vendors. As the breadth and complexity of this infrastructure continues to grow, including as a result of the increasing 
reliance on, and use of, mobile technologies, social media and cloud-based services, and as more of our employees are 
working remotely during the coronavirus pandemic, the risk of security incidents and cyberattacks has increased. Such 
incidents could lead to shutdowns or disruptions of or damage to our systems and those of our clients, alliance partners and 
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vendors, and unauthorized disclosure of sensitive or confidential information, including personal data and proprietary 
business information. In the past, we have experienced, and in the future, we may again experience, data security incidents 
resulting from unauthorized access to our and our service providers’ systems and unauthorized acquisition of our data and 
our clients’ data including: inadvertent disclosure, misconfiguration of systems, phishing ransomware or malware attacks. For 
example, as previously reported, during the fourth quarter of fiscal 2021, we identified irregular activity in one of our 
environments, which included the extraction of proprietary information by a third party, some of which was made available to 
the public by the third party. In addition, our clients have experienced, and may in the future experience, breaches of systems 
and cloud-based services enabled by or provided by us. To date these incidents have not had a material impact on our or our 
clients’ operations; however, there is no assurance that such impacts will not be material in the future, and such incidents 
have in the past and may in the future have the impacts discussed below. 

In providing services and solutions to clients, we often manage, utilize and store sensitive or confidential client or Accenture 
data, including personal data and proprietary information, and we expect these activities to increase, including through the 
use of artificial intelligence, the Internet of Things and analytics. Unauthorized disclosure of, denial of access to, or other 
incidents involving sensitive or confidential client, vendor, alliance partner or Accenture data, whether through systems 
failure, employee negligence, fraud, misappropriation, or cybersecurity, ransomware or malware attacks, or other intentional 
or unintentional acts, could damage our reputation and our competitive positioning in the marketplace, disrupt our or our 
clients’ business, cause us to lose clients and result in significant financial exposure and legal liability. Similarly, unauthorized 
access to or through, denial of access to, or other incidents involving, our software and IT supply chain or software-as-a-
service providers, our or our service providers’ information systems or those we develop for our clients, whether by our 
employees or third parties, including a cyberattack by computer programmers, hackers, members of organized crime and/or 
state-sponsored organizations, who continuously develop and deploy viruses, ransomware, malware or other malicious 
software programs or social engineering attacks, has and could in the future result in negative publicity, significant 
remediation costs, legal liability, damage to our reputation and government sanctions and could have a material adverse 
effect on our results of operations — see risk factor below entitled “Our business could be materially adversely affected if we 
incur legal liability.” Cybersecurity threats are constantly expanding and evolving, becoming increasingly sophisticated and 
complex, increasing the difficulty of detecting and defending against them and maintaining effective security measures and 
protocols. 

We are subject to numerous laws and regulations designed to protect this information, such as the European Union’s 
General Data Protection Regulation (“GDPR”), the United Kingdom’s GDPR, the California Consumer Privacy Act (and its 
successor the California Privacy Rights Act that will go into effect on January 1, 2023), as well as various other U.S. federal 
and state laws governing the protection of privacy, health or other personally identifiable information and data privacy and 
cybersecurity laws in other regions. These laws and regulations continue to evolve, are increasing in complexity and number 
and increasingly conflict among the various countries in which we operate, which has resulted in greater compliance risk and 
cost for us. Various privacy laws impose compliance obligations regarding the handling of personal data, including the cross-
border transfer of data, and significant financial penalties for noncompliance. For example, failure to comply with the GDPR 
may lead to regulatory enforcement actions, which can result in monetary penalties of up to 4% of worldwide revenue, orders 
to discontinue certain data processing operations, civil lawsuits, or reputational damage. If any person, including any of our 
employees, negligently disregards or intentionally breaches our established controls with respect to client, third-party or 
Accenture data, or otherwise mismanages or misappropriates that data, we could be subject to significant litigation, monetary 
damages, regulatory enforcement actions, fines and/or criminal prosecution in one or more jurisdictions. These monetary 
damages might not be subject to a contractual limit of liability or an exclusion of consequential or indirect damages and could 
be significant. In addition, our liability insurance, which includes cyber insurance, might not be sufficient in type or amount to 
cover us against claims related to security incidents, cyberattacks and other related incidents.

The markets in which we operate are highly competitive, and we might not be able to compete 
effectively. 
The markets in which we offer our services and solutions are highly competitive. Our competitors include: 

• large multinational IT service providers, including the services arms of large global technology providers; 

• off-shore IT service providers in lower-cost locations, particularly in India; 

• accounting firms and consultancies that provide consulting and other IT services and solutions; 

• solution or service providers that compete with us in a specific geographic market, industry or service area, including 
advertising agencies, engineering services providers and technology start-ups and other companies that can scale 
rapidly to focus on or disrupt certain markets and provide new or alternative products, services or delivery models; and

• in-house IT departments of large corporations that use their own resources, rather than engage an outside firm. 

Some competitors may have greater financial, marketing or other resources than we do and, therefore, may be better able to 
compete for new work and skilled professionals, may be able to innovate and provide new services and solutions faster than 
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we can or may be able to anticipate the need for services and solutions before we do. Our competitors may also team 
together to create competing offerings.

Even if we have potential offerings that address marketplace or client needs, competitors may be more successful at selling 
similar services they offer, including to companies that are our clients. Some competitors are more established in certain 
markets, and may make executing our growth strategy to expand in these markets more challenging. Additionally, 
competitors may also offer more aggressive contractual terms, which may affect our ability to win work. Our future 
performance is largely dependent on our ability to compete successfully and expand in the markets we currently serve. If we 
are unable to compete successfully, we could lose market share and clients to competitors, which could materially adversely 
affect our results of operations. 

In addition, we may face greater competition due to consolidation of companies in the technology sector through strategic 
mergers, acquisitions or teaming arrangements. Consolidation activity may result in new competitors with greater scale, a 
broader footprint or offerings that are more attractive than ours. The technology companies described above, including many 
of our alliance partners, are increasingly able to offer services related to their software, platform, cloud migration and other 
solutions, or are developing software, platform, cloud migration and other solutions that require integration services to a 
lesser extent. These more integrated services and solutions may represent more attractive alternatives to clients than some 
of our services and solutions, which may materially adversely affect our competitive position and our results of operations.   

Our ability to attract and retain business and employees may depend on our reputation in the 
marketplace.
We believe the Accenture brand name and our reputation are important corporate assets that help distinguish our services 
and solutions from those of competitors and also contribute to our efforts to recruit and retain talented employees. However, 
our corporate reputation is susceptible to material damage by events such as disputes with clients or competitors, 
cybersecurity incidents or service outages, internal control deficiencies, delivery failures, compliance violations, government 
investigations or legal proceedings. We may also experience reputational damage from employees, advocacy groups, 
regulators, investors and other stakeholders that disagree with the services and solutions that we offer, or the clients that we 
serve. Similarly, our reputation could be damaged by actions or statements of current or former clients, directors, employees, 
competitors, vendors, alliance partners, joint venture partners, adversaries in legal proceedings, legislators or government 
regulators, as well as members of the investment community or the media, including social media influencers. 

Our brand and reputation are also associated with our public commitments to various corporate environmental, social and 
governance (ESG) initiatives, including our goals for sustainability and inclusion and diversity. Our disclosures on these 
matters and any failure to achieve our commitments, could harm our reputation and adversely affect our client relationships 
or our recruitment and retention efforts. In addition, positions we take or do not take on social issues may be unpopular with 
some of our employees or with our clients or potential clients, which may in the future impact our ability to attract or retain 
employees or clients. We also may choose not to conduct business with potential clients or discontinue or not expand 
business with existing clients due to these positions.

There is a risk that negative or inaccurate information about Accenture, even if based on rumor or misunderstanding, could 
adversely affect our business. Damage to our reputation could be difficult, expensive and time-consuming to repair, could 
make potential or existing clients reluctant to select us for new engagements or could negatively impact our relationships with 
alliance partners, resulting in a loss of business, and could adversely affect our recruitment and retention efforts. Damage to 
our reputation could also reduce the value and effectiveness of the Accenture brand name and could reduce investor 
confidence in us, materially adversely affecting our share price. 

If we do not successfully manage and develop our relationships with key alliance partners or if 
we fail to anticipate and establish new alliances in new technologies, our results of operations 
could be adversely affected.
We have alliances with companies whose capabilities complement our own. A very significant portion of our revenue and 
services and solutions are based on technology or software provided by a few major alliance partners. See “Business—
Services.” 

The business that we conduct through these alliances could decrease or fail to grow for a variety of reasons. The priorities 
and objectives of our alliance partners may differ from ours, and our alliance partners are not prohibited from competing with 
us or forming closer or preferred arrangements with our competitors. In addition, some of our alliance partners are also large 
clients or suppliers of technology to us. The decisions we make vis-à-vis an alliance partner may impact our ongoing alliance 
relationship. In addition, our alliance partners could experience reduced demand for their technology or software, including, 
for example, in response to changes in technology, which could lessen related demand for our services and solutions.

We must anticipate and respond to continuous changes in technology and develop alliance relationships with new providers 
of relevant technology. We must secure meaningful alliances with these providers early in their life cycle so that we can 
develop the right number of certified people with skills in new technologies. If we are unable to maintain our relationships with 
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current partners and identify new and emerging providers of relevant technology to expand our network of alliance partners, 
we may not be able to differentiate our services or compete effectively in the market.

If we do not obtain the expected benefits from our alliance relationships for any reason, we may be less competitive, our 
ability to offer attractive solutions to our clients may be negatively affected, and our results of operations could be adversely 
affected. 

Financial Risks
Our profitability could materially suffer if we are unable to obtain favorable pricing for our 
services and solutions, if we are unable to remain competitive, if our cost-management 
strategies are unsuccessful or if we experience delivery inefficiencies or fail to satisfy certain 
agreed-upon targets or specific service levels. 
Our profitability is highly dependent on a variety of factors and could be materially impacted by any of the following: 

Our results of operations could materially suffer if we are not able to obtain sufficient pricing to meet our 
profitability expectations. If we are not able to obtain favorable pricing for our services and solutions, our revenues and 
profitability could materially suffer. The rates we are able to charge for our services and solutions are affected by a number of 
factors, including: 

• general economic and political conditions; 

• our clients’ desire to reduce their costs; 

• the competitive environment in our industry; 

• our ability to accurately estimate our service delivery costs, upon which our pricing is sometimes determined, including 
our ability to estimate the impact of inflation and foreign exchange on our service delivery costs over long-term 
contracts; and 

• the procurement practices of clients and their use of third-party advisors. 

Our profitability could suffer if we are not able to remain competitive. The competitive environment in our industry 
affects our ability to secure new contracts at our target economics in a number of ways, any of which could have a material 
negative impact on our results of operations. The less we are able to differentiate our services and solutions and/or clearly 
convey the value of our services and solutions, the more risk we have in winning new work in sufficient volumes and at our 
target pricing and overall economics. In addition, the introduction of new services or products by competitors could reduce 
our ability to obtain favorable pricing and impact our overall economics for the services or solutions we offer. Competitors 
may be willing, at times, to take on more risk or price contracts lower than us in an effort to enter the market or increase 
market share.  

Our profitability could suffer if our cost-management strategies are unsuccessful, and we may not be able to 
improve our profitability. Our ability to improve or maintain our profitability is dependent on our being able to successfully 
manage our costs, including taking actions to reduce certain costs. Our cost management strategies include maintaining 
appropriate alignment between the demand for our services and solutions and the workforce needed to deliver them. If we 
are not effective in managing our operating costs in response to changes in demand or pricing, or if we are unable to cost-
effectively hire and retain personnel with the knowledge and skills necessary to deliver our services and solutions, 
particularly in areas of new technologies and offerings and in the right geographic locations, we may incur increased costs, 
which could reduce our ability to continue to invest in our business in an amount necessary to achieve our planned rates of 
growth and our desired levels of profitability. 

If we do not accurately anticipate the cost, risk and complexity of performing our work or if third parties upon whom 
we rely do not meet their commitments, then our contracts could have delivery inefficiencies and be less profitable 
than expected or unprofitable. Our contract profitability is highly dependent on our forecasts regarding the effort and cost 
necessary to deliver our services and solutions, which are based on available data and could turn out to be materially 
inaccurate. If we do not accurately estimate the effort, costs or timing for meeting our contractual commitments and/or 
completing engagements to a client’s satisfaction, our contracts could yield lower profit margins than planned or be 
unprofitable. Moreover, many of our contracts include clauses that tie our ultimate compensation to the achievement of 
agreed-upon performance standards or milestones. If we fail to satisfy these measures, it could significantly reduce or 
eliminate our fees under the contracts, increase the cost to us of meeting performance standards or milestones, delay 
expected payments or subject us to potential damage claims under the contract terms, any of which could significantly affect 
our profitability. We also have a number of contracts in which a portion of our compensation depends on performance 
measures such as cost-savings, revenue enhancement, benefits produced, business goals attained and adherence to 
schedule. These goals can be complex and may depend on our clients’ actual levels of business activity or may be based on 
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assumptions that are later determined not to be achievable or accurate and could negatively impact our profit margins if not 
achieved. Similarly, if we experience unanticipated delivery difficulties due to our management, the failure of third parties or 
our clients to meet their commitments, or for any other reason, our contracts could yield lower profit margins than planned or 
be unprofitable. We are increasingly entering into contracts for large, complex client engagements to transform our clients’ 
businesses. These deals may involve transforming a client’s business, transitioning it to the cloud and updating their 
technology, while operating portions of their business, all in a compressed timeframe. The scale and complexity of these 
compressed transformational projects present risks in execution. In particular, large and complex arrangements often require 
that we utilize subcontractors or that our services and solutions incorporate or coordinate with the software, systems or 
infrastructure requirements of other vendors and service providers, including companies with which we have alliances. Our 
profitability depends on the ability of these subcontractors, vendors and service providers to deliver their products and 
services in a timely manner and in accordance with the project requirements, as well as on our effective oversight of their 
performance. In some cases, these subcontractors are small firms, and they might not have the resources or experience to 
successfully integrate their services or products with large-scale engagements or enterprises. Some of this work involves 
new technologies, which may not work as intended or may take more effort to implement than initially predicted. In addition, 
certain client work requires the use of unique and complex structures and alliances, some of which require us to assume 
responsibility for the performance of third parties whom we do not control. Any of these factors could adversely affect our 
ability to perform and subject us to additional liabilities, which could have a material adverse effect on our relationships with 
clients and on our results of operations.  

Changes in our level of taxes, as well as audits, investigations and tax proceedings, or 
changes in tax laws or in their interpretation or enforcement, could have a material adverse 
effect on our effective tax rate, results of operations, cash flows and financial condition. 
We are subject to taxes in numerous jurisdictions. We calculate and provide for taxes in each tax jurisdiction in which we 
operate. Tax accounting often involves complex matters and requires our judgment to determine our worldwide provision for 
income taxes and other tax liabilities. We are subject to ongoing audits, investigations and tax proceedings in various 
jurisdictions. Tax authorities have disagreed, and may in the future disagree, with our judgments, and are taking increasingly 
aggressive positions opposing the judgments we make, including with respect to our intercompany transactions. We regularly 
assess the likely outcomes of our audits, investigations and tax proceedings to determine the appropriateness of our tax 
liabilities. However, our judgments might not be sustained as a result of these audits, investigations and tax proceedings, and 
the amounts ultimately paid could be materially different from the amounts previously recorded. 

In addition, our effective tax rate in the future could be adversely affected by challenges to our intercompany transactions, 
changes in the valuation of deferred tax assets and liabilities, changes in tax laws or in their interpretation or enforcement, 
changes in the mix of earnings in countries with differing statutory tax rates, the expiration of current tax benefits, and 
changes in accounting principles, including the U.S. generally accepted accounting principles. Tax rates and policies in the 
jurisdictions in which we operate may change materially as a result of shifting economic, social and political conditions. In 
addition, changes in tax laws, treaties or regulations, or their interpretation or enforcement, have become more unpredictable 
and may become more stringent, which could materially adversely affect our tax position. A number of countries where we do 
business, including the United States and many countries in the European Union, have implemented, and are considering 
implementing, changes in relevant tax, accounting and other laws, regulations and interpretations. 

The overall tax environment remains highly uncertain and increasingly complex. The European Commission has been 
conducting investigations, focusing on whether local country tax rulings or tax legislation provides preferential tax treatment 
that violates European Union state aid rules. Countries around the world are also considering changes in their tax laws and 
regulations. In the U.S., various proposals to raise corporate income taxes are under active consideration. Individual 
countries across the globe and the European Union have either enacted or plan to enact digital taxes to impose incremental 
taxes on companies based on where ultimate users are located. The Organization for Economic Co-operation and 
Development (“OECD”), a global coalition of member countries, proposed a two-pillar plan to reform international taxation. 
The proposals aim to ensure a fairer distribution of profits among countries and to impose a floor on tax competition through 
the introduction of a global minimum tax. There remains significant uncertainty around whether the various proposals will 
ultimately be enacted and, if enacted, the extent of their impact. Some of the proposals, if enacted, could have a material 
adverse effect on our effective tax rate, results of operations, cash flows and financial condition.

Although we expect to be able to rely on the tax treaty between the United States and Ireland, legislative or diplomatic action 
could be taken, or the treaty may be amended in such a way, that would prevent us from being able to rely on such treaty. 
Our inability to rely on the treaty would subject us to increased taxation or significant additional expense. In addition, 
congressional proposals could change the definition of a U.S. person for U.S. federal income tax purposes, which could also 
subject us to increased taxation. In addition, we could be materially adversely affected by future changes in tax law or policy 
(or in their interpretation or enforcement) in Ireland or other jurisdictions where we operate, including their treaties with 
Ireland or the United States. These changes could be exacerbated by economic, budget or other challenges facing Ireland or 
these other jurisdictions as a result of the ongoing COVID-19 pandemic, environmental or social concerns, or other matters.
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Our results of operations could be materially adversely affected by fluctuations in foreign 
currency exchange rates. 
Although we report our results of operations in U.S. dollars, a majority of our revenues is denominated in currencies other 
than the U.S. dollar. Unfavorable fluctuations in foreign currency exchange rates have had an adverse effect, and could in 
the future have a material adverse effect, on our results of operations. 

Because our consolidated financial statements are presented in U.S. dollars, we must translate revenues, expenses and 
income, as well as assets and liabilities, into U.S. dollars at exchange rates in effect during or at the end of each reporting 
period. Therefore, changes in the value of the U.S. dollar against other currencies will affect our revenues, operating income 
and the value of balance-sheet items, including intercompany payables and receivables, originally denominated in other 
currencies. These changes cause our growth stated in U.S. dollars to be higher or lower than our growth in local currency 
when compared against other periods. Our currency hedging programs, which are designed to partially offset the impact on 
consolidated earnings related to the changes in value of certain balance sheet items, might not be successful. Additionally, 
some transactions and balances may be denominated in currencies for which there is no available market to hedge. 

As we continue to leverage our global delivery model, more of our expenses are incurred in currencies other than those in 
which we bill for the related services. An increase in the value of certain currencies, such as the Indian rupee or Philippine 
peso, against the currencies in which our revenue is recorded could increase costs for delivery of services at off-shore sites 
by increasing labor and other costs that are denominated in local currency. Our contractual provisions or cost management 
efforts might not be able to offset their impact, and our currency hedging activities, which are designed to partially offset this 
impact, might not be successful. This could result in a decrease in the profitability of our contracts that are utilizing delivery 
center resources. In addition, our currency hedging activities are themselves subject to risk. These include risks related to 
counterparty performance under hedging contracts, risks related to ineffective hedges and risks related to currency 
fluctuations. We also face risks that extreme economic conditions, political instability, or hostilities or disasters of the type 
described below could impact or perhaps eliminate the underlying exposures that we are hedging. Such an event could lead 
to losses being recognized on the currency hedges then in place that are not offset by anticipated changes in the underlying 
hedged exposure. 

Changes to accounting standards or in the estimates and assumptions we make in connection 
with the preparation of our consolidated financial statements could adversely affect our 
financial results. 
Our financial statements have been prepared in accordance with U.S. generally accepted accounting principles. It is possible 
that changes in accounting standards could have a material adverse effect on our results of operations and financial position. 
The application of generally accepted accounting principles requires us to make estimates and assumptions about certain 
items and future events that affect our reported financial condition, and our accompanying disclosure with respect to, among 
other things, revenue recognition and income taxes. Our most critical accounting estimates are described in Management’s 
Discussion and Analysis of Financial Condition and Results of Operations under “Critical Accounting Policies and Estimates.” 
We base our estimates on historical experience, contractual commitments and various other assumptions that we believe to 
be reasonable under the circumstances and at the time they are made. These estimates and assumptions involve the use of 
judgment and are subject to significant uncertainties, some of which are beyond our control. If our estimates, or the 
assumptions underlying such estimates, are not correct, actual results may differ materially from our estimates, and we may 
need to, among other things, adjust revenues or accrue additional costs that could adversely affect our results of operations. 

We might be unable to access additional capital on favorable terms or at all. If we raise equity 
capital, it may dilute our shareholders’ ownership interest in us. 
We might choose to raise additional funds through public or private debt or equity financings in order to: 

• facilitate purchases, redemptions and exchanges of shares and pay dividends;

• acquire complementary businesses or technologies;  

• take advantage of opportunities, including more rapid expansion;

• develop new services and solutions and respond to competitive pressures; and

• support general working capital purposes. 

Any additional capital raised through the sale of equity would dilute shareholders’ ownership percentage in us. Furthermore, 
any additional financing or refinancing we need might not be available on terms favorable to us, or at all.
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Operational Risks
As a result of our geographically diverse operations and our growth strategy to continue to 
expand in our key markets around the world, we are more susceptible to certain risks.
We have offices and operations in more than 200 cities in 50 countries around the world. One aspect of our growth strategy 
is to continue to expand in our key markets around the world. Our growth strategy might not be successful. If we are unable 
to manage the risks of our global operations and growth strategy, including pandemics, international hostilities, terrorist 
activities, natural disasters, security or data incidents and the concentration of our global delivery capability in India and the 
Philippines, our results of operations and ability to grow could be materially adversely affected. In addition, emerging markets 
generally involve greater financial and operational risks, such as those described below, than our more mature markets. 
Negative or uncertain political climates in countries or geographies where we operate could also adversely affect us.

Pandemics, international hostilities, terrorist activities, natural disasters, and infrastructure disruptions could 
prevent us from effectively serving our clients and thus significantly adversely affect our results of operations. 
Health emergencies or pandemics, including COVID-19; acts of terrorist violence; political and social unrest; regional and 
international hostilities and international responses to these hostilities; natural disasters, volcanic eruptions, sea level rise, 
floods, droughts, wildfires and storms, occurrences of which may increase in frequency and severity as a result of climate 
change; or the threat of or perceived potential for these events; and other acts of god have had and could in the future have 
significantly negative impacts on us. These events could adversely affect our clients’ levels of business activity and 
precipitate sudden and significant changes in regional and global economic conditions and cycles. These events also pose 
significant risks to our people and to physical facilities and operations around the world, whether the facilities are ours or 
those of our alliance partners, suppliers or clients. By disrupting communications and travel and increasing the difficulty of 
obtaining and retaining highly skilled and qualified personnel, these types of events impact our ability to deliver our services 
and solutions to our clients. Extended disruptions of electricity, other public utilities or network or cloud services at our 
facilities or in the areas where our people are working remotely, as well as physical infrastructure damage to, system failures 
at, cyberattacks on, or security incidents involving, our facilities or systems, or those of our alliance partners, suppliers or 
clients, could also adversely affect our ability to conduct our business and serve our clients. If any of these circumstances 
occurs, we have a greater risk that interruptions in communications with our clients and other Accenture locations and 
personnel, and any down-time in important processes we operate for clients, could result in a material adverse effect on our 
results of operations and our reputation in the marketplace.

We are unable to protect our people, facilities and systems, and those of our alliance partners, suppliers and clients, against 
all such occurrences. Our business continuity and disaster recovery plans may not be effective, particularly if catastrophic 
events occur where large numbers of our people are located, or simultaneously affect our people in multiple locations around 
the world. We generally do not have insurance for losses and interruptions caused by terrorist attacks, conflicts and wars. If 
these disruptions prevent us from effectively serving our clients, our results of operations could be significantly adversely 
affected. 

Our global delivery capability is concentrated in India and the Philippines, which has and may continue to expose 
us to operational risks. Our business model is dependent on our global delivery capability. While our delivery centers 
are located throughout the world, we have based large portions of our delivery capability in India and the Philippines, where 
we have the largest and second largest number of our people located, respectively. Concentrating our global delivery 
capability in these locations presents a number of operational risks, including those discussed in this risk factor, many of 
which are beyond our control and which have been and may in the future be exacerbated by COVID-19. For example, there 
was a considerable increase in new COVID-19 cases in India during the third quarter of fiscal 2021 and in the Philippines 
during the fourth quarter of fiscal 2021. Our ability to deliver services to our clients was not materially impacted as we 
initiated business continuity procedures and took actions to support our people and their families. However, pandemics are 
unpredictable and we might not be as successful in mitigating these operational risks in the future. 

If we are unable to manage the organizational challenges associated with our size, we might be 
unable to achieve our business objectives.
As of August 31, 2021, we had more than 624,000 employees worldwide. Our size and scale present significant 
management and organizational challenges. As our organization grows and evolves, it might become increasingly difficult to 
maintain effective standards across a large enterprise and effectively institutionalize our knowledge or to effectively change 
the strategy, operations or culture of our Company in a timely manner. It might also become more difficult to maintain our 
culture, effectively manage and monitor our personnel and operations and effectively communicate our core values, policies 
and procedures, strategies and goals, particularly given our world-wide operations, rate of new hires, and the significant 
percentage of our employees who have the option to work remotely or who have been required to work remotely because of 
COVID-19 pandemic related restrictions. The size and scope of our operations increase the possibility that we will have 
employees who engage in unlawful or fraudulent activity, or otherwise expose us to unacceptable business risks, despite our 
efforts to train them and maintain internal controls to prevent such instances. For example, employee misconduct could 
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involve the improper use of sensitive or confidential information entrusted to us, or obtained inappropriately, or the failure to 
comply with legislation or regulations regarding the protection of sensitive or confidential information, including personal data 
and proprietary information. Furthermore, the inappropriate use of social networking sites by our employees could result in 
breaches of confidentiality, unauthorized disclosure of non-public company information or damage to our reputation. If we do 
not continue to develop and implement the right processes and tools to manage our enterprise and instill our culture and 
core values into all of our employees, our ability to compete successfully and achieve our business objectives could be 
impaired. In addition, from time to time, we have made, and may continue to make, changes to our operating model, 
including how we are organized, as the needs and size of our business change, and if we do not successfully implement the 
changes, our business and results of operation may be negatively impacted.

We might not be successful at acquiring, investing in or integrating businesses, entering into 
joint ventures or divesting businesses.
We expect to continue pursuing strategic acquisitions, investments and joint ventures to enhance or add to our skills and 
capabilities or offerings of services and solutions, or to enable us to expand in certain geographic and other markets. We 
have increased and may again in the future increase the amount of capital invested in such opportunities. These acquisitions 
and other transactions and investments involve challenges and risks, such as that we may not succeed in completing 
targeted transactions, including as a result of the market becoming increasingly competitive, or achieve desired results of 
operations.

Furthermore, we face risks in successfully integrating any businesses we might acquire, and these risks may be magnified by 
the size and number of transactions we have executed. Ongoing business may be disrupted, and our management’s 
attention may be diverted by acquisition, investment, transition or integration activities. In addition, we might need to dedicate 
additional management and other resources, and our organizational structure could make it difficult for us to efficiently 
integrate acquired businesses into our ongoing operations and assimilate and retain employees of those businesses into our 
culture and operations. The loss of key executives, employees, customers, suppliers, vendors and other business partners of 
businesses we acquire may adversely impact the value of the assets, operations or businesses. Furthermore, acquisitions or 
joint ventures may result in significant costs and expenses, including those related to retention payments, equity 
compensation, severance pay, early retirement costs, intangible asset amortization and asset impairment charges, 
enhancing controls, procedures and policies including those related to financial reporting, disclosure, and cyber and 
information security, assumed litigation and other liabilities, and legal, accounting and financial advisory fees, which could 
negatively affect our profitability as these costs and expenses grow along with the increased capital invested in such 
acquisitions and joint ventures. We may have difficulties as a result of entering into new markets where we have limited or no 
direct prior experience or where competitors may have stronger market positions.

We might fail to realize the expected benefits or strategic objectives of any acquisition, investment or joint venture we 
undertake. We might not achieve our expected return on investment or may lose money. We may be adversely impacted by 
liabilities that we assume from a company we acquire or in which we invest, including from that company’s known and 
unknown obligations, intellectual property or other assets, terminated employees, current or former clients or other third 
parties. In addition, we may fail to identify or adequately assess the magnitude of certain liabilities, shortcomings or other 
circumstances prior to acquiring, investing in or partnering with a company, including potential exposure to regulatory 
sanctions or liabilities resulting from an acquisition target’s previous activities, or from an acquisition’s controls related to 
financial reporting, disclosure, and cyber and information security environment. The number of transactions we execute 
annually may increase this risk. If any of these circumstances occurs, they could result in unexpected regulatory or legal 
exposure, including litigation with new or existing clients, unfavorable accounting treatment, unexpected increases in taxes or 
other adverse effects on our relationships with clients and our business. In addition, we have a lesser degree of control over 
the business operations of the joint ventures and businesses in which we have made minority investments or in which we 
have acquired less than 100% of the equity. This lesser degree of control may expose us to additional reputational, financial, 
legal, compliance or operational risks. Litigation, indemnification claims and other unforeseen claims and liabilities may arise 
from the acquisition or operation of acquired businesses. For example, we may face litigation or other claims as a result of 
certain terms and conditions of the acquisition agreement, such as earnout payments or closing working capital adjustments. 
Alternatively, shareholder litigation may arise as a result of proposed acquisitions. If we are unable to complete the number 
and kind of investments for which we plan, or if we are inefficient or unsuccessful at integrating acquired businesses into our 
operations, we may not be able to achieve our planned rates of growth or improve our market share, profitability or 
competitive position in specific markets or services.

We also periodically evaluate, and have engaged in, the disposition of assets and businesses. Divestitures could involve 
difficulties in the separation of operations, services, products and personnel, the diversion of management’s attention, the 
disruption of our business and the potential loss of key employees. After reaching an agreement with a buyer for the 
disposition of a business, the transaction may be subject to the satisfaction of pre-closing conditions, including obtaining 
necessary regulatory and government approvals, which, if not satisfied or obtained, may prevent us from completing the 
transaction. Divestitures may also involve continued financial involvement in or liability with respect to the divested assets 
and businesses, such as indemnities or other financial obligations, in which the performance of the divested assets or 
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businesses could impact our results of operations. Any divestiture we undertake could adversely affect our results of 
operations.

Legal and Regulatory Risks
Our business could be materially adversely affected if we incur legal liability.
We are subject to, and may become a party to, a variety of litigation or other claims and suits that arise from time to time in 
the ordinary course of our business. Our business is subject to the risk of litigation involving current and former employees, 
clients, alliance partners, subcontractors, suppliers, competitors, shareholders, government agencies or others through 
private actions, class actions, whistleblower claims, administrative proceedings, regulatory actions or other litigation. 
Regardless of the merits of the claims, the cost to defend current and future litigation may be significant, and such matters 
can be time-consuming and divert management’s attention and resources. The results of litigation and other legal 
proceedings are inherently uncertain, and adverse judgments or settlements in some or all of these legal disputes may result 
in materially adverse monetary damages, fines, penalties or injunctive relief against us. Any claims or litigation, even if fully 
indemnified or insured, could damage our reputation and make it more difficult to compete effectively or to obtain adequate 
insurance in the future. 

We could be subject to significant legal liability and litigation expense if we fail to meet our contractual obligations, contribute 
to internal control or other deficiencies of a client or otherwise breach obligations to third parties, including clients, alliance 
partners, employees and former employees, and other parties with whom we conduct business, or if our subcontractors 
breach or dispute the terms of our agreements with them and impede our ability to meet our obligations to our clients. For 
example, by taking over the operation of certain portions of our clients’ businesses, including functions and systems that are 
critical to the core businesses of our clients, by contributing to the design, development and/or engineering of client products, 
or by providing various operational technology solutions, we may be exposed to additional and evolving operational, 
regulatory, reputational or other risks specific to these areas, including risks related to data security. A failure of a client’s 
system based on our services or solutions could also subject us to a claim for significant damages that could materially 
adversely affect our results of operations. In order to remain competitive, we increasingly enter into agreements based on our 
clients’ contract terms after conducting an assessment of the risk of doing so, which may expose us to additional risk. In 
addition, the contracting practices of competitors, along with the demands of increasingly sophisticated clients, may cause 
contract terms and conditions that are unfavorable to us to become new standards in the industry. We may commit to 
providing services or solutions that we are unable to deliver or whose delivery may reduce our profitability or cause us 
financial loss. If we cannot or do not meet our contractual obligations and if our potential liability is not adequately limited 
through the terms of our agreements, liability limitations are not enforced or a third party alleges fraud or other wrongdoing to 
prevent us from relying upon those contractual protections, we might face significant legal liability and litigation expense and 
our results of operations could be materially adversely affected. Moreover, as we expand our services and solutions into new 
areas, we may be exposed to additional and evolving risks specific to these new areas.

In addition, we engage in platform trust and safety services on behalf of clients, including content moderation, which could 
have a negative impact on our employees due to the nature of the materials they review. We have been subject to media 
coverage regarding our provision of these services as well as litigation related to the provision of these services, which may 
result in adverse judgments or settlements or government inquiries and investigations. 

While we maintain insurance for certain potential liabilities, such insurance does not cover all types and amounts of potential 
liabilities and is subject to various exclusions as well as caps on amounts recoverable. Even if we believe a claim is covered 
by insurance, insurers may dispute our entitlement to recovery for a variety of potential reasons, which may affect the timing 
and, if they prevail, the amount of our recovery. 

Our global operations expose us to numerous and sometimes conflicting legal and regulatory 
requirements, and violation of these regulations could harm our business.
We are subject to numerous, and sometimes conflicting, legal regimes on matters as diverse as anticorruption, import/export 
controls, content requirements, trade restrictions, tariffs, taxation, sanctions, immigration, internal and disclosure control 
obligations, securities regulation, including ESG initiatives, anti-competition, anti-money-laundering, data privacy and 
protection, government compliance, wage-and-hour standards, employment and labor relations and human rights. The global 
nature of our operations, including emerging markets where legal systems may be less developed or understood by us, and 
the diverse nature of our operations across a number of regulated industries, further increase the difficulty of compliance. 
Compliance with diverse legal requirements is costly, time-consuming and requires significant resources. Violations of one or 
more of these regulations in the conduct of our business could result in significant fines, enforcement actions or criminal 
sanctions against us and/or our employees, prohibitions on doing business and damage to our reputation. Violations of these 
regulations in connection with the performance of our obligations to our clients also could result in liability for significant 
monetary damages, fines, enforcement actions and/or criminal prosecution or sanctions, unfavorable publicity and other 
reputational damage and restrictions on our ability to effectively carry out our contractual obligations and thereby expose us 
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to potential claims from our clients. Due to the varying degrees of development of the legal systems of the countries in which 
we operate, local laws may not be well developed or provide sufficiently clear guidance and may be insufficient to protect our 
rights.  

In particular, in many parts of the world, including countries in which we operate and/or seek to expand, practices in the local 
business community might not conform to international business standards and could violate anticorruption laws, or 
regulations, including the U.S. Foreign Corrupt Practices Act and the U.K. Bribery Act 2010. Our employees, subcontractors, 
vendors, agents, alliance or joint venture partners, the companies we acquire and their employees, subcontractors, vendors 
and agents, and other third parties with which we associate, could take actions that violate policies or procedures designed 
to promote legal and regulatory compliance or applicable anticorruption laws or regulations. Violations of these laws or 
regulations by us, our employees or any of these third parties could subject us to criminal or civil enforcement actions 
(whether or not we participated or knew about the actions leading to the violations), including fines or penalties, 
disgorgement of profits and suspension or disqualification from work, including U.S. federal contracting, any of which could 
materially adversely affect our business, including our results of operations and our reputation. 

Changes in laws and regulations could also mandate significant and costly changes to the way we implement our services 
and solutions or could impose additional taxes on our services and solutions. For example, changes in laws and regulations 
to limit using off-shore resources in connection with our work or to penalize companies that use off-shore resources, which 
have been proposed from time to time in various jurisdictions, could adversely affect our results of operations. Such changes 
may result in contracts being terminated or work being transferred onshore, resulting in greater costs to us, and could have a 
negative impact on our ability to obtain future work from government clients.  

Our work with government clients exposes us to additional risks inherent in the government 
contracting environment.
Our clients include national, provincial, state and local governmental entities. Our government work carries various risks 
inherent in the government contracting process. These risks include, but are not limited to, the following: 

• Government entities, particularly in the United States, often reserve the right to audit our contract costs and conduct 
inquiries and investigations of our business practices and compliance with government contract requirements. U.S. 
government agencies, including the Defense Contract Audit Agency, routinely audit our contract costs, including 
allocated indirect costs, for compliance with the Cost Accounting Standards and the Federal Acquisition Regulation. 
These agencies also conduct reviews and investigations and make inquiries regarding our accounting, information 
technology and other systems in connection with our performance and business practices with respect to our 
government contracts. Negative findings from existing and future audits, investigations or inquiries, or failure to comply 
with applicable IT security or supply chain requirements, could affect our future sales and profitability by preventing us, 
by operation of law or in practice, from receiving new government contracts for some period of time. In addition, if the 
U.S. government concludes that certain costs are not reimbursable, have not been properly determined or are based on 
outdated estimates of our work, then we will not be allowed to bill for such costs, may have to refund money that has 
already been paid to us or could be required to retroactively and prospectively adjust previously agreed to billing or 
pricing rates for our work. Negative findings from existing and future audits of our business systems, including our 
accounting system, may result in the U.S. government preventing us from billing, at least temporarily, a percentage of 
our costs. As a result of prior negative findings in connection with audits, investigations and inquiries, we have from time 
to time experienced some of the adverse consequences described above and may in the future experience further 
adverse consequences, which could materially adversely affect our future results of operations. 

• If a government client discovers improper or illegal activities in the course of audits or investigations, we may become 
subject to various civil and criminal penalties, including those under the civil U.S. False Claims Act, and administrative 
sanctions, which may include termination of contracts, forfeiture of profits, suspension of payments, fines and 
suspensions or debarment from doing business with other agencies of that government. The inherent limitations of 
internal controls may not prevent or detect all improper or illegal activities. 

• U.S. government contracting regulations impose strict compliance and disclosure obligations. Disclosure is required if 
certain company personnel have knowledge of “credible evidence” of a violation of federal criminal laws involving fraud, 
conflict of interest, bribery or improper gratuity, a violation of the civil U.S. False Claims Act or receipt of a significant 
overpayment from the government. Failure to make required disclosures could be a basis for suspension and/or 
debarment from federal government contracting in addition to breach of the specific contract and could also impact 
contracting beyond the U.S. federal level. Reported matters also could lead to audits or investigations and other civil, 
criminal or administrative sanctions. 

• Government contracts are subject to heightened reputational and contractual risks compared to contracts with 
commercial clients. For example, government contracts and the proceedings surrounding them are often subject to more 
extensive scrutiny and publicity. Negative publicity, including an allegation of improper or illegal activity, regardless of its 
accuracy, may adversely affect our reputation. 
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• Terms and conditions of government contracts also tend to be more onerous and are often more difficult to negotiate. 
For example, these contracts often contain high or unlimited liability for breaches and feature less favorable payment 
terms and sometimes require us to take on liability for the performance of third parties. 

• Government entities typically fund projects through appropriated monies. While these projects are often planned and 
executed as multi-year projects, government entities usually reserve the right to change the scope of or terminate these 
projects for lack of approved funding and/or at their convenience. Changes in government or political developments, 
including budget deficits, shortfalls or uncertainties, government spending reductions or other debt constraints could 
result in our projects being reduced in price or scope or terminated altogether, which also could limit our recovery of 
incurred costs, reimbursable expenses and profits on work completed prior to the termination. Furthermore, if insufficient 
funding is appropriated to the government entity to cover termination costs, we may not be able to fully recover our 
investments. 

• Political and economic factors such as pending elections, the outcome of recent elections, changes in leadership among 
key executive or legislative decision makers, revisions to governmental tax or other policies and reduced tax revenues 
can affect the number and terms of new government contracts signed or the speed at which new contracts are signed, 
decrease future levels of spending and authorizations for programs that we bid, shift spending priorities to programs in 
areas for which we do not provide services and/or lead to changes in enforcement or how compliance with relevant rules 
or laws is assessed. 

• Our ability to work for the U.S. government is impacted by the fact that we are an Irish company. We elected to enter into 
a proxy agreement with the U.S. Department of Defense that enhances the ability of our U.S. federal government 
contracting subsidiary to perform certain work for the U.S. government. The proxy agreement regulates the management 
and operation of, and limits the control we can exercise over, this subsidiary. In addition, legislative and executive 
proposals remain under consideration or could be proposed in the future, which, if enacted, could place additional 
limitations on or even prohibit our eligibility to be awarded state or federal government contracts in the United States or 
could include requirements that would otherwise affect our results of operations. Various U.S. federal and state 
legislative proposals have been introduced and/or enacted in recent years that deny government contracts to certain 
U.S. companies that reincorporate or have reincorporated outside the United States. While Accenture was not a U.S. 
company that reincorporated outside the United States, it is possible that these contract bans and other legislative 
proposals could be applied in a way that negatively affects Accenture. 

The occurrences or conditions described above could affect not only our business with the particular government entities 
involved, but also our business with other entities of the same or other governmental bodies or with certain commercial 
clients, and could have a material adverse effect on our business or our results of operations.

If we are unable to protect or enforce our intellectual property rights, or if our services or 
solutions infringe upon the intellectual property rights of others or we lose our ability to utilize 
the intellectual property of others, our business could be adversely affected. 
Our success depends, in part, upon our ability to obtain intellectual property protection for our proprietary platforms, 
methodologies, processes, software and other solutions. Existing laws of the various countries in which we provide services 
or solutions may offer only limited intellectual property protection of our services or solutions, and the protection in some 
countries may be very limited. We rely upon a combination of confidentiality policies and procedures, nondisclosure and 
other contractual arrangements, and patent, trade secret, copyright and trademark laws to protect our intellectual property 
rights. These laws are subject to change at any time and could further limit our ability to obtain or maintain intellectual 
property protection. There is uncertainty concerning the scope of patent and other intellectual property protection for software 
and business methods, which are fields in which we rely on intellectual property laws to protect our rights. Even where we 
obtain intellectual property protection, our intellectual property rights may not prevent or deter competitors, former 
employees, or other third parties from reverse engineering our solutions or proprietary methodologies and processes or 
independently developing services or solutions similar to or duplicative of ours. Further, the steps we take in this regard might 
not be adequate to prevent or deter infringement or other misappropriation of our intellectual property by competitors, former 
employees or other third parties, and we might not be able to detect unauthorized use of, or take appropriate and timely 
steps to enforce, our intellectual property rights. Enforcing our rights might also require considerable time, money and 
oversight, and we may not be successful in enforcing our rights. 

In addition, we cannot be sure that our services and solutions, including, for example, our software solutions, or the solutions 
of others that we offer to our clients, do not infringe on the intellectual property rights of third parties (including competitors as 
well as non-practicing holders of intellectual property assets), and these third parties could claim that we or our clients are 
infringing upon their intellectual property rights. Furthermore, although we have established policies and procedures to 
respect the intellectual property rights of third parties and that prohibit the unauthorized use of intellectual property, we may 
not be aware if our employees have misappropriated and/or misused intellectual property, and their actions could result in 
claims of intellectual property misappropriation and/or infringement from third parties. These claims could harm our 
reputation, cause us to incur substantial costs or prevent us from offering some services or solutions in the future. Any 
related proceedings could require us to expend significant resources over an extended period of time. In most of our 
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contracts, we agree to indemnify our clients for expenses and liabilities resulting from claimed infringements of the 
intellectual property rights of third parties. In some instances, the amount of these indemnities could be greater than the 
revenues we receive from the client. Any claims or litigation in this area could be time-consuming and costly, damage our 
reputation and/or require us to incur additional costs to obtain the right to continue to offer a service or solution to our clients. 
If we cannot secure this right at all or on reasonable terms, or we are unable to implement in a cost-effective manner 
alternative technology, our results of operations could be materially adversely affected. The risk of infringement claims 
against us may increase as we expand our industry software solutions and continue to develop and license our software to 
multiple clients. Any infringement action brought against us or our clients could be costly to defend or lead to an expensive 
settlement or judgment against us. 

Further, we rely on third-party software and other intellectual property in providing some of our services and solutions. If we 
lose our ability to continue using any such software or intellectual property for any reason, including because it is found to 
infringe the rights of others, we will need to obtain substitutes or seek alternative means of obtaining the technology 
necessary to continue to provide such services and solutions. Our inability to replace such software or intellectual property 
effectively or in a timely and cost-effective manner could materially adversely affect our results of operations.

Our results of operations and share price could be adversely affected if we are unable to 
maintain effective internal controls. 
The accuracy of our financial reporting is dependent on the effectiveness of our internal controls. We are required to provide 
a report from management to our shareholders on our internal control over financial reporting that includes an assessment of 
the effectiveness of these controls. Internal control over financial reporting has inherent limitations, including human error, the 
possibility that controls could be circumvented or become inadequate because of changed conditions, and fraud. Because of 
these inherent limitations, internal control over financial reporting might not prevent or detect all misstatements or fraud. If we 
cannot maintain and execute adequate internal control over financial reporting or implement required new or improved 
controls that provide reasonable assurance of the reliability of the financial reporting and preparation of our financial 
statements for external use, we could suffer harm to our reputation, incur incremental compliance costs, fail to meet our 
public reporting requirements on a timely basis, be unable to properly report on our business and our results of operations, or 
be required to restate our financial statements, and our results of operations, our share price and our ability to obtain new 
business could be materially adversely affected.  

We are incorporated in Ireland and Irish law differs from the laws in effect in the United States 
and might afford less protection to our shareholders. We may also be subject to criticism and 
negative publicity related to our incorporation in Ireland.
Irish law differs from the laws in effect in the United States and our shareholders could have more difficulty protecting their 
interests than would shareholders of a corporation incorporated in a jurisdiction of the United States. The United States 
currently does not have a treaty with Ireland providing for the reciprocal recognition and enforcement of judgments in civil 
and commercial matters. As such, there is some uncertainty as to whether the courts of Ireland would recognize or enforce 
judgments of U.S. courts obtained against us or our directors or officers based on U.S. federal or state civil liability laws, 
including the civil liability provisions of the U.S. federal or state securities laws, or hear actions against us or those persons 
based on those laws.

As an Irish company, we are governed by the Companies Act. The Companies Act differs in some significant, and possibly 
material, respects from laws applicable to U.S. corporations and shareholders under various state corporation laws, including 
the provisions relating to interested directors, mergers and acquisitions, takeovers, shareholder lawsuits and indemnification 
of directors. 

Under Irish law, the duties of directors and officers of a company are generally owed to the company only. Shareholders of 
Irish companies do not generally have rights to take action against directors or officers of the company under Irish law, and 
may only do so in limited circumstances. Directors of an Irish company must, in exercising their powers and performing their 
duties, act with due care and skill, honestly and in good faith with a view to the best interests of the company. Directors have 
a duty not to put themselves in a position in which their duties to the company and their personal interests might conflict and 
also are under a duty to disclose any personal interest in any contract or arrangement with the company or any of its 
subsidiaries. If a director or officer of an Irish company is found to have breached his or her duties to that company, he or she 
could be held personally liable to the company in respect of that breach of duty. 

Under Irish law, we must have authority from our shareholders to issue any shares, including shares that are part of the 
company’s authorized but unissued share capital. In addition, unless otherwise authorized by its shareholders, when an Irish 
company issues shares for cash to new shareholders, it is required first to offer those shares on the same or more favorable 
terms to existing shareholders on a pro-rata basis. If we are unable to obtain these authorizations from our shareholders, or 
are otherwise limited by the terms of our authorizations, our ability to issue shares under our equity compensation plans and, 
if applicable, to facilitate funding acquisitions or otherwise raise capital could be adversely affected. 
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Some companies that conduct substantial business in the United States but that have a parent domiciled in certain other 
jurisdictions have been criticized as improperly avoiding U.S. taxes or creating an unfair competitive advantage over U.S. 
companies. Accenture never conducted business under a U.S. parent company and pays U.S. taxes on all of its U.S. 
operations. Nonetheless, we could be subject to criticism in connection with our incorporation in Ireland.

Item 1B. Unresolved Staff Comments

None.

Item 2. Properties

We have major offices in the world’s leading business centers, including Boston, Chicago, New York, San Francisco, Dublin, 
Frankfurt, London, Madrid, Milan, Paris, Rome, Bangalore, Beijing, Manila, Mumbai, Sao Paolo, Shanghai, Singapore, 
Sydney and Tokyo, among others. In total, we have offices and operations in more than 200 cities in 50 countries around the 
world. We do not own any material real property. Substantially all of our office space is leased under long-term leases with 
varying expiration dates. We believe that our facilities are adequate to meet our needs in the near future.

Item 3. Legal Proceedings

The information set forth under “Legal Contingencies” in Note 15 (Commitments and Contingencies) to our Consolidated 
Financial Statements under Part II, Item 8, “Financial Statements and Supplementary Data,” is incorporated herein by 
reference. 

Item 4. Mine Safety Disclosures

Not applicable.
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Part II
Item 5. Market for Registrant’s Common Equity, 
Related Shareholder Matters and Issuer 
Purchases of Equity Securities

Accenture plc Class A ordinary shares are traded on the New York Stock Exchange under the symbol “ACN.” The New York 
Stock Exchange is the principal United States market for these shares. As of October 1, 2021, there were 350 holders of 
record of Accenture plc Class A ordinary shares.

There is no trading market for Accenture plc Class X ordinary shares. As of October 1, 2021, there were 15 holders of record 
of Accenture plc Class X ordinary shares.

Dividends
For information about our dividend activity during fiscal 2021, see Note 14 (Shareholders’ Equity) to our Consolidated 
Financial Statements under Item 8, “Financial Statements and Supplementary Data.”

On September 22, 2021, the Board of Directors of Accenture plc declared a quarterly cash dividend of $0.97 per share on 
our Class A ordinary shares for shareholders of record at the close of business on October 14, 2021, payable on 
November 15, 2021. For the remainder of fiscal 2022, we expect to declare additional quarterly dividends in December 2021 
and March and June 2022, to be paid in February, May and August 2022, respectively, subject to the approval of the Board of 
Directors. 

In certain circumstances, as an Irish tax resident company, we may be required to deduct Irish dividend withholding tax 
(“DWT”) (currently at the rate of 25%) from dividends paid to our shareholders. Shareholders resident in “relevant 
territories” (including countries that are European Union member states (other than Ireland), the United States and other 
countries with which Ireland has a tax treaty) may be exempted from Irish DWT. However, shareholders residing in other 
countries will generally be subject to Irish DWT.

Recent Sales of Unregistered Securities
None.
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Purchases of Accenture plc Class A Ordinary Shares
The following table provides information relating to our purchases of Accenture plc Class A ordinary shares during the fourth 
quarter of fiscal 2021. For year-to-date information on all of our share purchases, redemptions and exchanges and further 
discussion of our share purchase activity, see “Management’s Discussion and Analysis of Financial Condition and Results of 
Operations—Liquidity and Capital Resources—Share Purchases and Redemptions.”

Period

Total Number of
Shares

Purchased

Average
Price Paid

per Share (1)

Total Number of
Shares Purchased as

Part of Publicly
Announced Plans or

Programs (2)

Approximate Dollar Value
of Shares that May Yet Be

Purchased Under the Plans or
Programs (3)

 (in millions of U.S. dollars)
June 1, 2021 — June 30, 2021  1,178,674 $ 285.52  1,163,612 $ 3,847 
July 1, 2021 — July 31, 2021  911,716  311.54  874,611  3,573 
August 1, 2021 — August 31, 2021  896,540  325.97  876,889  3,286 
Total (4)  2,986,930 $ 305.60  2,915,112 

(1) Average price paid per share reflects the total cash outlay for the period, divided by the number of shares acquired, including those acquired by 
purchase or redemption for cash and any acquired by means of employee forfeiture.

(2) Since August 2001, the Board of Directors of Accenture plc has authorized and periodically confirmed a publicly announced open-market share 
purchase program for acquiring Accenture plc Class A ordinary shares. During the fourth quarter of fiscal 2021, we purchased 2,915,112 
Accenture plc Class A ordinary shares under this program for an aggregate price of $891 million. The open-market purchase program does not 
have an expiration date.

(3) As of August 31, 2021, our aggregate available authorization for share purchases and redemptions was $3,286 million, which management has 
the discretion to use for either our publicly announced open-market share purchase program or our other share purchase programs. Since 
August 2001 and as of August 31, 2021, the Board of Directors of Accenture plc has authorized an aggregate of $40.1 billion for share 
purchases and redemptions by Accenture plc and Accenture Canada Holdings Inc. On September 22, 2021, the Board of Directors of Accenture 
plc approved $3,000 million in additional share repurchase authority, bringing Accenture’s total outstanding authority to $6,286 million.

(4) During the fourth quarter of fiscal 2021, Accenture purchased 71,818 Accenture plc Class A ordinary shares in transactions unrelated to publicly 
announced share plans or programs. These transactions consisted of acquisitions of Accenture plc Class A ordinary shares primarily via share 
withholding for payroll tax obligations due from employees and former employees in connection with the delivery of Accenture plc Class A 
ordinary shares under our various employee equity share plans. These purchases of shares in connection with employee share plans do not 
affect our aggregate available authorization for our publicly announced open-market share purchase and our other share purchase programs.

Item 6. [Reserved]
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Item 7. Management’s Discussion and Analysis 
of Financial Condition and Results of 
Operations

The following discussion and analysis should be read in conjunction with our Consolidated Financial 
Statements and related Notes included elsewhere in this Annual Report on Form 10-K. This discussion 
and analysis also contains forward-looking statements and should also be read in conjunction with the 
disclosures and information contained in “Disclosure Regarding Forward-Looking Statements” and 
“Risk Factors” in this Annual Report on Form 10-K. 

We use the terms “Accenture,” “we,” the “Company,” “our” and “us” in this report to refer to Accenture 
plc and its subsidiaries. All references to years, unless otherwise noted, refer to our fiscal year, which 
ends on August 31. For example, a reference to “fiscal 2021” means the 12-month period that ended on 
August 31, 2021. All references to quarters, unless otherwise noted, refer to the quarters of our fiscal 
year. 

We use the term “in local currency” so that certain financial results may be viewed without the impact of 
foreign currency exchange rate fluctuations, thereby facilitating period-to-period comparisons of 
business performance. Financial results “in local currency” are calculated by restating current period 
activity into U.S. dollars using the comparable prior-year period’s foreign currency exchange rates. This 
approach is used for all results where the functional currency is not the U.S. dollar.

Overview 
Accenture plc is a leading global professional services company, providing a broad range of services in strategy and 
consulting, interactive, technology and operations. We serve clients in three geographic markets: North America, Europe and 
Growth Markets (Asia Pacific, Latin America, Africa and the Middle East). We help our clients build their digital core, 
transform their operations, and accelerate revenue growth—creating tangible value across their enterprises at speed and 
scale. 

Highlights from fiscal 2021 compared with fiscal 2020 included:

• Revenues of $50.5 billion, representing 14% growth in U.S. dollars and 11% growth in local currency;

• New bookings of $59.3 billion, an increase of 20% in U.S. dollars;

• Operating margin of 15.1%, a 40 basis point expansion from fiscal 2020;  

• R&D spend of $1.1 billion; and

• Cash returned to shareholders of $5.9 billion, including share purchases of $3.7 billion and dividends of $2.2 billion.

In fiscal 2021, the COVID-19 pandemic continued to impact our business operations and financial results. We saw strong 
demand across our business in the second half of the year as customers accelerated their digital transformation. Revenues 
for the second half of fiscal 2021 grew 22% in U.S. dollars and 18% in local currency compared to the same period in fiscal 
2020.

Summary of Results 
Revenues for fiscal 2021 increased 14% in U.S. dollars and 11% in local currency compared to fiscal 2020. This included the 
impact of a decline in reimbursable travel costs, which reduced revenues approximately 1%. During fiscal 2021, revenue 
growth in local currency was very strong in North America and Growth Markets and strong in Europe. We experienced local 
currency revenue growth that was very strong in Health & Public Service, Communications, Media & Technology, Financial 
Services and Products and slight in Resources. Revenue growth in local currency was very strong in outsourcing and strong 
in consulting during fiscal 2021. The business environment remained competitive. In many areas, our pricing, which we 
define as the contract profitability or margin on the work that we sell, was lower.

In our consulting business, revenues for fiscal 2021 increased 13% in U.S. dollars and 9% in local currency compared to 
fiscal 2020. This included the impact of a decline in reimbursable travel costs, which reduced consulting revenues 
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approximately 2%. Consulting revenue growth in local currency in fiscal 2021 was led by very strong growth in Growth 
Markets and strong growth in North America and Europe. Our consulting revenue continues to be driven by helping our 
clients accelerate their digital transformation, including moving to the cloud, embedding security across the enterprise and 
adopting new technologies. In addition, clients continue to be focused on initiatives designed to deliver cost savings and 
operational efficiency, as well as projects to accelerate growth and improve customer experiences.

In our outsourcing business, revenues for fiscal 2021 increased 15% in U.S. dollars and 13% in local currency compared to 
fiscal 2020. Outsourcing revenue growth in local currency in fiscal 2021 was led by very strong growth in North America and 
Growth Markets and strong growth in Europe. We continue to experience growing demand to assist clients with application 
modernization and maintenance, cloud enablement and managed security services. In addition, clients continue to be 
focused on transforming their operations through data and analytics, automation and artificial intelligence to drive productivity 
and operational cost savings.

As we are a global company, our revenues are denominated in multiple currencies and may be significantly affected by 
currency exchange rate fluctuations. The majority of our revenues are denominated in currencies other than the U.S. dollar, 
including the Euro, Japanese yen, and U.K. pound. There continues to be volatility in foreign currency exchange rates. 
Unfavorable fluctuations in foreign currency exchange rates have had and could in the future have a material effect on our 
financial results. If the U.S. dollar weakens against other currencies, resulting in favorable currency translation, our revenues, 
revenue growth and results of operations in U.S. dollars may be higher. If the U.S. dollar strengthens against other 
currencies, resulting in unfavorable currency translation, our revenues, revenue growth and results of operations in U.S. 
dollars may be lower. The U.S. dollar weakened against various currencies during fiscal 2021, resulting in favorable currency 
translation and U.S. dollar revenue growth that was approximately 3% higher than our revenue growth in local currency for 
the year. Assuming that exchange rates stay within recent ranges, we estimate that our fiscal 2022 revenue growth in U.S. 
dollars will be approximately 0.5% lower than our revenue growth in local currency. 

The primary categories of operating expenses include Cost of services, Sales and marketing and General and administrative 
costs. Cost of services is primarily driven by the cost of client-service personnel, which consists mainly of compensation, 
subcontractor and other personnel costs, and non-payroll costs on outsourcing contracts. Cost of services includes a variety 
of activities such as: contract delivery; recruiting and training; software development; and integration of acquisitions. Sales 
and marketing costs are driven primarily by: compensation costs for business development activities; marketing- and 
advertising-related activities; and certain acquisition-related costs. General and administrative costs primarily include costs 
for non-client-facing personnel, information systems, office space and certain acquisition-related costs. 

Utilization for fiscal 2021 was 93%, up from 90% in fiscal 2020. We hire to meet current and projected future demand. We 
proactively plan and manage the size and composition of our workforce and take actions as needed to address changes in 
the anticipated demand for our services and solutions, given that compensation costs are the most significant portion of our 
operating expenses. Our workforce, the majority of which serves our clients, increased to approximately 624,000 as of 
August 31, 2021, compared to 506,000 as of August 31, 2020. The year-over-year increase in our workforce reflects an 
overall increase in demand for our services and solutions, as well as people added in connection with acquisitions. For fiscal 
2021, attrition, excluding involuntary terminations, was 14%, up from 12% in fiscal 2020. For the fourth quarter of fiscal 2021, 
annualized attrition, excluding involuntary terminations, was 19%, up from 17% in the third quarter of fiscal 2021. We 
evaluate voluntary attrition, adjust levels of new hiring and use involuntary terminations as means to keep our supply of skills 
and resources in balance with changes in client demand. In addition, we adjust compensation in certain skill sets and 
geographies in order to attract and retain appropriate numbers of qualified employees. For the majority of our personnel, 
compensation increases become effective December 1st of each fiscal year. We strive to adjust pricing and/or the mix of 
people to reduce the impact of compensation increases on our margin. Our ability to grow our revenues and maintain or 
increase our margin could be adversely affected if we are unable to: keep our supply of skills and resources in balance with 
changes in the types or amounts of services and solutions clients are demanding; recover increases in compensation; deploy 
our employees globally on a timely basis; manage attrition; and/or effectively assimilate and utilize new employees. 

Gross margin (Revenues less Cost of services as a percentage of Revenues) for fiscal 2021 was 32.4%, compared with 
31.5% for fiscal 2020. The increase in gross margin for fiscal 2021 was due to lower non-payroll costs, primarily for travel, 
partially offset by an increase in labor costs, including a one-time bonus for all employees below the managing director level 
in the second quarter of fiscal 2021.

Sales and marketing and General and administrative costs as a percentage of revenues were 17.3% for fiscal 2021, 
compared with 16.8% for fiscal 2020. For fiscal 2021 compared to fiscal 2020, Sales and marketing costs as a percentage of 
revenues increased 10 basis points and General and administrative costs as a percentage of revenues increased 40 basis 
points, primarily due to higher non-payroll costs. 

Operating margin (Operating income as a percentage of revenues) for fiscal 2021 was 15.1%, compared with 14.7% for 
fiscal 2020.
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During fiscal 2021 and 2020, we recorded gains of $271 million and $332 million and related tax expense of $41 million and 
$52 million, respectively, related to our investment in Duck Creek Technologies. For additional information, see Note 1 
(Summary of Significant Accounting Policies) to our Consolidated Financial Statements under Item 8, “Financial Statements 
and Supplementary Data.” 

The effective tax rates for fiscal 2021 and 2020 were 22.8% and 23.5%, respectively. Absent the investment gains and 
related tax expense, our effective tax rates for fiscal 2021 and 2020 would have been 23.1% and 23.9%, respectively.

Diluted earnings per share were $9.16 for fiscal 2021, compared with $7.89 for fiscal 2020. The $230 million and $280 million 
gains on an investment, net of taxes, increased diluted earnings per share by $0.36 and $0.43 in fiscal 2021 and 2020, 
respectively. Excluding the impact of these gains, diluted earnings per share would have been $8.80 and $7.46 for fiscal 
2021 and 2020, respectively. 

We have presented our effective tax rate and diluted earnings per share excluding the impact of gains related to an 
investment in fiscal 2021 and 2020, as we believe doing so facilitates understanding as to the impact of these items and our 
performance in comparison to the prior period.

Our operating income and diluted earnings per share are affected by currency exchange rate fluctuations on revenues and 
costs. Most of our costs are incurred in the same currency as the related revenues. Where practical, we seek to manage 
foreign currency exposure for costs not incurred in the same currency as the related revenues, such as the costs associated 
with our global delivery model, by using currency protection provisions in our customer contracts and through our hedging 
programs. We seek to manage our costs, taking into consideration the residual positive and negative effects of changes in 
foreign exchange rates on those costs. For more information on our hedging programs, see Note 9 (Financial Instruments) to 
our Consolidated Financial Statements under Item 8, “Financial Statements and Supplementary Data.”

Bookings
New bookings for fiscal 2021 were $59.3 billion, with consulting bookings of $30.6 billion and outsourcing bookings of $28.7 
billion, compared to $49.6 billion in fiscal 2020, with consulting bookings of $25.8 billion and outsourcing bookings of $23.7 
billion. 

We provide information regarding our new bookings, which include new contracts, including those acquired through 
acquisitions, as well as renewals, extensions and changes to existing contracts, because we believe doing so provides 
useful trend information regarding changes in the volume of our new business over time. New bookings can vary significantly 
quarter to quarter depending in part on the timing of the signing of a small number of large outsourcing contracts. The types 
of services and solutions clients are demanding and the pace and level of their spending may impact the conversion of new 
bookings to revenues. For example, outsourcing bookings, which are typically for multi-year contracts, generally convert to 
revenue over a longer period of time compared to consulting bookings.

Information regarding our new bookings is not comparable to, nor should it be substituted for, an analysis of our revenues 
over time. New bookings involve estimates and judgments. There are no third-party standards or requirements governing the 
calculation of bookings. We do not update our new bookings for material subsequent terminations or reductions related to 
bookings originally recorded in prior fiscal years. New bookings are recorded using then-existing foreign currency exchange 
rates and are not subsequently adjusted for foreign currency exchange rate fluctuations. 

The majority of our contracts are terminable by the client on short notice with little or no termination penalties, and some 
without notice. Only the non-cancelable portion of these contracts is included in our remaining performance obligations 
disclosed in Note 2 (Revenues) to our Consolidated Financial Statements under Item 8, "Financial Statements and 
Supplementary Data." Accordingly, a significant portion of what we consider contract bookings is not included in our 
remaining performance obligations.
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Critical Accounting Policies and Estimates 
The preparation of our Consolidated Financial Statements in conformity with U.S. generally accepted accounting principles 
requires us to make estimates and assumptions that affect the reported amounts of assets and liabilities and disclosure of 
contingent assets and liabilities at the date of the Consolidated Financial Statements and the reported amounts of revenues 
and expenses. We continually evaluate our estimates, judgments and assumptions based on available information and 
experience. Because the use of estimates is inherent in the financial reporting process, actual results could differ from those 
estimates. Certain of our accounting policies require higher degrees of judgment than others in their application. These 
include certain aspects of accounting for revenue recognition and income taxes. 

Revenue Recognition 
Determining the method and amount of revenue to recognize requires us to make judgments and estimates. Specifically, 
complex arrangements with nonstandard terms and conditions may require contract interpretation to determine the 
appropriate accounting, including whether promised goods and services specified in an arrangement are distinct 
performance obligations and should be accounted for separately. Other judgments include determining whether performance 
obligations are satisfied over time or at a point in time and the selection of the method to measure progress towards 
completion. 

We measure progress towards completion for technology integration consulting services using costs incurred to date relative 
to total estimated costs at completion. Revenues, including estimated fees, are recorded proportionally as costs are 
incurred. The amount of revenue recognized for these contracts in a period is dependent on our ability to estimate total 
contract costs. We continually evaluate our estimates of total contract costs based on available information and experience.  

Additionally, the nature of our contracts gives rise to several types of variable consideration, including incentive fees. Many 
contracts include incentives or penalties related to costs incurred, benefits produced or adherence to schedules that may 
increase the variability in revenues and margins earned on such contracts. We conduct reviews prior to signing such 
contracts to evaluate whether these incentives are reasonably achievable. Our estimates are monitored over the lives of our 
contracts and are based on an assessment of our anticipated performance, historical experience and other information 
available at the time. 

For additional information, see Note 2 (Revenues) to our Consolidated Financial Statements under Item 8, “Financial 
Statements and Supplementary Data.” 

Income Taxes 
Determining the consolidated provision for income tax expense, income tax liabilities and deferred tax assets and liabilities 
involves judgment. Deferred tax assets and liabilities, measured using enacted tax rates, are recognized for the future tax 
consequences of temporary differences between the tax and financial statement bases of assets and liabilities. As a global 
company, we calculate and provide for income taxes in each of the tax jurisdictions in which we operate. This involves 
estimating current tax exposures in each jurisdiction as well as making judgments regarding the recoverability of deferred tax 
assets. Tax exposures can involve complex issues and may require an extended period to resolve. In assessing the 
realizability of deferred tax assets, we consider whether it is more likely than not that some portion or all of the deferred tax 
assets will not be realized and adjust the valuation allowances accordingly. Factors considered in making this determination 
include the period of expiration of the tax asset, planned use of the tax asset, tax planning strategies and historical and 
projected taxable income as well as tax liabilities for the tax jurisdiction in which the tax asset is located. Valuation 
allowances will be subject to change in each future reporting period as a result of changes in one or more of these factors. 
Changes in the geographic mix or estimated level of annual income before taxes can affect the overall effective tax rate. 

We apply an estimated annual effective tax rate to our quarterly operating results to determine the interim provision for 
income tax expense. A change in judgment that impacts the measurement of a tax position taken in a prior year is 
recognized as a discrete item in the interim period in which the change occurs. In the event there is a significant unusual or 
infrequent item recognized in our quarterly operating results, the tax attributable to that item is recorded in the interim period 
in which it occurs. We release stranded tax effects from Accumulated other comprehensive loss using the specific 
identification approach for our defined benefit plans and the portfolio approach for other items. 

No taxes have been provided on undistributed foreign earnings that are planned to be indefinitely reinvested. If future events, 
including material changes in estimates of cash, working capital and long-term investment requirements, necessitate that 
these earnings be distributed, an additional provision for taxes may apply, which could materially affect our future effective 
tax rate. We currently do not foresee any event that would require us to distribute these indefinitely reinvested earnings. For 
additional information, see Note 11 (Income Taxes) to our Consolidated Financial Statements under Item 8, “Financial 
Statements and Supplementary Data.”
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As a matter of course, we are regularly audited by various taxing authorities, and sometimes these audits result in proposed 
assessments where the ultimate resolution may result in us owing additional taxes. We establish tax liabilities or reduce tax 
assets when, despite our belief that our tax return positions are appropriate and supportable under local tax law, we believe 
we may not succeed in realizing the tax benefit of certain positions if challenged. In evaluating a tax position, we determine 
whether it is more likely than not that the position will be sustained upon examination, including resolution of any related 
appeals or litigation processes, based on the technical merits of the position. Our estimate of the ultimate tax liability contains 
assumptions based on past experiences, judgments about potential actions by taxing jurisdictions as well as judgments 
about the likely outcome of issues that have been raised by taxing jurisdictions. The tax position is measured at the largest 
amount of benefit that is greater than 50 percent likely of being realized upon settlement. We evaluate tax positions each 
quarter and adjust the related tax liabilities or assets in light of changing facts and circumstances, such as the progress of a 
tax audit or the expiration of a statute of limitations. We believe the estimates and assumptions used to support our 
evaluation of tax positions are reasonable. However, final determinations of prior-year tax liabilities, either by settlement with 
tax authorities or expiration of statutes of limitations, could be materially different from estimates reflected in assets and 
liabilities and historical income tax provisions. The outcome of these final determinations could have a material effect on our 
income tax provision, net income, or cash flows in the period in which that determination is made. We believe our tax 
positions comply with applicable tax law and that we have adequately accounted for these positions.

Revenues by Segment/Geographic Market 
Effective March 1, 2020, we began managing our business under a new growth model through our three geographic 
markets, North America, Europe and Growth Markets, which became our reportable segments in the third quarter of fiscal 
2020. Prior to this change, our reportable segments were our five industry groups, Communications, Media & Technology, 
Financial Services, Health & Public Service, Products and Resources.

In addition to reporting revenues by geographic market, we also report revenues by two types of work: consulting and 
outsourcing, which represent the services sold by our geographic markets. Consulting revenues, which include strategy, 
management and technology consulting and technology integration consulting, reflect a finite, distinct project or set of 
projects with a defined outcome and typically a defined set of specific deliverables. Outsourcing revenues typically reflect 
ongoing, repeatable services or capabilities provided to transition, run and/or manage operations of client systems or 
business functions.  

From time to time, our geographic markets work together to sell and implement certain contracts. The resulting revenues and 
costs from these contracts may be apportioned among the participating geographic markets. Generally, operating expenses 
for each geographic market have similar characteristics and are subject to the same factors, pressures and challenges. 
However, the economic environment and its effects on the industries served by our geographic markets affect revenues and 
operating expenses within our geographic markets to differing degrees. The mix between consulting and outsourcing is not 
uniform among our geographic markets. Local currency fluctuations also tend to affect our geographic markets differently, 
depending on the geographic concentrations and locations of their businesses. 

While we provide discussion about our results of operations below, we cannot measure how much of our revenue growth in a 
particular period is attributable to changes in price or volume. Management does not track standard measures of unit or rate 
volume. Instead, our measures of volume and price are extremely complex, as each of our services contracts is unique, 
reflecting a customized mix of specific services that does not fit into standard comparability measurements. Revenue for our 
services is a function of the nature of each service to be provided, the skills required and the outcome sought, as well as 
estimated cost, risk, contract terms and other factors. 
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Results of Operations for Fiscal 2021 Compared to Fiscal 2020 
Revenues by geographic market, industry group and type of work are as follows: 

  Fiscal

Percent
Increase 

(Decrease)
U.S. 

Dollars

Percent
Increase 

(Decrease)
Local

Currency

Percent of Total
Revenues 
for Fiscal

(in millions of U.S. dollars) 2021 2020 2021 2020
GEOGRAPHIC MARKETS

North America $ 23,701 $ 20,982  13 %  12 %  47 %  47 %
Europe  16,749  14,402  16  8  33  32 
Growth Markets  10,083  8,943  13  11  20  20 

TOTAL REVENUES $ 50,533 $ 44,327  14 %  11 %  100 %  100 %
INDUSTRY GROUPS (1)

Communications, Media & Technology $ 10,286 $ 8,883  16 %  14 %  20 %  20 %
Financial Services  9,933  8,519  17  13  20  19 
Health & Public Service  9,498  8,024  18  16  19  18 
Products  13,954  12,287  14  10  28  28 
Resources  6,863  6,614  4  1  14  15 

TOTAL REVENUES $ 50,533 $ 44,327  14 %  11 %  100 %  100 %
TYPE OF WORK

Consulting $ 27,338 $ 24,227  13 %  9 %  54 %  55 %
Outsourcing  23,196  20,100  15  13  46  45 

TOTAL REVENUES $ 50,533 $ 44,327  14 %  11 %  100 %  100 %

Amounts in table may not total due to rounding.
(1) Effective September 1, 2020, we revised the reporting of our industry groups to include amounts previously reported in Other. Prior period 

amounts have been reclassified to conform with the current period presentation.

Revenues 
Revenues were impacted by a reduction of approximately 1% from a decline in revenues from reimbursable travel costs in 
fiscal 2021 across all markets. The following revenues commentary discusses local currency revenue changes for fiscal 2021 
compared to fiscal 2020: 

Geographic Markets 

• North America revenues increased 12% in local currency, led by growth in Public Service, Software & Platforms and 
Banking & Capital Markets. These increases were partially offset by a decline in Energy. Revenue growth was driven by 
the United States.

• Europe revenues increased 8% in local currency, led by growth in Consumer Goods, Retail & Travel Services, Banking 
& Capital Markets, Software & Platforms, Industrial and Life Sciences. Revenue growth was driven by the United 
Kingdom, Italy, Germany and Switzerland.

• Growth Markets revenues increased 11% in local currency, led by growth in Banking & Capital Markets, Public Service 
and Consumer Goods, Retail & Travel Services. Revenue growth was driven by Japan.

Operating Expenses 
Operating expenses for fiscal 2021 increased $5,098 million, or 13%, over fiscal 2020, and decreased as a percentage of 
revenues to 84.9% from 85.3% during this period.
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Operating expenses by category are as follows:

Fiscal

(in millions of U.S. dollars) 2021 2020
Increase 

 (Decrease)
Operating Expenses $ 42,912  84.9 % $ 37,813  85.3 % $ 5,098 
Cost of services  34,169  67.6  30,351  68.5  3,818 
Sales and marketing  5,288  10.5  4,626  10.4  662 
General and administrative costs  3,454  6.8  2,837  6.4  618 

Amounts in table may not total due to rounding.

Cost of Services 

Cost of services for fiscal 2021 increased $3,818 million, or 13%, over fiscal 2020, and decreased as a percentage of 
revenues to 67.6% from 68.5% during this period. Gross margin for fiscal 2021 increased to 32.4% from 31.5% in fiscal 
2020. The increase in gross margin for fiscal 2021 was primarily due to lower non-payroll costs, primarily for travel, partially 
offset by an increase in labor costs, including a one-time bonus for all employees below the managing director level in the 
second quarter of fiscal 2021.

Sales and Marketing

Sales and marketing expense for fiscal 2021 increased $662 million, or 14%, over fiscal 2020, and increased as a 
percentage of revenues to 10.5% from 10.4% during this period. 

General and Administrative Costs 

General and administrative costs for fiscal 2021 increased $618 million, or 22%, over fiscal 2020, and increased as a 
percentage of revenues to 6.8% from 6.4% during this period. The increase as a percentage of revenues was primarily due 
to higher non-payroll costs.

Operating Income and Operating Margin 
Operating income for fiscal 2021 increased $1,108 million, or 17%, over fiscal 2020. Operating margin for fiscal 2021 was 
15.1%, compared with 14.7% for fiscal 2020.

Operating income and operating margin for each of the geographic markets are as follows: 

  Fiscal
  2021 2020

(in millions of U.S. dollars)
Operating

Income
Operating

Margin
Operating

Income
Operating

Margin
Increase 

(Decrease)
North America $ 3,908  16 % $ 3,170  15 % $ 738 
Europe  2,236  13  1,799  12  437 
Growth Markets  1,477  15  1,545  17  (67) 
TOTAL $ 7,622  15.1 % $ 6,514  14.7 % $ 1,108 

Amounts in table may not total due to rounding.

We estimate that the aggregate percentage impact of foreign currency exchange rates on our operating income during fiscal 
2021 was similar to that disclosed for revenue for each geographic market. The reduction in travel costs during fiscal 2021 
had a favorable impact on operating income. In addition, during fiscal 2021 each geographic market’s operating income was 
unfavorably impacted by higher labor costs, including a one-time bonus in the second quarter of fiscal 2021 equal to one 
week of base pay for all employees below the managing director level. The commentary below provides insight into other 
factors affecting geographic market performance and operating income for fiscal 2021 compared with fiscal 2020: 

• North America operating income increased primarily due to revenue growth, higher consulting contract profitability and 
lower sales and marketing costs as a percentage of revenues.

• Europe operating income increased primarily due to revenue growth and higher contract profitability.

• Growth Markets operating income decreased as revenue growth was offset by lower contract profitability and higher 
sales and marketing costs as a percentage of revenues.
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Other Income (Expense), net
Other income (expense), net primarily consists of foreign currency gains and losses, non-operating components of pension 
expense, as well as gains and losses associated with our investments. During fiscal 2021, other income (expense) 
decreased $59 million from fiscal 2020, primarily due to lower gains on investments, including lower gains related to our 
investment in Duck Creek Technologies, partially offset by lower foreign currency losses. For additional information on 
investments, see Note 1 (Summary of Significant Accounting Policies) to our Consolidated Financial Statements under Item 
8, “Financial Statements and Supplementary Data.”

Income Tax Expense 
The effective tax rate for fiscal 2021 was 22.8%, compared with 23.5% for fiscal 2020. Absent the $271 million and $332 
million gains on an investment and related $41 million and $52 million in tax expense, our effective tax rates for fiscal 2021 
and fiscal 2020 would have been 23.1% and 23.9%, respectively. The lower effective tax rate for fiscal 2021 was primarily 
due to changes in the geographic distribution of earnings. For additional information, see Note 11 (Income Taxes) to our 
Consolidated Financial Statements under Item 8, “Financial Statements and Supplementary Data.” 

Net Income Attributable to Noncontrolling Interests 
Net income attributable to noncontrolling interests reflects the income earned or expense incurred attributable to the equity 
interest that some current and former members of Accenture Leadership and their permitted transferees have in our 
Accenture Canada Holdings Inc. subsidiary. See “Business—Organizational Structure.” Noncontrolling interests also includes 
amounts primarily attributable to noncontrolling shareholders in our Avanade Inc. subsidiary. Net income attributable to 
Accenture plc represents the income attributable to the shareholders of Accenture plc. 

Earnings Per Share 
Diluted earnings per share were $9.16 for fiscal 2021, compared with $7.89 for fiscal 2020. The $230 million and $280 million 
gains on an investment, net of taxes, increased diluted earnings per share by $0.36 and $0.43 in fiscal 2021 and 2020, 
respectively. Excluding the impact of these gains, diluted earnings per share would have been $8.80 and $7.46 for fiscal 
2021 and 2020, respectively. For information regarding our earnings per share calculations, see Note 3 (Earnings Per Share) 
to our Consolidated Financial Statements under Item 8, “Financial Statements and Supplementary Data.” 

The increase in diluted earnings per share is due to the following factors:

Earnings Per Share Fiscal 2021
FY20 As Reported $ 7.89 
Revenue and operating results  1.30 
Lower effective tax rate  0.09 
Lower share count  0.03 
Net Income attributable to noncontrolling interests  (0.01) 
Non-operating income  (0.07) 
Lower gains on an investment, net of tax  (0.07) 
FY21 As Reported $ 9.16 

Results of Operations for Fiscal 2020 Compared to Fiscal 2019
Our Annual Report on Form 10-K for the fiscal year ended August 31, 2020 includes a discussion and analysis of our 
financial condition and results of operations for the year ended August 31, 2019 in Item 7 of Part II, “Management’s 
Discussion and Analysis of Financial Condition and Results of Operations.”
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Liquidity and Capital Resources 
Our primary sources of liquidity are cash flows from operations, available cash reserves and debt capacity available under 
various credit facilities. We could raise additional funds through other public or private debt or equity financings. We may use 
our available or additional funds to, among other things: 

• facilitate purchases, redemptions and exchanges of shares and pay dividends;

• acquire complementary businesses or technologies; 

• take advantage of opportunities, including more rapid expansion; or 

• develop new services and solutions. 

As of August 31, 2021, Cash and cash equivalents were $8.2 billion, compared with $8.4 billion as of August 31, 2020. 

Cash flows from operating, investing and financing activities, as reflected in our Consolidated Cash Flows Statements, are 
summarized in the following table: 

  Fiscal
Change(in millions of U.S. dollars) 2021 2020

Net cash provided by (used in):
Operating activities $ 8,975 $ 8,215 $ 760 
Investing activities  (4,310)  (1,895)  (2,415) 
Financing activities  (4,926)  (4,049)  (877) 

Effect of exchange rate changes on cash and cash equivalents  14  17  (3) 
Net increase (decrease) in cash and cash equivalents $ (247) $ 2,288 $ (2,536) 

Amounts in table may not total due to rounding.

Operating activities: The $760 million increase in operating cash flows was due to higher net income, partially offset by 
changes in operating assets and liabilities. 

Investing activities: The $2,415 million increase in cash used was due to higher spending on business acquisitions and 
investments, partially offset by increased proceeds from investments. For additional information, see Note 6 (Business 
Combinations) to our Consolidated Financial Statements under Item 8, “Financial Statements and Supplementary Data.”

Financing activities: The $877 million increase in cash used was primarily due to an increase in the net purchases of 
shares as well as an increase in cash dividends paid, partially offset by an increase in net proceeds from share issuances. 
For additional information, see Note 14 (Shareholders’ Equity) to our Consolidated Financial Statements under Item 8, 
“Financial Statements and Supplementary Data.”

We believe that our current and longer-term working capital, investments and other general corporate funding requirements 
will be satisfied for the next twelve months and thereafter through cash flows from operations and, to the extent necessary, 
from our borrowing facilities and future financial market activities.

Substantially all of our cash is held in jurisdictions where there are no regulatory restrictions or material tax effects on the free 
flow of funds. In addition, domestic cash inflows for our Irish parent, principally dividend distributions from lower-tier 
subsidiaries, have been sufficient to meet our historic cash requirements, and we expect this to continue into the future.

Borrowing Facilities 

See Note 10 (Borrowings and Indebtedness) and Note 8 (Leases) to our Consolidated Financial Statements under Item 8, 
“Financial Statements and Supplementary Data.” 

Share Purchases and Redemptions 
We intend to continue to use a significant portion of cash generated from operations for share repurchases during fiscal 
2022. The number of shares ultimately repurchased under our open-market share purchase program may vary depending on 
numerous factors, including, without limitation, share price and other market conditions, our ongoing capital allocation 
planning, the levels of cash and debt balances, other demands for cash, such as acquisition activity, general economic and/
or business conditions, and board and management discretion. Additionally, as these factors may change over the course of 
the year, the amount of share repurchase activity during any particular period cannot be predicted and may fluctuate from 
time to time. Share repurchases may be made from time to time through open-market purchases, in respect of purchases 
and redemptions of Accenture Canada Holdings Inc. exchangeable shares, through the use of Rule 10b5-1 plans and/or by 
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other means. The repurchase program may be accelerated, suspended, delayed or discontinued at any time, without notice. 
For additional information, see Note 14 (Shareholders’ Equity) to our Consolidated Financial Statements under Item 8, 
“Financial Statements and Supplementary Data.” 

Subsequent Events
See Note 14 (Shareholders’ Equity) to our Consolidated Financial Statements under Item 8, “Financial Statements and 
Supplementary Data.” 

Off-Balance Sheet Arrangements 
In the normal course of business and in conjunction with some client engagements, we have entered into contractual 
arrangements through which we may be obligated to indemnify clients with respect to certain matters. To date, we have not 
been required to make any significant payment under any of these arrangements. For further discussion of these 
transactions, see Note 15 (Commitments and Contingencies) to our Consolidated Financial Statements under Item 8, 
“Financial Statements and Supplementary Data.” 

New Accounting Pronouncements 
See Note 1 (Summary of Significant Accounting Policies) to our Consolidated Financial Statements under Item 8, “Financial 
Statements and Supplementary Data.” 
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Item 7A. Quantitative and Qualitative 
Disclosures About Market Risk 

All of our market risk sensitive instruments were entered into for purposes other than trading. 

Foreign Currency Risk 
We are exposed to foreign currency risk in the ordinary course of business. We hedge material cash flow exposures when 
feasible using forward contracts. These instruments are subject to fluctuations in foreign currency exchange rates and credit 
risk. Credit risk is managed through careful selection and ongoing evaluation of the financial institutions utilized as 
counterparties. 

Certain of these hedge positions are undesignated hedges of balance sheet exposures such as intercompany loans and 
typically have maturities of less than one year. These hedges, the most significant of which are U.S. dollar/Japanese yen, 
U.S. dollar/Euro, U.S. dollar/U.K. pound and U.S. dollar/Indian rupee, are intended to offset remeasurement of the underlying 
assets and liabilities. Changes in the fair value of these derivatives are recorded in Other income (expense), net in the 
Consolidated Income Statements. Additionally, we have hedge positions that are designated cash flow hedges of certain 
intercompany charges relating to our global delivery model. These hedges, the most significant of which are U.S. dollar/
Indian rupee, U.S. dollar/Philippine peso, U.K. pound/Indian rupee and Euro/Indian rupee, typically have maturities not 
exceeding three years and are intended to partially offset the impact of foreign currency movements on future costs relating 
to our global delivery resources. For additional information, see Note 9 (Financial Instruments) to our Consolidated Financial 
Statements under Item 8, “Financial Statements and Supplementary Data.” 

For designated cash flow hedges, gains and losses currently recorded in Accumulated other comprehensive loss are 
expected to be reclassified into earnings at the time when certain anticipated intercompany charges are accrued as Cost of 
services. As of August 31, 2021, it was anticipated that approximately $104 million of net gains, net of tax, currently recorded 
in Accumulated other comprehensive loss will be reclassified into Cost of services within the next 12 months.  

We use sensitivity analysis to determine the effects that market foreign currency exchange rate fluctuations may have on the 
fair value of our hedge portfolio. The sensitivity of the hedge portfolio is computed based on the market value of future cash 
flows as affected by changes in exchange rates. This sensitivity analysis represents the hypothetical changes in value of the 
hedge position and does not reflect the offsetting gain or loss on the underlying exposure. A 10% change in the levels of 
foreign currency exchange rates against the U.S. dollar (or other base currency of the hedge if not a U.S. dollar hedge) with 
all other variables held constant would have resulted in a change in the fair value of our hedge instruments of approximately 
$469 million and $592 million as of August 31, 2021 and 2020, respectively.

Interest Rate Risk 
The interest rate risk associated with our borrowing and investing activities as of August 31, 2021 is not material in relation to 
our consolidated financial position, results of operations or cash flows. While we may do so in the future, we have not used 
derivative financial instruments to alter the interest rate characteristics of our investment holdings or debt instruments. 

Equity Investment Risk
Our non-marketable and marketable equity securities are subject to a wide variety of market-related risks that could 
substantially reduce or increase the fair value of our investments.

Our non-marketable equity securities are investments in privately held companies which are often in a start-up or 
development stage, which is inherently risky. The technologies or products these companies have under development are 
typically in the early stages and may never materialize, which could result in a loss of a substantial part of our investment in 
these companies. The evaluations of privately held companies are based on information that we request from these 
companies, which is not subject to the same disclosure regulations as U.S. publicly traded companies, and as such, the 
basis for these evaluations is subject to the timing and accuracy of the data received from these companies. We have 
minimal exposure on our long-term investments in privately held companies as these investments were not material in 
relation to our consolidated financial position, results of operations or cash flows as of August 31, 2021. 
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We record our marketable equity securities not accounted for under the equity method at fair value based on readily 
determinable market values.

The carrying values of our investments accounted for under the equity method generally do not fluctuate based on market 
price changes; however, these investments could be impaired if the carrying value exceeds the fair value.

Item 8. Financial Statements and 
Supplementary Data

See the Index to Consolidated Financial Statements and financial statements commencing on page F-1, which are 
incorporated herein by reference.

Item 9.  Changes in and Disagreements With 
Accountants on Accounting and Financial 
Disclosure

None.

Item 9A. Controls and Procedures

Evaluation of Disclosure Controls and Procedures
Our management, with the participation of our principal executive officer and our principal financial officer, has evaluated the 
effectiveness of our disclosure controls and procedures (as defined in Rule 13a-15(e) under the Exchange Act) as of the end 
of the period covered by this report. Any controls and procedures, no matter how well designed and operated, can provide 
only reasonable assurance of achieving the desired control objectives. Based on that evaluation, the principal executive 
officer and the principal financial officer of Accenture plc have concluded that, as of the end of the period covered by this 
report, our disclosure controls and procedures were effective at the reasonable assurance level.

Management’s Annual Report on Internal Control over Financial 
Reporting
Our management is responsible for establishing and maintaining adequate internal control over financial reporting to provide 
reasonable assurance regarding the reliability of our financial reporting and the preparation of financial statements for 
external purposes in accordance with generally accepted accounting principles. Internal control over financial reporting 
includes those policies and procedures that:

i. pertain to the maintenance of records that in reasonable detail accurately and fairly reflect the transactions and 
dispositions of our assets;
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ii. provide reasonable assurance that the transactions are recorded as necessary to permit preparation of financial 
statements in accordance with generally accepted accounting principles, and that our receipts and expenditures are 
being made only in accordance with authorizations of management and our Board of Directors; and

iii. provide reasonable assurance regarding prevention or timely detection of unauthorized acquisition, use or disposition of 
our assets that could have a material effect on our financial statements.

Due to its inherent limitations, internal control over financial reporting may not prevent or detect misstatements. Also, 
projections of any evaluation of effectiveness to future periods are subject to the risk that controls may become inadequate 
due to changes in conditions, or that the degree of compliance with the policies or procedures may deteriorate.

Under the supervision and with the participation of our management, including our principal executive officer and principal 
financial officer, we conducted an evaluation of the effectiveness of our internal control over financial reporting using the 
criteria set forth by the Committee of Sponsoring Organizations of the Treadway Commission (COSO) in Internal Control—
Integrated Framework (2013). Based on its evaluation, our management concluded that our internal control over financial 
reporting was effective as of the end of the fiscal year covered by this Annual Report on Form 10-K.

KPMG LLP, an independent registered public accounting firm, has audited the Consolidated Financial Statements included in 
this Annual Report on Form 10-K and, as part of their audit, has issued its attestation report, included herein, on the 
effectiveness of our internal control over financial reporting. See “Report of Independent Registered Public Accounting Firm” 
on page F-2.

Changes in Internal Control over Financial Reporting
There has been no change in our internal control over financial reporting that occurred during the fourth quarter of fiscal 2021 
that has materially affected, or is reasonably likely to materially affect, our internal control over financial reporting.

Item 9B. Other Information

None.

Item 9C. Disclosure Regarding Foreign 
Jurisdictions that Prevent Inspections

None.
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Part III
Item 10. Directors, Executive Officers and 
Corporate Governance

There have been no material changes to the procedures by which security holders may recommend nominees to our Board 
of Directors from those described in the proxy statement for our 2021 Annual General Meeting of Shareholders filed with the 
SEC on December 10, 2020.

Information about our executive officers is contained in the discussion entitled “Information about our Executive Officers” in 
Part I of this Form 10-K. The remaining information called for by Item 10 will be included in the sections captioned 
“Appointment of Directors,” “Corporate Governance” and “Beneficial Ownership” included in the definitive proxy statement 
relating to the 2022 Annual General Meeting of Shareholders of Accenture plc to be held on January 26, 2022 and is 
incorporated herein by reference. Accenture plc will file such definitive proxy statement with the SEC pursuant to Regulation 
14A not later than 120 days after the end of our 2021 fiscal year covered by this Form 10-K.

Item 11. Executive Compensation

The information called for by Item 11 will be included in the sections captioned “Executive Compensation” and “Director 
Compensation” included in the definitive proxy statement relating to the 2022 Annual General Meeting of Shareholders of 
Accenture plc to be held on January 26, 2022 and is incorporated herein by reference. Accenture plc will file such definitive 
proxy statement with the SEC pursuant to Regulation 14A not later than 120 days after the end of our 2021 fiscal year 
covered by this Form 10-K.
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Item 12. Security Ownership of Certain 
Beneficial Owners and Management and 
Related Shareholder Matters

Securities Authorized for Issuance under Equity Compensation Plans
The following table sets forth, as of August 31, 2021, certain information related to our compensation plans under which 
Accenture plc Class A ordinary shares may be issued.

Plan Category

Number of Shares to be 
Issued Upon Exercise 

of Outstanding Options, 
Warrants and Rights

Weighted-Average 
Exercise Price of 

Outstanding Options, 
Warrants and Rights (3)

Number of Shares Remaining 
Available for Future Issuance 
Under Equity Compensation 
Plans (Excluding Securities 

Reflected in 1st Column)
Equity compensation plans 
approved by shareholders:

2001 Share Incentive Plan  14,362 (1) $ —  — 
Amended and Restated 2010 
Share Incentive Plan  16,639,608 (2)  —  19,465,854 
Amended and Restated 2010 
Employee Share Purchase Plan  — N/A  20,557,490 

Equity compensation plans not 
approved by shareholders  — N/A  — 
Total  16,653,970  40,023,344 

(1) Consists of 14,362 restricted share units.
(2) Consists of 16,639,608 restricted share units, with performance-based awards assuming maximum performance.
(3) Restricted share units have no exercise price.

The remaining information called for by Item 12 will be included in the section captioned “Beneficial Ownership” included in 
the definitive proxy statement relating to the 2022 Annual General Meeting of Shareholders of Accenture plc to be held on 
January 26, 2022 and is incorporated herein by reference. Accenture plc will file such definitive proxy statement with the SEC 
pursuant to Regulation 14A not later than 120 days after the end of our 2021 fiscal year covered by this Form 10-K.

Item 13. Certain Relationships and Related 
Transactions, and Director Independence

The information called for by Item 13 will be included in the section captioned “Corporate Governance” included in the 
definitive proxy statement relating to the 2022 Annual General Meeting of Shareholders of Accenture plc to be held on 
January 26, 2022 and is incorporated herein by reference. Accenture plc will file such definitive proxy statement with the SEC 
pursuant to Regulation 14A not later than 120 days after the end of our 2021 fiscal year covered by this Form 10-K.
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Item 14. Principal Accountant Fees And 
Services

The information called for by Item 14 will be included in the section captioned “Audit” included in the definitive proxy 
statement relating to the 2022 Annual General Meeting of Shareholders of Accenture plc to be held on January 26, 2022 and 
is incorporated herein by reference. Accenture plc will file such definitive proxy statement with the SEC pursuant to 
Regulation 14A not later than 120 days after the end of our 2021 fiscal year covered by this Form 10-K.
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Part IV
Item 15. Exhibits, Financial Statement 
Schedules

(a) List of documents filed as part of this report:

1. Financial Statements as of August 31, 2021 and August 31, 2020 and for the three years ended August 31, 2021—
Included in Part II of this Form 10-K:

Consolidated Balance Sheets

Consolidated Income Statements

Consolidated Statements of Comprehensive Income

Consolidated Shareholders’ Equity Statements

Consolidated Cash Flows Statements

Notes to Consolidated Financial Statements

2. Financial Statement Schedules:

None

3. Exhibit Index:

Exhibit
Number Exhibit
3.1 Amended and Restated Memorandum and Articles of Association of Accenture plc (incorporated by reference to Exhibit 3.1 to Accenture 

plc’s 8-K filed on February 7, 2018)

3.2 Certificate of Incorporation of Accenture plc (incorporated by reference to Exhibit 3.2 to Accenture plc’s 8-K12B filed on September 1, 2009 
(the “8-K12B”))

4.1 Description of Accenture plc’s Securities (filed herewith)

10.1 Form of Voting Agreement, dated as of April 18, 2001, among Accenture Ltd and the covered persons party thereto as amended and 
restated as of February 3, 2005 (incorporated by reference to Exhibit 9.1 to the Accenture Ltd February 28, 2005 10-Q (File No. 
001-16565))

10.2 Assumption Agreement of the Amended and Restated Voting Agreement, dated September 1, 2009 (incorporated by reference to Exhibit 
10.4 to the 8-K12B)

10.3* Form of Non-Competition Agreement, dated as of April 18, 2001, among Accenture Ltd and certain employees (incorporated by reference 
to Exhibit 10.2 to the Accenture Ltd Registration Statement on Form S-1 (File No. 333-59194) filed on April 19, 2001)

10.4 Assumption and General Amendment Agreement between Accenture plc and Accenture Ltd, dated September 1, 2009 (incorporated by 
reference to Exhibit 10.1 to the 8-K12B)

10.5* 2001 Share Incentive Plan (incorporated by reference to Exhibit 10.3 to the Accenture Ltd Registration Statement on Form S-1/A (File No. 
333-59194) filed on July 12, 2001)

10.6* Amended and Restated Accenture plc 2010 Share Incentive Plan (incorporated by reference to Exhibit 10.1 to Accenture plc’s 8-K filed on 
January 30, 2020)

10.7* Amended and Restated 2010 Employee Share Purchase Plan (incorporated by reference to Exhibit 10.2 to Accenture plc’s 8-K filed on 
February 3, 2016)

10.8 Form of Support Agreement, dated as of May 23, 2001, between Accenture Ltd and Accenture Canada Holdings Inc. (incorporated by 
reference to Exhibit 10.9 to the Accenture Ltd Registration Statement on Form S-1/A (the “July 2, 2001 Form S-1/A”))

10.9 First Supplemental Agreement to Support Agreement among Accenture plc, Accenture Ltd and Accenture Canada Holdings Inc., dated 
September 1, 2009 (incorporated by reference to Exhibit 10.2 to the 8-K12B)

10.10* Form of Employment Agreement of executive officers in the United States (incorporated by reference to Exhibit 10.3 to the February 28, 
2013 10-Q)
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10.11* Form of Employment Agreement of executive officers in Singapore (incorporated by reference to Exhibit 10.17 to the August 31, 2015 10-
K)

10.12* 2012 Employment Contract between Accenture SAS and Jean-Marc Ollagnier, together with 2017 Addendum (incorporated by reference to 
Exhibit 10.1 to the November 30, 2020 10-Q)

10.13 Form of Articles of Association of Accenture Canada Holdings Inc. (incorporated by reference to Exhibit 10.11 to the July 2, 2001 Form S-1/
A)

10.14 Articles of Amendment to Articles of Association of Accenture Canada Holdings Inc. (incorporated by reference to Exhibit 10.21 to the 
August 31, 2013 10-K)

10.15 Form of Exchange Trust Agreement by and between Accenture Ltd and Accenture Canada Holdings Inc. and CIBC Mellon Trust Company, 
made as of May 23, 2001 (incorporated by reference to Exhibit 10.12 to the July 2, 2001 Form S-1/A)

10.16 First Supplemental Agreement to Exchange Trust Agreement among Accenture plc, Accenture Ltd, Accenture Canada Holdings Inc. and 
Accenture Inc., dated September 1, 2009 (incorporated by reference to Exhibit 10.3 to the 8-K12B)

10.17* 2015 Sub-plan for Restricted Share Units Granted in France (incorporated by reference to Exhibit 10.2 to the November 30, 2020 10-Q)

10.18* Form of Director Restricted Share Unit Agreement pursuant to the Amended and Restated Accenture plc 2010 Share Incentive Plan 
(incorporated by reference to Exhibit 10.1 to the February 28, 2021 10-Q)

10.19* Form of Key Executive Performance-Based Award Restricted Share Unit Agreement pursuant to the Amended and Restated Accenture plc 
2010 Share Incentive Plan (incorporated by reference to Exhibit 10.2 to the February 28, 2019 10-Q)

10.20* Form of Key Executive Performance-Based Award Restricted Share Unit Agreement pursuant to the Amended and Restated Accenture plc 
2010 Share Incentive Plan (incorporated by reference to Exhibit 10.2 to the February 29, 2020 10-Q)

10.21* Form of Key Executive Performance-Based Award Restricted Share Unit Agreement pursuant to the Amended and Restated Accenture plc 
2010 Share Incentive Plan (incorporated by reference to Exhibit 10.2 to the February 28, 2021 10-Q)

10.22* Form of Fiscal 2019 Key Executive Performance-Based Award Restricted Share Unit Agreement in France (incorporated by reference to 
Exhibit 10.3 to the November 30, 2020 10-Q)

10.23* Form of Fiscal 2020 Key Executive Performance-Based Award Restricted Share Unit Agreement in France (incorporated by reference to 
Exhibit 10.4 to the November 30, 2020 10-Q)

10.24* Form of Fiscal 2021 Key Executive Performance-Based Award Restricted Share Unit Agreement in France (incorporated by reference to 
Exhibit 10.6 to the February 28, 2021 10-Q)

10.25* Form of Accenture Leadership Performance Equity Award Restricted Share Unit Agreement pursuant to the Amended and Restated 
Accenture plc 2010 Share Incentive Plan (incorporated by reference to Exhibit 10.3 to the February 28, 2019 10-Q)

10.26* Form of Accenture Leadership Performance Equity Award Restricted Share Unit Agreement pursuant to the Amended and Restated 
Accenture plc 2010 Share Incentive Plan (incorporated by reference to Exhibit 10.3 to the February 29, 2020 10-Q)

10.27* Form of Accenture Leadership Performance Equity Award Restricted Share Unit Agreement pursuant to the Amended and Restated 
Accenture plc 2010 Share Incentive Plan (incorporated by reference to Exhibit 10.3 to the February 28, 2021 10-Q)

10.28* Form of Fiscal 2021 Accenture Leadership Performance Equity Award Restricted Share Unit Agreement in France (incorporated by 
reference to Exhibit 10.7 to the February 28, 2021 10-Q)

10.29* Form of Voluntary Equity Investment Program Matching Grant Restricted Share Unit Agreement pursuant to the Amended and Restated 
Accenture plc 2010 Share Incentive Plan (incorporated by reference to Exhibit 10.4 to the February 29, 2020 10-Q)

10.30* Form of Voluntary Equity Investment Program Matching Grant Restricted Share Unit Agreement pursuant to the Amended and Restated 
Accenture plc 2010 Share Incentive Plan (incorporated by reference to Exhibit 10.4 to the February 28, 2021 10-Q)

10.31* Form of Fiscal 2021 Voluntary Equity Investment Program Matching Grant Restricted Share Unit Agreement in France (incorporated by 
reference to Exhibit 10.8 to the February 28, 2021 10-Q)

10.32* Form of CEO Discretionary Grant Restricted Share Unit Agreement pursuant to the Amended and Restated Accenture plc 2010 Share 
Incentive Plan (incorporated by reference to Exhibit 10.5 to the February 29, 2020 10-Q)

10.33* Form of CEO Discretionary Grant Restricted Share Unit Agreement pursuant to the Amended and Restated Accenture plc 2010 Share 
Incentive Plan (incorporated by reference to Exhibit 10.5 to the February 28, 2021 10-Q)

10.34* Form of Next Generation Leadership Performance-Based Award Restricted Share Unit Agreement pursuant to the Amended and Restated 
Accenture plc 2010 Share Incentive Plan (incorporated by reference to Exhibit 10.6 to the February 29, 2020 10-Q)

10.35* Form of Next Generation Leadership Performance-Based Award Restricted Share Unit Agreement in France (incorporated by reference to 
Exhibit 10.6 to the November 30, 2020 10-Q)

10.36* Accenture LLP Leadership Separation Benefits Plan (incorporated by reference to Exhibit 10.28 to the August 31, 2020 10-K)

10.37* Description of Global Annual Bonus Plan (incorporated by reference to Exhibit 10.31 to the August 31, 2017 10-K)

10.38* Form of Indemnification Agreement, between Accenture Inc. and the indemnitee party thereto (incorporated by reference to Exhibit 10.28 
to the August 31, 2018 10-K)

21.1 Subsidiaries of the Registrant (filed herewith)
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https://www.sec.gov/Archives/edgar/data/1467373/000146737320000431/acn113020exhibit103.htm
https://www.sec.gov/Archives/edgar/data/1467373/000146737320000431/acn113020exhibit104.htm
https://www.sec.gov/Archives/edgar/data/1467373/000146737321000106/acn22821exhibit106.htm
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https://www.sec.gov/Archives/edgar/data/1467373/000146737321000106/acn22821exhibit107.htm
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https://www.sec.gov/Archives/edgar/data/1467373/000146737320000431/acn113020exhibit106.htm
https://www.sec.gov/Archives/edgar/data/1467373/000146737320000376/a831202010-kexhibit1028.htm
http://www.sec.gov/Archives/edgar/data/1467373/000146737317000430/acn831201710k-exhibit1031.htm
http://www.sec.gov/Archives/edgar/data/1467373/000146737318000318/acn831201810k-exhibit1028.htm
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23.1 Consent of KPMG LLP (filed herewith)

23.2 Consent of KPMG LLP related to the Accenture plc 2010 Employee Share Purchase Plan (filed herewith)

24.1 Power of Attorney (included on the signature page hereto)

31.1 Certification of the Principal Executive Officer pursuant to Rule 13a-14(a) or 15d-14(a) of the Securities Exchange Act of 1934, as adopted 
pursuant to Section 302 of the Sarbanes-Oxley Act of 2002 (filed herewith)

31.2 Certification of the Principal Financial Officer pursuant to Rule 13a-14(a) or 15d-14(a) of the Securities Exchange Act of 1934, as adopted 
pursuant to Section 302 of the Sarbanes-Oxley Act of 2002 (filed herewith)

32.1 Certification of the Principal Executive Officer pursuant to 18 U.S.C. Section 1350, as adopted pursuant to Section 906 of the Sarbanes-
Oxley Act of 2002 (furnished herewith)

32.2 Certification of the Principal Financial Officer pursuant to 18 U.S.C. Section 1350, as adopted pursuant to Section 906 of the Sarbanes-
Oxley Act of 2002 (furnished herewith)

99.1 Amended and Restated Accenture plc 2010 Employee Share Purchase Plan Financial Statements (filed herewith)

101 The following financial information from Accenture plc’s Annual Report on Form 10-K for the fiscal year ended August 31, 2021, formatted 
in Inline XBRL: (i) Consolidated Balance Sheets as of August 31, 2021 and August 31, 2020, (ii) Consolidated Income Statements for the 
years ended August 31, 2021, 2020 and 2019, (iii) Consolidated Statements of Comprehensive Income for the years ended August 31, 
2021, 2020 and 2019, (iv) Consolidated Shareholders’ Equity Statements for the years ended August 31, 2021, 2020 and 2019, (v) 
Consolidated Cash Flows Statements for the years ended August 31, 2021, 2020 and 2019, and (vi) the Notes to Consolidated Financial 
Statements

104 The cover page from Accenture plc’s Annual Report on Form 10-K for the year ended August 31, 2021, formatted in Inline XBRL (included 
as Exhibit 101)

(*) Indicates management contract or compensatory plan or arrangement.

The agreements and other documents filed as exhibits to this report are not intended to provide factual information or other 
disclosure other than with respect to the terms of the agreements or other documents themselves, and you should not rely 
on them for that purpose. In particular, any representations and warranties made by us in these agreements or other 
documents were made solely within the specific context of the relevant agreement or document and may not describe the 
actual state of affairs as of the date they were made or at any other time.

Item 16. Form 10-K Summary

Not applicable.
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Signatures
Pursuant to the requirements of Section 13 or 15(d) of the Securities Exchange Act of 1934, the registrant has duly caused 
this report to be signed on its behalf on October 15, 2021 by the undersigned, thereunto duly authorized.

 

ACCENTURE PLC

By: /s/    JULIE SWEET

Name: Julie Sweet
Title: Chief Executive Officer

Power of Attorney
KNOW ALL PERSONS BY THESE PRESENTS, that each person whose signature appears below hereby constitutes and 
appoints Julie Sweet, KC McClure and Joel Unruch, and each of them, as his or her true and lawful attorneys-in-fact and 
agents, with power to act with or without the others and with full power of substitution and resubstitution, to do any and all 
acts and things and to execute any and all instruments which said attorneys and agents and each of them may deem 
necessary or desirable to enable the registrant to comply with the U.S. Securities Exchange Act of 1934, as amended, and 
any rules, regulations and requirements of the U.S. Securities and Exchange Commission thereunder in connection with the 
registrant’s Annual Report on Form 10-K for the fiscal year ended August 31, 2021 (the “Annual Report”), including 
specifically, but without limiting the generality of the foregoing, power and authority to sign the name of the registrant and the 
name of the undersigned, individually and in his or her capacity as a director or officer of the registrant, to the Annual Report 
as filed with the U.S. Securities and Exchange Commission, to any and all amendments thereto, and to any and all 
instruments or documents filed as part thereof or in connection therewith; and each of the undersigned hereby ratifies and 
confirms all that said attorneys and agents and each of them shall do or cause to be done by virtue hereof.

Pursuant to the requirements of the Securities Exchange Act of 1934, this report has been signed below on October 15, 2021 
by the following persons on behalf of the registrant and in the capacities indicated.

 

Signature   Title

/s/    JULIE SWEET   Chief Executive Officer, Chair of the Board and Director

Julie Sweet (principal executive officer)

/s/    KC MCCLURE   Chief Financial Officer

KC McClure (principal financial officer)

/s/    RICHARD P. CLARK   Chief Accounting Officer

Richard P. Clark (principal accounting officer)

/s/    GILLES C. PÉLISSON   Lead Director

Gilles C. Pélisson

/s/    JAIME ARDILA   Director

Jaime Ardila
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/s/    NANCY MCKINSTRY   Director

Nancy McKinstry

/s/    BETH E. MOONEY Director

Beth E. Mooney

/s/    PAULA A. PRICE   Director

Paula A. Price

/s/    VENKATA S.M. RENDUCHINTALA   Director

Venkata S.M. Renduchintala

/s/    ARUN SARIN   Director

Arun Sarin

/s/    FRANK K. TANG   Director

Frank K. Tang

/s/    TRACEY T. TRAVIS   Director

Tracey T. Travis
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Report of Independent Registered Public Accounting Firm
To the Shareholders and Board of Directors 

Accenture plc:

Opinions on the Consolidated Financial Statements and Internal Control Over Financial Reporting 

We have audited the accompanying consolidated balance sheets of Accenture plc and subsidiaries (the Company) as of 
August 31, 2021 and 2020, the related consolidated statements of income, comprehensive income, shareholders’ equity, and 
cash flows for each of the years in the three-year period ended August 31, 2021, and the related notes (collectively, the 
consolidated financial statements). We also have audited the Company’s internal control over financial reporting as of August 
31, 2021, based on criteria established in Internal Control – Integrated Framework (2013) issued by the Committee of 
Sponsoring Organizations of the Treadway Commission.  

In our opinion, the consolidated financial statements referred to above present fairly, in all material respects, the financial 
position of the Company as of August 31, 2021 and 2020, and the results of its operations and its cash flows for each of the 
years in the three-year period ended August 31, 2021, in conformity with U.S. generally accepted accounting principles. Also 
in our opinion, the Company maintained, in all material respects, effective internal control over financial reporting as of 
August 31, 2021 based on criteria established in Internal Control – Integrated Framework (2013) issued by the Committee of 
Sponsoring Organizations of the Treadway Commission.

Change in Accounting Principle

As discussed in Note 8 to the consolidated financial statements, the Company changed its method of accounting for leases 
effective September 1, 2019 due to the adoption of Accounting Standards Update (ASU) No. 2016-02, Leases, and related 
updates, which established Accounting Standards Codification Topic 842, Leases. 

Basis for Opinions 

The Company’s management is responsible for these consolidated financial statements, for maintaining effective internal 
control over financial reporting, and for its assessment of the effectiveness of internal control over financial reporting, 
included in the accompanying Management’s Annual Report on Internal Control over Financial Reporting. Our responsibility 
is to express an opinion on the Company’s consolidated financial statements and an opinion on the Company’s internal 
control over financial reporting based on our audits. We are a public accounting firm registered with the Public Company 
Accounting Oversight Board (United States) (PCAOB) and are required to be independent with respect to the Company in 
accordance with the U.S. federal securities laws and the applicable rules and regulations of the Securities and Exchange 
Commission and the PCAOB.

We conducted our audits in accordance with the standards of the PCAOB. Those standards require that we plan and perform 
the audits to obtain reasonable assurance about whether the consolidated financial statements are free of material 
misstatement, whether due to error or fraud, and whether effective internal control over financial reporting was maintained in 
all material respects. 

Our audits of the consolidated financial statements included performing procedures to assess the risks of material 
misstatement of the consolidated financial statements, whether due to error or fraud, and performing procedures that 
respond to those risks. Such procedures included examining, on a test basis, evidence regarding the amounts and 
disclosures in the consolidated financial statements. Our audits also included evaluating the accounting principles used and 
significant estimates made by management, as well as evaluating the overall presentation of the consolidated financial 
statements. Our audit of internal control over financial reporting included obtaining an understanding of internal control over 
financial reporting, assessing the risk that a material weakness exists, and testing and evaluating the design and operating 
effectiveness of internal control based on the assessed risk. Our audits also included performing such other procedures as 
we considered necessary in the circumstances. We believe that our audits provide a reasonable basis for our opinions.

Definition and Limitations of Internal Control over Financial Reporting 

A company’s internal control over financial reporting is a process designed to provide reasonable assurance regarding the 
reliability of financial reporting and the preparation of financial statements for external purposes in accordance with generally 
accepted accounting principles. A company’s internal control over financial reporting includes those policies and procedures 
that (1) pertain to the maintenance of records that, in reasonable detail, accurately and fairly reflect the transactions and 
dispositions of the assets of the company; (2) provide reasonable assurance that transactions are recorded as necessary to 
permit preparation of financial statements in accordance with generally accepted accounting principles, and that receipts and 
expenditures of the company are being made only in accordance with authorizations of management and directors of the 
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company; and (3) provide reasonable assurance regarding prevention or timely detection of unauthorized acquisition, use, or 
disposition of the company’s assets that could have a material effect on the financial statements.

Because of its inherent limitations, internal control over financial reporting may not prevent or detect misstatements. Also, 
projections of any evaluation of effectiveness to future periods are subject to the risk that controls may become inadequate 
because of changes in conditions, or that the degree of compliance with the policies or procedures may deteriorate.

Critical Audit Matters

The critical audit matters communicated below are matters arising from the current period audit of the consolidated financial 
statements that were communicated or required to be communicated to the audit committee and that: (1) relate to accounts 
or disclosures that are material to the consolidated financial statements and (2) involved our especially challenging, 
subjective, or complex judgments. The communication of critical audit matters does not alter in any way our opinion on the 
consolidated financial statements, taken as a whole, and we are not, by communicating the critical audit matters below, 
providing separate opinions on the critical audit matters or on the accounts or disclosures to which they relate.

Estimated costs to complete certain technology integration consulting services contracts

As discussed in Notes 1 and 2 to the consolidated financial statements, revenues from contracts for technology 
integration consulting services where the Company designs, builds, and implements new or enhanced system 
applications and related processes for its clients are recognized over time since control of the system is transferred 
continuously to the client. Generally, revenue is recognized using costs incurred to date relative to total estimated costs 
at completion to measure progress toward satisfying the Company’s performance obligations, which typically occurs 
over time periods ranging from six months to two years.  

We identified the evaluation of estimated costs to complete certain technology integration consulting services contracts 
as a critical audit matter. Subjective auditor judgment was required to evaluate the estimate of costs to complete the 
contracts.  

The following are the primary procedures we performed to address this critical audit matter. We evaluated the design 
and tested the operating effectiveness of certain internal controls over the Company’s process for estimating costs to 
complete technology integration consulting services contracts, including controls over the estimate of costs to complete 
the contracts. We tested the estimated costs to complete for certain technology integration consulting services contracts 
by evaluating:

• the scope of the work and timing of delivery for consistency with the underlying contractual terms;

• the estimated costs to complete in relation to progress toward satisfying the Company’s performance obligations, 
based on internal and customer-facing information;

• changes to estimated costs, if any, including the amount and timing of the change based on internal information or 
contractual changes; and

• actual costs incurred subsequent to the balance sheet date to assess if they were consistent with the estimate for 
that time period.  

We evaluated the Company’s ability to estimate costs by comparing estimates developed at contract inception to actual 
costs ultimately incurred to satisfy the performance obligation.

Unrecognized tax benefits

As discussed in Note 11 to the consolidated financial statements, the Company has $1,344 million of unrecognized tax 
benefits as of August 31, 2021. As discussed in Note 1 to the consolidated financial statements, the Company 
recognizes tax positions when it believes such positions are more likely than not of being sustained if challenged. 
Recognized tax positions are measured at the largest amount of benefit greater than 50 percent likely of being realized. 
The Company uses estimates and assumptions in determining the amount of unrecognized tax benefits. 

We identified the evaluation of the Company’s unrecognized tax benefits related to transfer pricing and certain other 
intercompany transactions as a critical audit matter. Complex auditor judgment was required in evaluating the 
Company’s interpretation of tax law and its analysis of the recognition and measurement of its tax positions.

The following are the primary procedures we performed to address this critical audit matter. We evaluated the design 
and tested the operating effectiveness of certain internal controls over the Company’s unrecognized tax benefits 
process, including controls over transfer pricing and certain other intercompany transactions. We involved tax and 
transfer pricing professionals with specialized skills and knowledge, who assisted in:
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• evaluating the Company’s interpretation of tax laws and income tax consequences of intercompany transactions,
including internal restructurings and intra-entity transfers of assets;

• assessing transfer pricing studies for compliance with applicable laws and regulations;

• analyzing the Company’s tax positions, including the methodology over the measurement of unrecognized tax
benefits related to transfer pricing;

• evaluating the Company’s determination of unrecognized tax benefits, including the associated effect in other
jurisdictions; and

• inspecting settlements with applicable taxing authorities.

In addition, we evaluated the Company’s ability to estimate its unrecognized tax benefits by comparing historical 
unrecognized tax benefits to actual results upon the conclusion of examinations by applicable taxing authorities.

/s/ KPMG LLP

We have served as the Company’s auditor since 2002. 

Chicago, Illinois
October 15, 2021
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Consolidated Balance Sheets
August 31, 2021 and 2020 

August 31,
2021

August 31,
2020

ASSETS
CURRENT ASSETS:

Cash and cash equivalents $ 8,168,174 $ 8,415,330 
Short-term investments  4,294  94,309 
Receivables and contract assets  9,728,212  7,846,892 
Other current assets  1,765,831  1,393,225 

Total current assets  19,666,511  17,749,756 
NON-CURRENT ASSETS:

Contract assets  38,334  43,257 
Investments  329,526  324,514 
Property and equipment, net  1,639,105  1,545,568 
Lease assets  3,182,519  3,183,346 
Goodwill  11,125,861  7,709,820 
Deferred contract costs  731,445  723,168 
Deferred tax assets  4,007,130  4,153,146 
Other non-current assets  2,455,412  1,646,018 

Total non-current assets  23,509,332  19,328,837 
TOTAL ASSETS $ 43,175,843 $ 37,078,593 
LIABILITIES AND SHAREHOLDERS’ EQUITY
CURRENT LIABILITIES:

Current portion of long-term debt and bank borrowings $ 12,080 $ 7,820 
Accounts payable  2,274,057  1,349,874 
Deferred revenues  4,229,177  3,636,741 
Accrued payroll and related benefits  6,747,853  5,083,950 
Income taxes payable  423,400  453,542 
Lease liabilities  744,164  756,057 
Accrued consumption taxes  609,553  662,409 
Other accrued liabilities  668,583  712,197 

Total current liabilities  15,708,867  12,662,590 
NON-CURRENT LIABILITIES:

Long-term debt  53,473  54,052 
Deferred revenues  700,080  690,931 
Retirement obligation  2,016,021  1,859,444 
Deferred tax liabilities  243,636  179,703 
Income taxes payable  1,105,896  930,695 
Lease liabilities  2,696,917  2,667,584 
Other non-current liabilities  553,839  534,421 

Total non-current liabilities  7,369,862  6,916,830 
COMMITMENTS AND CONTINGENCIES
SHAREHOLDERS’ EQUITY:

Ordinary shares, par value 1.00 euros per share, 40,000 shares authorized and issued as of 
August 31, 2021 and August 31, 2020  57  57 
Class A ordinary shares, par value $0.0000225 per share, 20,000,000,000 shares authorized, 
656,590,625 and 658,548,895 shares issued as of August 31, 2021 and August 31, 2020, 
respectively  15  15 
Class X ordinary shares, par value $0.0000225 per share, 1,000,000,000 shares authorized, 
512,655 and 527,509 shares issued and outstanding as of August 31, 2021 and August 31, 
2020, respectively  —  — 
Restricted share units  1,750,784  1,585,302 
Additional paid-in capital  8,617,838  7,167,227 
Treasury shares, at cost: Ordinary, 40,000 shares as of August 31, 2021 and August 31, 2020; 
Class A ordinary, 24,504,666 and 24,383,369 shares as of August 31, 2021 and August 31, 
2020, respectively  (3,408,491)  (2,565,761) 
Retained earnings  13,988,748  12,375,533 
Accumulated other comprehensive loss  (1,419,497)  (1,561,837) 

Total Accenture plc shareholders’ equity  19,529,454  17,000,536 
Noncontrolling interests  567,660  498,637 

Total shareholders’ equity  20,097,114  17,499,173 
TOTAL LIABILITIES AND SHAREHOLDERS’ EQUITY $ 43,175,843 $ 37,078,593 

The accompanying Notes are an integral part of these Consolidated Financial Statements.
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Consolidated Income Statements
For the Years Ended August 31, 2021, 2020 and 2019 

2021 2020 2019
REVENUES:

Revenues $ 50,533,389 $ 44,327,039 $ 43,215,013 
OPERATING EXPENSES:

Cost of services  34,169,261  30,350,881  29,900,325 
Sales and marketing  5,288,237  4,625,929  4,447,456 
General and administrative costs  3,454,362  2,836,585  2,562,158 

Total operating expenses  42,911,860  37,813,395  36,909,939 
OPERATING INCOME  7,621,529  6,513,644  6,305,074 
Interest income  33,365  69,331  87,508 
Interest expense  (59,492)  (33,071)  (22,963) 
Other income (expense), net  165,714  224,427  (117,822) 
INCOME BEFORE INCOME TAXES  7,761,116  6,774,331  6,251,797 
Income tax expense  1,770,571  1,589,018  1,405,556 
NET INCOME  5,990,545  5,185,313  4,846,241 
Net income attributable to noncontrolling interests in Accenture Canada Holdings 
Inc.  (6,539)  (6,325)  (6,694) 
Net income attributable to noncontrolling interests – other  (77,197)  (71,149)  (60,435) 
NET INCOME ATTRIBUTABLE TO ACCENTURE PLC $ 5,906,809 $ 5,107,839 $ 4,779,112 
Weighted average Class A ordinary shares:
Basic  634,745,073  636,299,913  638,098,125 
Diluted  645,909,042  647,797,003  650,204,873 
Earnings per Class A ordinary share:
Basic $ 9.31 $ 8.03 $ 7.49 
Diluted $ 9.16 $ 7.89 $ 7.36 
Cash dividends per share $ 3.52 $ 3.20 $ 2.92 

The accompanying Notes are an integral part of these Consolidated Financial Statements.
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Consolidated Statements of Comprehensive Income
For the Years Ended August 31, 2021, 2020 and 2019 

2021 2020 2019
NET INCOME $ 5,990,545 $ 5,185,313 $ 4,846,241 
OTHER COMPREHENSIVE INCOME (LOSS), NET OF TAX:

Foreign currency translation  35,215  197,696  (132,707) 
Defined benefit plans  55,265  57,100  (253,039) 
Cash flow hedges  51,811  24,721  123,003 
Investments  49  (777)  (1,663) 

OTHER COMPREHENSIVE INCOME (LOSS) ATTRIBUTABLE TO ACCENTURE PLC  142,340  278,740  (264,406) 
Other comprehensive income (loss) attributable to noncontrolling interests  1,117  8,243  (6,749) 
COMPREHENSIVE INCOME $ 6,134,002 $ 5,472,296 $ 4,575,086 

COMPREHENSIVE INCOME ATTRIBUTABLE TO ACCENTURE PLC $ 6,049,149 $ 5,386,579 $ 4,514,706 
Comprehensive income attributable to noncontrolling interests  84,853  85,717  60,380 
COMPREHENSIVE INCOME $ 6,134,002 $ 5,472,296 $ 4,575,086 

The accompanying Notes are an integral part of these Consolidated Financial Statements.
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Consolidated Shareholders’ Equity Statements
For the Years Ended August 31, 2021, 2020 and 2019 

Balance as of August 31, 2018 $ 57  40 $ 15  663,328 $ —  656 $ 1,234,623 $ 4,870,764 $ (2,116,948)  (24,333) $ 7,952,413 $ (1,576,171) $ 10,364,753 $ 359,835 $ 10,724,588 

Cumulative effect adjustment  2,134,818  2,134,818  3,158  2,137,976 

Net income  4,779,112  4,779,112  67,129  4,846,241 

Other comprehensive income 
(loss)

 (264,406)  (264,406)  (6,749)  (271,155) 

Purchases of Class A shares  3,302  (2,669,336)  (16,431)  (2,666,034)  (3,302)  (2,669,336) 
Cancellation of treasury shares  (17,599)  (326,092)  2,745,321  17,599  (2,419,229)  —  — 

Share-based compensation 
expense

 1,023,794  69,459     1,093,253  1,093,253 

Purchases/redemptions of 
Accenture Canada Holdings 
Inc. exchangeable shares and 
Class X shares

 (47)  (21,768)  (21,768)  (10)  (21,778) 

Issuances of Class A ordinary 
shares for employee share 
programs

 9,010  (903,526)  1,219,600  652,587  4,160  (121,250)  847,411  1,034  848,445 

Dividends  57,012   (1,918,737)  (1,861,725)  (2,628)  (1,864,353) 

Other, net  (10,817)  14,411  3,594  216  3,810 

Balance as of August 31, 2019 $ 57  40 $ 15  654,739 $ —  609 $ 1,411,903 $ 5,804,448 $ (1,388,376)  (19,005) $ 10,421,538 $ (1,840,577) $ 14,409,008 $ 418,683 $ 14,827,691 

 
Ordinary
Shares

Class A
Ordinary
Shares

Class X
Ordinary
Shares Restricted 

Share 
Units

 Additional 
Paid-in 
Capital

Treasury Shares Accumulated 
Other 

Comprehensive 
Loss

Total 
Accenture plc 
Shareholders’ 

Equity
Noncontrolling 

Interests

Total 
Shareholders’ 

Equity $
No. 

Shares $
No. 

Shares $
No. 

Shares $
No. 

Shares
Retained 
Earnings

The accompanying Notes are an integral part of these Consolidated Financial Statements.
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Consolidated Shareholders’ Equity Statements — (continued)
For the Years Ended August 31, 2021, 2020 and 2019 

Net income  5,107,839  5,107,839  77,474  5,185,313 

Other comprehensive income 
(loss)

 278,740  278,740  8,243  286,983 

Purchases of Class A shares  3,116  (2,894,253)  (14,730)  (2,891,137)  (3,116)  (2,894,253) 

Cancellation of treasury shares  (5,526)  (108,670)  1,056,145  5,526  (947,475)  —  — 

Share-based compensation 
expense

 1,118,284  79,522  1,197,806  1,197,806 

Purchases/redemptions of 
Accenture Canada Holdings 
Inc. exchangeable shares and 
Class X shares

 (81)  (21,594)  (21,594)  (21,594) 

Issuances of Class A shares for 
employee share programs

 9,336  (1,022,144)  1,409,627  660,723  3,786  (93,912)  954,294  1,014  955,308 

Dividends  77,259  (2,112,457)  (2,035,198)  (2,535)  (2,037,733) 

Other, net  778  778  (1,126)  (348) 

Balance as of August 31, 2020 $ 57  40 $ 15  658,549 $ —  528 $ 1,585,302 $ 7,167,227 $ (2,565,761)  (24,423) $ 12,375,533 $ (1,561,837) $ 17,000,536 $ 498,637 $ 17,499,173 

 
Ordinary
Shares

Class A
Ordinary
Shares

Class X
Ordinary
Shares

Restricted 
Share 
Units

 Additional 
Paid-in 
Capital

Treasury Shares Accumulated 
Other 

Comprehensive 
Loss

Total 
Accenture plc 
Shareholders’ 

Equity
Noncontrolling 

Interests

Total 
Shareholders’ 

Equity $
No. 

Shares $
No. 

Shares $
No. 

Shares $
No. 

Shares
Retained 
Earnings

The accompanying Notes are an integral part of these Consolidated Financial Statements.
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Consolidated Shareholders’ Equity Statements — (continued)
For the Years Ended August 31, 2021, 2020 and 2019 

Net income  5,906,809  5,906,809  83,736  5,990,545 

Other comprehensive income 
(loss)

 142,340  142,340  1,117  143,457 

Purchases of Class A shares  3,622  (3,693,747)  (13,957)  (3,690,125)  (3,622)  (3,693,747) 

Cancellation of treasury shares  (10,263)  (255,809)  2,105,666  10,263  (1,849,857)  —  — 

Share-based compensation 
expense

 1,253,679  89,272  1,342,951  1,342,951 

Purchases/redemptions of 
Accenture Canada Holdings 
Inc. exchangeable shares and 
Class X shares

 (15)  (9,377)  (9,377)  (9,377) 

Issuances of Class A shares for 
employee share programs

 8,305  (1,176,967)  1,617,702  745,351  3,572  (121,343)  1,064,743  1,032  1,065,775 

Dividends  88,770  (2,322,394)  (2,233,624)  (2,470)  (2,236,094) 

Other, net  5,201  5,201  (10,770)  (5,569) 

Balance as of August 31, 2021 $ 57  40 $ 15  656,591 $ —  513 $ 1,750,784 $ 8,617,838 $ (3,408,491)  (24,545) $ 13,988,748 $ (1,419,497) $ 19,529,454 $ 567,660 $ 20,097,114 

 
Ordinary
Shares

Class A
Ordinary
Shares

Class X
Ordinary
Shares

Restricted 
Share 
Units

 Additional 
Paid-in 
Capital

Treasury Shares Accumulated 
Other 

Comprehensive 
Loss

Total 
Accenture plc 
Shareholders’ 

Equity
Noncontrolling 

Interests

Total 
Shareholders’ 

Equity $
No. 

Shares $
No. 

Shares $
No. 

Shares $
No. 

Shares
Retained 
Earnings

The accompanying Notes are an integral part of these Consolidated Financial Statements.



Consolidated Cash Flows Statements
For the Years Ended August 31, 2021, 2020 and 2019 

2021 2020 2019
CASH FLOWS FROM OPERATING ACTIVITIES:

Net income $ 5,990,545 $ 5,185,313 $ 4,846,241 
Adjustments to reconcile Net income to Net cash provided by (used in) 
operating activities—

Depreciation, amortization and other  1,891,242  1,773,124  892,760 
Share-based compensation expense  1,342,951  1,197,806  1,093,253 
Deferred tax expense (benefit)  60,930  170,951  (96,360) 
Other, net  (342,849)  (243,867)  (87,522) 
Change in assets and liabilities, net of acquisitions—

Receivables and contract assets, current and non-current  (1,471,613)  721,500  (526,297) 
Other current and non-current assets  (591,836)  (503,482)  (489,817) 
Accounts payable  825,472  (359,682)  177,186 
Deferred revenues, current and non-current  554,830  236,207  258,067 
Accrued payroll and related benefits  1,445,010  (7,845)  386,930 
Income taxes payable, current and non-current  111,795  55,198  (162,916) 
Other current and non-current liabilities  (841,329)  (10,071)  335,428 

Net cash provided by (used in) operating activities  8,975,148  8,215,152  6,626,953 
CASH FLOWS FROM INVESTING ACTIVITIES:

Purchases of property and equipment  (580,132)  (599,132)  (599,009) 
Purchases of businesses and investments, net of cash acquired  (4,171,123)  (1,531,599)  (1,193,071) 
Proceeds from sales of businesses and investments  413,553  230,393  27,951 
Other investing, net  27,936  5,819  8,553 

Net cash provided by (used in) investing activities  (4,309,766)  (1,894,519)  (1,755,576) 
CASH FLOWS FROM FINANCING ACTIVITIES:

Proceeds from issuance of shares  1,065,775  955,308  848,445 
Purchases of shares  (3,703,124)  (2,915,847)  (2,691,114) 
Proceeds from (repayments of) long-term debt, net  (7,798)  (6,719)  (4,772) 
Cash dividends paid  (2,236,094)  (2,037,733)  (1,864,353) 
Other, net  (45,096)  (44,101)  (55,377) 

Net cash provided by (used in) financing activities  (4,926,337)  (4,049,092)  (3,767,171) 
Effect of exchange rate changes on cash and cash equivalents  13,799  16,936  (38,713) 

NET INCREASE (DECREASE) IN CASH AND CASH EQUIVALENTS  (247,156)  2,288,477  1,065,493 
CASH AND CASH EQUIVALENTS, beginning of period  8,415,330  6,126,853  5,061,360 
CASH AND CASH EQUIVALENTS, end of period $ 8,168,174 $ 8,415,330 $ 6,126,853 
SUPPLEMENTAL CASH FLOW INFORMATION:

Interest paid $ 36,132 $ 28,493 $ 22,624 
Income taxes paid, net $ 1,566,753 $ 1,360,030 $ 1,587,273 

The accompanying Notes are an integral part of these Consolidated Financial Statements.
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1. Summary of Significant Accounting Policies 

Description of Business 
Accenture plc is a leading global professional services company, providing a broad range of services in strategy and 
consulting, interactive, technology and operations. We serve clients in three geographic markets: North America, Europe and 
Growth Markets (Asia Pacific, Latin America, Africa and the Middle East). We help our clients build their digital core, 
transform their operations, and accelerate revenue growth—creating tangible value across their enterprises at speed and 
scale. 

Basis of Presentation 
The Consolidated Financial Statements include the accounts of Accenture plc, an Irish company, and our controlled 
subsidiary companies. Accenture plc is an Irish public limited company, which operates its business through its subsidiaries.  

The shares of Accenture Canada Holdings Inc. held by persons other than us are treated as a noncontrolling interest in the 
Consolidated Financial Statements. The noncontrolling interests percentage was less than 1% as of August 31, 2021 and 
2020, respectively.

All references to years, unless otherwise noted, refer to our fiscal year, which ends on August 31. For example, a reference 
to “fiscal 2021” means the 12-month period that ended on August 31, 2021. All references to quarters, unless otherwise 
noted, refer to the quarters of our fiscal year. 

The preparation of the Consolidated Financial Statements in conformity with U.S. generally accepted accounting principles 
requires management to make estimates and assumptions that affect amounts reported in the Consolidated Financial 
Statements and accompanying disclosures. Although these estimates are based on management’s best knowledge of 
current events and actions that we may undertake in the future, actual results may be different from those estimates.

Revenue Recognition 
We account for revenue in accordance with FASB ASU No. 2014-09, Revenue from Contracts with Customers (Topic 606). 

Performance Obligations 
A performance obligation is a promise in a contract to transfer a distinct good or service to the client and is the unit of 
accounting in Topic 606. A contract’s transaction price is allocated to each distinct performance obligation and recognized as 
revenue when, or as, the performance obligation is satisfied. For contracts with multiple performance obligations, we allocate 
the contract’s transaction price to each performance obligation based on the relative standalone selling price. The primary 
method used to estimate standalone selling price is the expected cost plus a margin approach, under which we forecast our 
expected costs of satisfying a performance obligation and then add an appropriate margin for that distinct good or service 
based on margins for similar services sold on a standalone basis. While determining relative standalone selling price and 
identifying separate performance obligations require judgment, generally relative standalone selling prices and the separate 
performance obligations are readily identifiable as we sell those performance obligations unaccompanied by other 
performance obligations. Contract modifications are routine in the performance of our contracts. Contracts are often modified 
to account for changes in the contract specifications, requirements or duration. If a contract modification results in the 
addition of performance obligations priced at a standalone selling price or if the post-modification services are distinct from 
the services provided prior to the modification, the modification is accounted for separately. If the modified services are not 
distinct, they are accounted for as part of the existing contract. 

Our revenues are derived from contracts for outsourcing services, technology integration consulting services and non-
technology integration consulting services. These contracts have different terms based on the scope, performance 
obligations and complexity of the engagement, which frequently require us to make judgments and estimates in recognizing 
revenues. We have many types of contracts, including time-and-materials contracts, fixed-price contracts, fee-per-transaction 
contracts and contracts with multiple fee types. 

The nature of our contracts gives rise to several types of variable consideration, including incentive fees. Many contracts 
include incentives or penalties related to costs incurred, benefits produced or adherence to schedules that may increase the 
variability in revenues and margins earned on such contracts. These variable amounts generally are awarded or refunded 
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upon achievement of or failure to achieve certain performance metrics, milestones or cost targets and can be based upon 
client discretion. We include these variable fees in the estimated transaction price when there is a basis to reasonably 
estimate the amount of the fee and it is not probable a significant reversal of revenue will occur. These estimates reflect the 
expected value of the variable fee and are based on an assessment of our anticipated performance, historical experience 
and other information available at the time. 

Our performance obligations are satisfied over time as work progresses or at a point in time. The majority of our revenues 
are recognized over time based on the extent of progress towards satisfying our performance obligations. The selection of 
the method to measure progress towards completion requires judgment and is based on the contract and the nature of the 
services to be provided. 

Outsourcing Contracts 
Our outsourcing contracts typically span several years. Revenues are generally recognized on outsourcing contracts over 
time because our clients benefit from the services as they are performed. Outsourcing contracts require us to provide a 
series of distinct services each period over the contract term. Revenues from unit-priced contracts are recognized as 
transactions are processed. When contractual billings represent an amount that corresponds directly with the value provided 
to the client (e.g., time-and-materials contracts), revenues are recognized as amounts become billable in accordance with 
contract terms. 

Technology Integration Consulting Services
Revenues from contracts for technology integration consulting services where we design/redesign, build and implement new 
or enhanced systems and related processes for our clients are recognized over time as control of the system is transferred 
continuously to the client. Contracts for technology integration consulting services generally span six months to two years. 
Generally, revenue, including estimated fees, is recognized using costs incurred to date relative to total estimated costs at 
completion to measure progress toward satisfying our performance obligations. Incurred cost represents work performed, 
which corresponds with, and thereby best depicts, the transfer of control to the client. 

Non-Technology Integration Consulting Services 
Our contracts for non-technology integration consulting services are typically less than a year in duration. Revenues are 
generally recognized over time as our clients benefit from the services as they are performed, or the contract, for which the 
related services lack an alternative use, includes termination provisions enabling payment for performance completed to 
date. When contractual billings represent an amount that corresponds directly with the value provided to the client (e.g., time-
and-materials contracts), revenues are recognized as amounts become billable in accordance with contract terms. Revenues 
from fixed-price contracts are generally recognized using costs incurred to date relative to total estimated costs at completion 
to measure progress toward satisfying our performance obligations. Incurred cost represents work performed, which 
corresponds with, and thereby best depicts, the transfer of control to the client. For non-technology integration consulting 
contracts which do not qualify to recognize revenue over time, we recognize revenues at a point in time when the client 
obtains control of the promised good or service. 

Contract Estimates 
Estimates of total contract revenues and costs are continuously monitored over the lives of our contracts, and recorded 
revenues and cost estimates are subject to revision as the contract progresses. If at any time the estimate of contract 
profitability indicates an anticipated loss on a technology integration consulting contract, we recognize the loss in the quarter 
it first becomes probable and reasonably estimable. 

Contract Balances 
The timing of revenue recognition, billings and cash collections results in Receivables, Contract assets, and Deferred 
revenues (Contract liabilities) on our Consolidated Balance Sheet. Amounts are billed as work progresses in accordance with 
agreed-upon contractual terms, either at periodic intervals (e.g., monthly or quarterly) or upon achievement of contractual 
milestones. Our receivables are rights to consideration that are conditional only upon the passage of time as compared to 
our contract assets, which are rights to consideration conditional upon additional factors. When we bill or receive payments 
from our clients before revenue is recognized, we record Contract liabilities. Contract assets and liabilities are reported on 
our Consolidated Balance Sheet on a contract-by-contract basis at the end of each reporting period. 

For some outsourcing contracts, we receive payments for transition or set-up activities, which are deferred and recognized 
as revenue as the services are provided. These advance payments are typically not a significant financing component 
because they are used to meet working capital demands in the early stages of a contract and to protect us from the other 
party failing to complete its obligations under the contract. We elected the practical expedient to report revenues net of any 
revenue-based taxes assessed by governmental authorities that are imposed on and concurrent with specific revenue-
producing transactions.
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Employee Share-Based Compensation Arrangements 
Share-based compensation expense is recognized over the requisite service period for awards of equity instruments to 
employees based on the grant date fair value of those awards expected to ultimately vest. Forfeitures are estimated on the 
date of grant and revised if actual or expected forfeiture activity differs materially from original estimates. 

Income Taxes 
We calculate and provide for income taxes in each of the tax jurisdictions in which we operate. Deferred tax assets and 
liabilities, measured using enacted tax rates, are recognized for the future tax consequences of temporary differences 
between the tax and financial statement bases of assets and liabilities. A valuation allowance reduces the deferred tax assets 
to the amount that is more likely than not to be realized. We establish liabilities or reduce assets when we believe tax 
positions are not more likely than not of being sustained if challenged. Recognized tax positions are measured at the largest 
amount of benefit greater than 50 percent likely of being realized. Each fiscal quarter, we evaluate tax positions and adjust 
the related tax assets and liabilities in light of changing facts and circumstances. We release stranded tax effects from 
Accumulated other comprehensive loss using the specific identification approach for our defined benefit plans and the 
portfolio approach for other items. 

Translation of Non-U.S. Currency Amounts 
Assets and liabilities of non-U.S. subsidiaries whose functional currency is not the U.S. dollar are translated into U.S. dollars 
at fiscal year-end exchange rates. Revenue and expense items are translated at average foreign currency exchange rates 
prevailing during the fiscal year. Translation adjustments are included in Accumulated other comprehensive loss. Gains and 
losses arising from intercompany foreign currency transactions that are of a long-term investment nature are reported in the 
same manner as translation adjustments. 

Cash and Cash Equivalents 
Cash and cash equivalents consist of all cash balances and liquid investments with original maturities of three months or 
less, including certificates of deposit and time deposits. As a result of certain subsidiaries’ cash management systems, 
checks issued but not presented to the banks for payment may create negative book cash balances. Such negative balances 
are classified as Current portion of long term debt and bank borrowings. 

Allowance for Credit Losses—Client Receivables and Contract 
Assets 
We record our client receivables at their face amounts less allowances. The allowance represents our estimate of expected 
credit losses based on historical experience, current economic conditions and certain forward-looking information. As of 
August 31, 2021 and 2020, total allowances recorded for credit losses recorded for client receivables and contract assets 
was $32,206 and $40,277, respectively. The change in the allowance is primarily due to immaterial write-offs and changes in 
gross client receivables and contract assets. 

Concentrations of Credit Risk 
Our financial instruments, consisting primarily of cash and cash equivalents, foreign currency exchange rate instruments and 
client receivables, are exposed to concentrations of credit risk. We place our cash and cash equivalents and foreign 
exchange instruments with highly-rated financial institutions, limit the amount of credit exposure with any one financial 
institution and conduct ongoing evaluations of the credit worthiness of the financial institutions with which we do business. 
Client receivables are dispersed across many different industries and countries; therefore, concentrations of credit risk are 
limited. 

Investments
All available-for-sale securities and liquid investments with an original maturity greater than three months but less than one 
year are considered to be Short-term investments. Non-current investments consist of equity securities in publicly-traded and 
privately-held companies and are accounted for using either the equity or fair value measurement alternative method of 
accounting (for investments without readily determinable fair values). Investments are periodically assessed for other-than-
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temporary impairment. If an investment is deemed to have experienced an other-than-temporary decline below its basis, we 
reduce the carrying amount of the investment to its estimated fair value. 

Our non-current investments are as follows:

August 31, 2021 August 31, 2020
Equity method investments $ 184,157 $ 240,446 
Investments without readily determinable fair values  145,369  84,068 
Total non-current investments $ 329,526 $ 324,514 

For investments in which we can exercise significant influence but do not control, we use the equity method of accounting. 
Equity method investments are initially recorded at cost and our proportionate share of gains and losses of the investee are 
included as a component of other income (expense), net. Our equity method investments consist primarily of an investment 
in Duck Creek Technologies. As of August 31, 2021, the carrying amount of our investment was $162,775, and the estimated 
fair value of our approximately 16% ownership was $854,823. We account for the investment under the equity method 
because we have the ability to influence operations through the combination of our voting power and through other factors, 
such as representation on the board and our business relationship.

For equity securities without a readily determinable fair value, we use the fair value measurement alternative and measure 
the securities at cost less impairment, if any, plus or minus observable price changes in orderly transactions for an identical 
or similar investment of the same issuer.

Depreciation and Amortization 
See table below for summary of depreciation on fixed assets, deferred transition amortization, intangible assets amortization 
and operating lease cost for fiscal 2021 and 2020, respectively.

 Fiscal
 2021 2020
Depreciation $ 512,051 $ 482,054 
Amortization—Deferred transition  297,216  300,680 
Amortization—Intangible assets  312,706  239,664 
Operating lease cost  765,232  749,233 
Other  4,037  1,493 
Total depreciation, amortization and other $ 1,891,242 $ 1,773,124 

Property and Equipment 
Property and equipment is stated at cost, net of accumulated depreciation. Depreciation of property and equipment is 
computed on a straight-line basis over the following estimated useful lives: 

Computers, related equipment and software 2 to 7 years
Furniture and fixtures 5 to 10 years
Leasehold improvements Lesser of lease term or 15 years

Goodwill 

Goodwill represents the excess of the purchase price of an acquired entity over the fair value of net assets acquired. We 
review the recoverability of goodwill by operating segment annually, or more frequently when indicators of impairment exist. 
Based on the results of our annual impairment analysis, we determined that no impairment existed as of August 31, 2021 or 
2020, as each reportable segment’s estimated fair value substantially exceeded its carrying value. 

Long-Lived Assets 
Long-lived assets, including deferred contract costs and identifiable intangible assets, are reviewed for impairment whenever 
events or changes in circumstances indicate that the carrying amount of an asset or group of assets may not be recoverable. 

Table of Contents
Notes To Consolidated Financial Statements — (continued)
(In thousands of U.S. dollars, except share and per share amounts or as otherwise disclosed)ACCENTURE 2021 FORM 10-K F-15



Recoverability of long-lived assets or groups of assets is assessed based on a comparison of the carrying amount to the 
estimated future net cash flows. If estimated future undiscounted net cash flows are less than the carrying amount, the asset 
is considered impaired and a loss is recorded equal to the amount required to reduce the carrying amount to fair value. 

Intangible assets with finite lives are generally amortized using the straight-line method over their estimated economic useful 
lives, ranging from one to fifteen years.

Operating Expenses 
Selected components of operating expenses are as follows: 

 Fiscal
 2021 2020 2019
Research and development costs $ 1,118,320 $ 870,611 $ 799,734 
Advertising costs (1)  171,883  57,658  85,521 
Provision for (release of) doubtful accounts (2)  6,199  147  974 

(1) Advertising costs are expensed as incurred. 
(2) For additional information, see “Allowance for Credit Losses - Client Receivables and Contract Assets.” 

Recently Adopted Accounting Pronouncements 
Financial Accounting Standards Board (“FASB”) Accounting Standards Update (“ASU”) No. 
2016-13 (“Topic 326”) 
On September 1, 2020, we adopted FASB ASU No. 2016-13, Financial Instruments-Credit Losses (Topic 326): Measurement 
of Credit Losses on Financial Instruments, which amends guidance on recognition and measurement of credit losses and 
related disclosures. The amendments replace the existing incurred loss impairment model with a methodology to measure 
and recognize lifetime expected credit losses for all in-scope financial assets, including accounts receivable and contract 
assets. The adoption did not have an impact on our Consolidated Financial Statements.
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2. Revenues 

Disaggregation of Revenue 
See Note 16 (Segment Reporting) to these Consolidated Financial Statements for our disaggregated revenues. 

Remaining Performance Obligations 
We had remaining performance obligations of approximately $23 billion and $20 billion as of August 31, 2021 and 2020, 
respectively. Our remaining performance obligations represent the amount of transaction price for which work has not been 
performed and revenue has not been recognized. The majority of our contracts are terminable by the client on short notice 
with little or no termination penalties, and some without notice. Under Topic 606, only the non-cancelable portion of these 
contracts is included in our performance obligations. Additionally, our performance obligations only include variable 
consideration if we assess it is probable that a significant reversal of cumulative revenue recognized will not occur when the 
uncertainty is resolved. Based on the terms of our contracts, a significant portion of what we consider contract bookings is 
not included in our remaining performance obligations. We expect to recognize approximately 70% of our remaining 
performance obligations as of August 31, 2021 as revenue in fiscal 2022, an additional 14% in fiscal 2023, and the balance 
thereafter.

Contract Estimates 
Adjustments in contract estimates related to performance obligations satisfied or partially satisfied in prior periods were 
immaterial for both fiscal 2021 and 2020. 

Contract Balances 
Deferred transition revenues were $700,080 and $690,931 as of August 31, 2021 and 2020, respectively, and are included in 
Non-current deferred revenues. Costs related to these activities are also deferred and are expensed as the services are 
provided. Generally, deferred amounts are protected in the event of early termination of the contract and are monitored 
regularly for impairment. Impairment losses are recorded when projected remaining undiscounted operating cash flows of the 
related contract are not sufficient to recover the carrying amount of contract assets. Deferred transition costs 
were $731,445 and $723,168 as of August 31, 2021 and 2020, respectively, and are included in Deferred contract costs. 
Deferred transition amortization expense for fiscal 2021, 2020 and 2019 was $297,216, $300,680 and $274,814, 
respectively. 

The following table provides information about the balances of our Receivables, Contract assets and Contract liabilities 
(Deferred revenues): 

As of August 31, 2021 As of August 31, 2020
Receivables, net of allowance $ 8,796,992 $ 7,192,110 
Contract assets (current)  931,220  654,782 
Receivables and contract assets (current)  9,728,212  7,846,892 
Contract assets (non-current)  38,334  43,257 
Deferred revenues (current)  4,229,177  3,636,741 
Deferred revenues (non-current)  700,080  690,931 

Changes in the contract asset and liability balances during fiscal 2021, were a result of normal business activity and not 
materially impacted by any other factors. 

Revenues recognized during fiscal 2021 that were included in Deferred revenues as of August 31, 2020 were $3.3 billion. 
Revenues recognized during fiscal 2020 that were included in Deferred revenues as of August 31, 2019 were $2.8 billion.
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3. Earnings Per Share 

Basic and diluted earnings per share are calculated as follows: 

 Fiscal
 2021 2020 2019
Basic Earnings per share

Net income attributable to Accenture plc $ 5,906,809 $ 5,107,839 $ 4,779,112 
Basic weighted average Class A ordinary shares  634,745,073  636,299,913  638,098,125 

Basic earnings per share $ 9.31 $ 8.03 $ 7.49 
Diluted Earnings per share

Net income attributable to Accenture plc $ 5,906,809 $ 5,107,839 $ 4,779,112 
Net income attributable to noncontrolling interests in Accenture Canada 
Holdings Inc. (1)  6,539  6,325  6,694 
Net income for diluted earnings per share calculation $ 5,913,348 $ 5,114,164 $ 4,785,806 
Basic weighted average Class A ordinary shares  634,745,073  636,299,913  638,098,125 
Class A ordinary shares issuable upon redemption/exchange of 
noncontrolling interests (1)  702,567  787,429  892,654 
Diluted effect of employee compensation related to Class A ordinary shares  10,344,620  10,599,773  11,111,679 
Diluted effect of share purchase plans related to Class A ordinary shares  116,782  109,888  102,415 
Diluted weighted average Class A ordinary shares  645,909,042  647,797,003  650,204,873 

Diluted earnings per share $ 9.16 $ 7.89 $ 7.36 

(1) Diluted earnings per share assumes the exchange of all Accenture Canada Holdings Inc. exchangeable shares for Accenture plc Class A 
ordinary shares on a one-for-one basis. The income effect does not take into account “Net income attributable to noncontrolling interests - 
other,” since those shares are not redeemable or exchangeable for Accenture plc Class A ordinary shares. 
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4. Accumulated Other Comprehensive Loss  

The following table summarizes the changes in the accumulated balances for each component of accumulated other 
comprehensive loss attributable to Accenture plc: 

Fiscal
2021 2020 2019

Foreign currency translation
    Beginning balance $ (1,010,279) $ (1,207,975) $ (1,075,268) 
             Foreign currency translation  36,562  207,566  (138,680) 
             Income tax benefit (expense)  (346)  (1,719)  (607) 
             Portion attributable to noncontrolling interests  (1,001)  (8,151)  6,580 
             Foreign currency translation, net of tax  35,215  197,696  (132,707) 
    Ending balance  (975,064)  (1,010,279)  (1,207,975) 

Defined benefit plans
    Beginning balance  (615,223)  (672,323)  (419,284) 
             Actuarial gains (losses)  (50,166)  22,414  (379,090) 
             Pension settlement  39,016  3,757  793 
             Prior service costs arising during the period  27,570  —  (2,105) 
             Reclassifications into net periodic pension and 
             post-retirement expense  49,864  55,035  32,985 
             Income tax benefit (expense)  (10,959)  (24,041)  94,052 
             Portion attributable to noncontrolling interests  (60)  (65)  326 
             Defined benefit plans, net of tax  55,265  57,100  (253,039) 
    Ending balance  (559,958)  (615,223)  (672,323) 

Cash flow hedges
    Beginning balance  63,714  38,993  (84,010) 
             Unrealized gain (loss)  168,244  72,437  209,017 
             Reclassification adjustments into Cost of services  (102,676)  (48,545)  (48,333) 
             Income tax benefit (expense)   (13,701)  857  (37,522) 
             Portion attributable to noncontrolling interests  (56)  (28)  (159) 
             Cash flow hedges, net of tax  51,811  24,721  123,003 
    Ending balance (1)  115,525  63,714  38,993 

Investments
    Beginning balance  (49)  728  2,391 
             Unrealized gain (loss)  49  (778)  (1,970) 
             Income tax benefit (expense)  —  —  305 
             Portion attributable to noncontrolling interests  —  1  2 
             Investments, net of tax  49  (777)  (1,663) 
    Ending balance  —  (49)  728 

Accumulated other comprehensive loss $ (1,419,497) $ (1,561,837) $ (1,840,577) 

(1) As of August 31, 2021, $103,549 of net unrealized gains related to derivatives designated as cash flow hedges is expected to be 
reclassified into cost of services in the next twelve months. 
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5. Property and Equipment  

The components of Property and equipment, net are as follows: 

 August 31, 2021 August 31, 2020
Buildings and land $ 60 $ 61 
Computers, related equipment and software  2,052,408  1,978,380 
Furniture and fixtures  470,624  456,136 
Leasehold improvements  1,528,462  1,424,722 

Property and equipment, gross  4,051,554  3,859,299 
Total accumulated depreciation  (2,412,449)  (2,313,731) 
Property and equipment, net $ 1,639,105 $ 1,545,568 

Depreciation expense for fiscal 2021, 2020 and 2019 was $512,051, $482,054 and $440,796, respectively. 

6. Business Combinations

We completed a number of individually immaterial acquisitions during fiscal 2021, 2020 and 2019. These acquisitions were 
completed primarily to expand our services and solutions offerings. The table below gives additional details related to these 
acquisitions:

Fiscal
2021 2020 2019

Total consideration $ 4,109,145 $ 1,513,910 $ 1,170,044 
Goodwill  3,388,948  1,352,839  920,696 
Intangible assets  983,910  377,060  282,144 

The intangible assets primarily consist of customer-related intangibles, which are being amortized over one to fifteen years. 
The goodwill was allocated among our reportable operating segments and is partially deductible for U.S. federal income tax 
purposes.
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7. Goodwill and Intangible Assets  

Goodwill 

The changes in the carrying amount of goodwill by reportable operating segment are as follows: 

August 31,
2019

Additions/
Adjustments

Foreign
Currency

Translation
August 31,

2020
Additions/

Adjustments

Foreign
Currency

Translation
August 31,

2021
GEOGRAPHIC MARKETS
North America $ 3,973,356 $ 628,458 $ 2,627 $ 4,604,441 $ 2,010,303 $ 3,454 $ 6,618,198 
Europe  1,569,223  420,413  148,452  2,138,088  1,179,932  11,726  3,329,746 
Growth Markets  662,971  289,598  14,722  967,291  205,469  5,157  1,177,917 
Total $ 6,205,550 $ 1,338,469 $ 165,801 $ 7,709,820 $ 3,395,704 $ 20,337 $ 11,125,861 

Goodwill includes immaterial adjustments related to prior period acquisitions. 

Intangible Assets 
Our definite-lived intangible assets by major asset class are as follows: 

August 31, 2020 August 31, 2021

Intangible Asset Class

Gross 
Carrying 
Amount

Accumulated 
Amortization

Net Carrying 
Amount

Gross 
Carrying 
Amount

Accumulated 
Amortization

Net Carrying 
Amount

Customer-related $ 1,319,332 $ (495,367) $ 823,965 $ 2,068,156 $ (654,460) $ 1,413,696 

Technology  150,765  (55,543)  95,222  250,481  (54,391)  196,090 

Patents  129,295  (66,954)  62,341  126,202  (66,650)  59,552 

Other  82,676  (34,986)  47,690  70,407  (28,807)  41,600 

Total $ 1,682,068 $ (652,850) $ 1,029,218 $ 2,515,246 $ (804,308) $ 1,710,938 

Total amortization related to our intangible assets was $312,706, $239,664 and $177,150 for fiscal 2021, 2020 and 2019, 
respectively. Estimated future amortization related to intangible assets held as of August 31, 2021 is as follows: 

Fiscal Year Estimated Amortization
2022 $ 352,776 
2023  286,589 
2024  260,069 
2025  237,270 
2026  191,099 
Thereafter  383,135 
Total $ 1,710,938 
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8. Leases

On September 1, 2019, we adopted FASB ASU No. 2016-02, Leases, and related updates (“Topic 842”) using the effective 
date method. Prior period amounts were not adjusted. The primary impact of adoption is the requirement for lessees to 
recognize assets and liabilities on the balance sheet for the rights and obligations created by both operating and finance 
leases. Enhanced quantitative and qualitative disclosures about leasing arrangements are also required. We elected the 
package of practical expedients which does not require reassessment of prior conclusions related to identifying leases, lease 
classification or initial direct costs. We also elected the practical expedient to combine lease and non-lease components, 
accounting for the combined components as a single lease component, for our office real estate and automobile leases. The 
standard did not have a material impact on our Consolidated Income Statement.

As a lessee, substantially all of our lease obligation is for office real estate. Our significant judgments used in determining our 
lease obligation include whether a contract is or contains a lease and the determination of the discount rate used to calculate 
the lease liability. We elected the practical expedient not to separate lease and associated non-lease components, 
accounting for them as a single combined lease component, for our office real estate and automobile leases.  

Our leases may include the option to extend or terminate before the end of the contractual term and are often non-
cancelable or cancelable only by the payment of penalties. Our lease assets and liabilities include these options in the lease 
term when it is reasonably certain that they will be exercised. In certain cases, we sublease excess office real estate to third-
party tenants.

Lease assets and liabilities recognized at the lease commencement date are determined predominantly as the present value 
of the payments due over the lease term. Since we cannot determine the implicit rate in our leases, we use our incremental 
borrowing rate on that date to calculate the present value. Our incremental borrowing rate approximates the rate at which we 
could borrow, on a secured basis for a similar term, an amount equal to our lease payments in a similar economic 
environment.

When we are the lessee, all leases are recognized as lease liabilities and associated lease assets on the Consolidated 
Balance Sheet. Lease liabilities represent our obligation to make payments arising from the lease. Lease assets represent 
our right to use an underlying asset for the lease term and may also include advance payments, initial direct costs, or lease 
incentives. Payments that depend upon an index or rate, such as the Consumer Price Index (CPI), are included in the 
recognition of lease assets and liabilities at the commencement-date rate. Other variable payments, such as common area 
maintenance, property and other taxes, utilities and insurance that are based on the lessor’s cost, are recognized in the 
Consolidated Income Statement in the period incurred.

As of August 31, 2021 and 2020, we had no material finance leases. Operating lease expense is recorded on a straight-line 
basis over the lease term. Lease costs are as follows:

Fiscal
 2021 2020
Operating lease cost $ 765,232 $ 749,233 
Variable lease cost  176,426  181,612 
Sublease income  (23,717)  (27,192) 

$ 917,941 $ 903,653 

Supplemental information related to operating lease transactions is as follows:

Fiscal
2021 2020

Lease liability payments $ 753,167 $ 725,892 
Lease assets obtained in exchange for liabilities  599,866  592,026 

As of August 31, 2021 and 2020, our operating leases had a weighted average remaining lease term of 7.3 years and a 
weighted average discount rate of 3.9% and 4.2%, respectively. 
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The following maturity analysis presents future undiscounted cash outflows (inflows) for operating leases as of August 31, 
2021: 

Lease 
Payments

Sublease 
Receipts

2022 $ 757,020 $ (13,029) 
2023  667,204  (12,088) 
2024  558,848  (10,787) 
2025  448,858  (8,288) 
2026  335,658  (7,269) 
Thereafter  1,144,549  (19,895) 
Total lease payments (receipts) $ 3,912,137 $ (71,356) 
Less interest  (471,056) 
Total lease liabilities $ 3,441,081 

As of August 31, 2021, we have entered into leases that have not yet commenced with future lease payments of $282 million 
that are not reflected in the table above. These leases are primarily related to office real estate and will commence in fiscal 
2022 with lease terms of up to 16 years. 
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9. Financial Instruments

Derivatives 
In the normal course of business, we use derivative financial instruments to manage foreign currency exchange rate risk. 
Derivative transactions are governed by a uniform set of policies and procedures covering areas such as authorization, 
counterparty exposure and hedging practices. Positions are monitored using techniques such as market value and sensitivity 
analyses. We do not enter into derivative transactions for trading purposes. We classify cash flows from our derivative 
programs as cash flows from operating activities in the Consolidated Cash Flows Statements. 

Certain derivatives give rise to credit risks from the possible non-performance by counterparties. Credit risk is generally 
limited to the fair value of those contracts that are favorable to us, and the maximum amount of loss due to credit risk, based 
on the gross fair value of our derivative financial instruments that are in an asset position, was $211,988 as of August 31, 
2021. 

We utilize standard counterparty master agreements containing provisions for the netting of certain foreign currency 
transaction obligations and for set-off of certain obligations in the event of an insolvency of one of the parties to the 
transaction. These provisions may reduce our potential overall loss resulting from the insolvency of a counterparty and 
reduce a counterparty’s potential overall loss resulting from our insolvency. Additionally, these agreements contain early 
termination provisions triggered by adverse changes in a counterparty’s credit rating, thereby enabling us to accelerate 
settlement of a transaction prior to its contractual maturity and potentially decrease our realized loss on an open transaction. 
Similarly, a decrement in our credit rating could trigger a counterparty’s early termination rights, thereby enabling a 
counterparty to accelerate settlement of a transaction prior to its contractual maturity and potentially increase our realized 
loss on an open transaction. The aggregate fair value of our derivative instruments with credit-risk-related contingent features 
that were in a liability position as of August 31, 2021 was $18,066. 

Our derivative financial instruments consist of deliverable and non-deliverable foreign currency forward contracts. Fair values 
for derivative financial instruments are based on prices computed using third-party valuation models and are classified as 
Level 2 in accordance with the three-level hierarchy of fair value measurements. All of the significant inputs to the third-party 
valuation models are observable in active markets. Inputs include current market-based parameters such as forward rates 
and yield curves. For additional information related to the three-level hierarchy of fair value measurements, see Note 12 
(Retirement and Profit Sharing Plans) to these Consolidated Financial Statements. 

Cash Flow Hedges 
Certain of our subsidiaries are exposed to currency risk through their use of our global delivery resources. To mitigate this 
risk, we use foreign currency forward contracts to hedge the foreign exchange risk of the forecasted intercompany expenses 
denominated in foreign currencies for up to three years in the future. We have designated these derivatives as cash flow 
hedges. As of August 31, 2021 and 2020, we held no derivatives that were designated as fair value or net investment 
hedges. 

In order for a derivative to qualify for hedge accounting, the derivative must be formally designated as a fair value, cash flow 
or net investment hedge by documenting the relationship between the derivative and the hedged item. The documentation 
includes a description of the hedging instrument, the hedged item, the risk being hedged, our risk management objective and 
strategy for undertaking the hedge, the method for assessing the effectiveness of the hedge and the method for measuring 
hedge ineffectiveness. Additionally, the hedge relationship must be expected to be highly effective at offsetting changes in 
either the fair value or cash flows of the hedged item at both inception of the hedge and on an ongoing basis.

For a cash flow hedge, the effective portion of the change in estimated fair value of a hedging instrument is recorded in 
Accumulated other comprehensive loss as a separate component of Shareholders’ Equity and is reclassified into Cost of 
services in the Consolidated Income Statements during the period in which the hedged transaction is recognized. The 
amounts related to derivatives designated as cash flow hedges that were reclassified into Cost of services were net gains of 
$102,676, $48,545 and $48,333 during fiscal 2021, 2020 and 2019, respectively. The ineffective portion of the change in fair 
value of a cash flow hedge is recognized immediately in Other income (expense), net in the Consolidated Income 
Statements and for fiscal 2021, 2020 and 2019, was not material. In addition, we did not discontinue any cash flow hedges 
during fiscal 2021, 2020 or 2019.
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Other Derivatives 
We also use foreign currency forward contracts, which have not been designated as hedges, to hedge balance sheet 
exposures, such as intercompany loans. These instruments are generally short-term in nature, with typical maturities of less 
than one year, and are subject to fluctuations in foreign exchange rates. Realized gains or losses and changes in the 
estimated fair value of these derivatives were net gains of $15,370, and $111,623 for fiscal 2021 and 2020, respectively, and 
a net loss of $112,113 for fiscal 2019. Gains and losses on these contracts are recorded in Other income (expense), net in 
the Consolidated Income Statements and are offset by gains and losses on the related hedged items.

Fair Value of Derivative Instruments 
The notional and fair values of all derivative instruments are as follows: 

 August 31, 2021 August 31, 2020
Assets

Cash Flow Hedges
Other current assets $ 109,416 $ 75,871 
Other non-current assets  70,250  50,914 

Other Derivatives
Other current assets  32,322  27,964 

Total assets $ 211,988 $ 154,749 
Liabilities

Cash Flow Hedges
Other accrued liabilities $ 5,867 $ 13,614 
Other non-current liabilities  8,585  13,576 

Other Derivatives
Other accrued liabilities  3,614  11,828 

Total liabilities $ 18,066 $ 39,018 
Total fair value $ 193,922 $ 115,731 
Total notional value $ 10,045,903 $ 9,600,691 

We utilize standard counterparty master agreements containing provisions for the netting of certain foreign currency 
transaction obligations and for the set-off of certain obligations in the event of an insolvency of one of the parties to the 
transaction. In the Consolidated Balance Sheets, we record derivative assets and liabilities at gross fair value. The potential 
effect of netting derivative assets against liabilities under the counterparty master agreements is as follows: 

 August 31, 2021 August 31, 2020
Net derivative assets $ 193,936 $ 129,520 
Net derivative liabilities  14  13,789 
Total fair value $ 193,922 $ 115,731 
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10. Borrowings and Indebtedness 

As of August 31, 2021, we had the following borrowing facilities, including the issuance of letters of credit, to support general 
working capital purposes: 

Facility
Amount

Borrowings
Under

Facilities
Syndicated loan facility (1) $ 3,000,000 $ — 

Separate, uncommitted, unsecured multicurrency revolving credit facilities (2)  1,200,031  — 

Local guaranteed and non-guaranteed lines of credit (3)  247,261  — 

Total $ 4,447,292 $ — 

(1) On April 26, 2021, we replaced our $1,000,000 syndicated 5-year credit facility and $1,000,000 syndicated 364-day credit facility with a 
new $3,000,000 syndicated credit facility maturing on April 24, 2026. This facility provides unsecured, revolving borrowing capacity for 
general corporate capital purposes, including the issuance of letters of credit. Borrowings under this facility will accrue interest at the 
applicable risk-free rate plus a spread. We continue to be in compliance with relevant covenant terms. The facility is subject to annual 
commitment fees. As of August 31, 2021, we had no borrowings under the facility.

(2) We maintain separate, uncommitted and unsecured multicurrency revolving credit facilities. These facilities provide local currency financing 
for the majority of our operations. Interest rate terms on the revolving facilities are at market rates prevailing in the relevant local markets. 
As of August 31, 2021 and 2020, we had no borrowings under these facilities. 

(3) We also maintain local guaranteed and non-guaranteed lines of credit for those locations that cannot access our global facilities. As of 
August 31, 2021 and 2020, we had no borrowings under these various facilities, respectively. 

Under the borrowing facilities described above, we had an aggregate of $695,139 and $487,795 of letters of credit 
outstanding as of August 31, 2021 and 2020, respectively. In addition, we had total outstanding debt of $65,553 and $61,872 
as of August 31, 2021 and 2020, respectively.
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11. Income Taxes

 Fiscal
 2021 2020 2019
Current taxes

U.S. federal $ 218,064 $ 99,280 $ 159,578 
U.S. state and local  95,662  26,425  86,113 
Non-U.S.  1,395,915  1,292,362  1,256,225 

Total current tax expense  1,709,641  1,418,067  1,501,916 
Deferred taxes

U.S. federal  7,767  21,532  (143,217) 
U.S. state and local  (5,400)  8,525  (39,588) 
Non-U.S.  58,563  140,894  86,445 

Total deferred tax (benefit) expense  60,930  170,951  (96,360) 
Total $ 1,770,571 $ 1,589,018 $ 1,405,556 

The components of Income before income taxes are as follows: 

 Fiscal
 2021 2020 2019
U.S. sources $ 1,597,820 $ 1,352,968 $ 853,173 
Non-U.S. sources  6,163,296  5,421,363  5,398,624 
Total $ 7,761,116 $ 6,774,331 $ 6,251,797 

The reconciliation of the U.S. federal statutory income tax rate to our effective income tax rate is as follows: 

 Fiscal
 2021 2020 (2) 2019 (2)
U.S. federal statutory income tax rate  21.0 %  21.0 %  21.0 %
U.S. state and local taxes, net  1.2  1.2  1.0 
Non-U.S. operations taxed at other rates  1.1  1.2  1.6 
Final determinations (1)  (1.7)  (1.9)  (3.4) 
Other net activity in unrecognized tax benefits  2.8  2.4  3.2 
Excess tax benefits from share based payments  (2.1)  (1.9)  (1.2) 
Other, net  0.5  1.5  0.3 
Effective income tax rate  22.8 %  23.5 %  22.5 %

(1) Final determinations include final agreements with tax authorities and expirations of statutes of limitations. 
(2) Prior period amounts have been reclassified to conform with the current period presentation.  

As of August 31, 2021, we had not recognized a deferred tax liability on approximately $1,900,000 of undistributed earnings 
for certain foreign subsidiaries, because these earnings are intended to be indefinitely reinvested. If such earnings were 
distributed, some countries may impose additional taxes. The unrecognized deferred tax liability (the amount payable if 
distributed) is approximately $100,000. 

Portions of our operations are subject to reduced tax rates or are free of tax under various tax holidays which expire between 
fiscal 2022 and 2031. The income tax benefits attributable to the tax status of these subsidiaries were estimated to be 
approximately $37,000, $38,000 and $95,000 in fiscal 2021, 2020 and 2019, respectively.

The revaluation of deferred tax assets and liabilities due to enacted changes in tax laws and tax rates did not have a material 
impact on our effective tax rate in fiscal 2021, 2020, or 2019. 
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The components of our deferred tax assets and liabilities included the following: 

 August 31, 2021 August 31, 2020 (1)
Deferred tax assets

Pensions $ 474,934 $ 443,231 
Revenue recognition  120,990  115,287 
Compensation and benefits  726,430  574,349 
Share-based compensation  355,157  334,061 
Tax credit carryforwards  915,382  659,835 
Net operating loss carryforwards  196,611  159,506 
Deferred amortization deductions  857,441  828,098 
Indirect effects of unrecognized tax benefits  285,768  279,105 
Licenses and other intangibles  1,533,152  1,752,612 
Leases  704,200  729,787 
Other  305,575  280,883 
Total deferred tax assets  6,475,640  6,156,754 

Valuation allowance  (1,001,245)  (757,799) 
Deferred tax assets, net of valuation allowance  5,474,395  5,398,955 

Deferred tax liabilities
Investments in subsidiaries  (142,635)  (169,752) 
Intangibles  (480,588)  (298,181) 
Leases  (648,419)  (669,005) 
Property and equipment  (92,271)  (56,218) 
Other  (346,988)  (232,356) 
Total deferred tax liabilities  (1,710,901)  (1,425,512) 

Net deferred tax assets $ 3,763,494 $ 3,973,443 

(1) Prior period amounts have been reclassified to conform with the current period presentation.  

We recorded valuation allowances of $1,001,245 and $757,799 as of August 31, 2021 and 2020, respectively, against 
deferred tax assets principally associated with certain tax credit and tax net operating loss carryforwards, as we believe it is 
more likely than not that these assets will not be realized. For all other deferred tax assets, we believe it is more likely than 
not that the results of future operations will generate sufficient taxable income to realize these deferred tax assets. During 
fiscal 2021 and 2020, we recorded net increases of $243,446 and $151,034 in the valuation allowance, respectively, primarily 
related to valuation allowances on certain tax credit carryforwards, as we believe it is more likely than not that these assets 
will not be realized.

We had tax credit carryforwards as of August 31, 2021 of $915,382, of which $25,858 will expire between 2022 and 2031, 
$52 will expire between 2032 and 2041, and $889,472 has an indefinite carryforward period. We had net operating loss 
carryforwards as of August 31, 2021 of $903,589. Of this amount, $86,729 expires between 2022 and 2031, $100,270 
expires between 2032 and 2041, and $716,590 has an indefinite carryforward period. 

As of August 31, 2021, we had $1,344,460 of unrecognized tax benefits, of which $1,028,090, if recognized, would favorably 
affect our effective tax rate. As of August 31, 2020, we had $1,238,945 of unrecognized tax benefits, of which $934,183, if 
recognized, would favorably affect our effective tax rate. The remaining unrecognized tax benefits as of August 31, 2021 and 
2020 of $316,370 and $304,762, respectively, represent items recorded as offsetting tax benefits associated with the 
correlative effects of potential transfer pricing adjustments, state income taxes and timing adjustments. 
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A reconciliation of the beginning and ending amounts of unrecognized tax benefits is as follows: 

 Fiscal
 2021 2020
Balance, beginning of year $ 1,238,945 $ 1,233,014 

Additions for tax positions related to the current year  187,741  168,938 
Additions for tax positions related to prior years  115,518  58,977 
Reductions for tax positions related to prior years  (133,349)  (177,812) 
Statute of limitations expirations  (62,614)  (51,477) 
Settlements with tax authorities  (3,374)  (11,602) 
Foreign currency translation  1,593  18,907 

Balance, end of year $ 1,344,460 $ 1,238,945 

For the year ended August 31, 2021, some of the additions for tax positions related to prior years are for items that had no 
net impact to the consolidated financial statements. 

We recognize interest and penalties related to unrecognized tax benefits in our Income tax expense. During fiscal 2021, 
2020 and 2019, we recognized expense of $35,285, $21,140 and $8,645 in interest and penalties, respectively. Accrued 
interest and penalties related to unrecognized tax benefits of $166,846 ($151,184, net of tax benefits) and $129,597 
($118,533, net of tax benefits) were reflected on our Consolidated Balance Sheets as of August 31, 2021 and 2020, 
respectively. 

We have participated in the U.S. Internal Revenue Service (“IRS”) Compliance Assurance Process (“CAP”) program since 
fiscal 2016. CAP tax years are examined by the IRS on a contemporaneous basis so that most issues are resolved prior to 
filing the tax return. We are currently under audit in numerous state and non-U.S. tax jurisdictions. However, with limited 
exceptions, we are no longer subject to income tax audits by those taxing authorities for years before 2014. Although the 
outcome of tax audits is always uncertain and could result in significant cash tax payments, we do not believe the outcome of 
these audits will have a material adverse effect on our consolidated financial position or results of operations. We believe that 
it is reasonably possible that our unrecognized tax benefits could decrease by approximately $300,000 or increase by 
approximately $420,000 in the next 12 months as a result of settlements, lapses of statutes of limitations, tax audit activity 
and other adjustments. The majority of these amounts relate to transfer pricing matters in both U.S. and non-U.S. tax 
jurisdictions.
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12. Retirement and Profit Sharing Plans 

Defined Benefit Pension and Postretirement Plans 
In the United States and certain other countries, we maintain and administer defined benefit retirement plans and 
postretirement medical plans for certain current, retired and resigned employees. In addition, our U.S. defined benefit 
pension plans include a frozen plan for former pre-incorporation partners, which is unfunded. Benefits under the employee 
retirement plans are primarily based on years of service and compensation during the years immediately preceding 
retirement or termination of participation in the plan. The defined benefit pension disclosures include our U.S. and material 
non-U.S. defined benefit pension plans. 

Assumptions 

The weighted-average assumptions used to determine the defined benefit pension obligations as of August 31 and the net 
periodic pension expense are as follows: 

Pension Plans Postretirement Plans

 
August 31,

2021
August 31,

2020
August 31,

2019
August 31, 

2021
August 31, 

2020
August 31, 

2019

 
U.S.

Plans

Non-
U.S. 

Plans
U.S. 

Plans

Non-
U.S. 

Plans
U.S. 

Plans

Non-
U.S. 

Plans

U.S. and 
Non-U.S. 

Plans

U.S. and 
Non-U.S. 

Plans

U.S. and 
Non-U.S. 

Plans
Discount rate for determining 
projected benefit obligation  2.50 %  2.41 %  2.50 %  2.27 %  3.00 %  2.24 %  2.53 %  2.51 %  3.00 %
Discount rate for determining 
net periodic pension expense  2.50 %  2.27 %  3.00 %  2.24 %  4.00 %  3.29 %  2.51 %  3.00 %  3.98 %
Long term rate of return on 
plan assets  3.50 %  2.63 %  4.25 %  2.81 %  4.25 %  3.02 %  3.06 %  3.45 %  3.18 %
Rate of increase in future 
compensation for determining 
projected benefit obligation  2.09 %  4.48 %  2.21 %  4.04 %  2.23 %  4.02 % N/A N/A N/A
Rate of increase in future 
compensation for determining 
net periodic pension expense  2.21 %  4.04 %  2.23 %  4.02 %  2.23 %  3.67 % N/A N/A N/A
Interest crediting rate for 
determining projected benefit 
obligation N/A  0.77 % N/A  0.68 % N/A  0.69 % N/A N/A N/A
Interest crediting rate for 
determining net periodic 
pension expense N/A  0.68 % N/A  0.69 % N/A  1.47 % N/A N/A N/A

We utilize a full yield curve approach to estimate the service and interest cost components by applying specific spot rates 
along the yield curve used in the determination of the benefit obligation to the relevant projected cash flows. This approach 
provides a correlation between projected benefit cash flows and the corresponding yield curve spot rates and provides a 
precise measurement of service and interest costs. The discount rate assumptions are based on the expected duration of the 
benefit payments for each of our defined benefit pension and postretirement plans as of the annual measurement date and 
are subject to change each year.

The expected long-term rate of return on plan assets should, over time, approximate the actual long-term returns on defined 
benefit pension and postretirement plan assets and is based on historical returns and the future expectations for returns for 
each asset class, as well as the target asset allocation of the asset portfolio. 

Assumed U.S. Health Care Cost Trend 
Our U.S. postretirement plan assumed annual rate of increase in the per capita cost of health care benefits is 6.2% for the 
plan year ending August 31, 2022. The rate is assumed to decrease on a straight-line basis to 4.0% for the plan year ending 
August 31, 2046 and remain at that level thereafter.
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Pension and Postretirement Expense 
Pension expense for fiscal 2021, 2020 and 2019 was $169,471, $168,367 and $137,030, respectively. Postretirement 
expense for fiscal 2021, 2020 and 2019 was not material to our Consolidated Financial Statements. The service cost 
component of pension and postretirement expense is included in operating expenses while the other components of net 
benefit cost are included in Other income (expense), net. 

Benefit Obligation, Plan Assets and Funded Status 
The changes in the benefit obligations, plan assets and funded status of our pension and postretirement benefit plans for 
fiscal 2021 and 2020 are as follows: 

Pension Plans Postretirement Plans

 
August 31,

2021
August 31,

2020
August 31, 

2021
August 31, 

2020

 U.S. Plans
Non-

U.S. Plans U.S. Plans
Non-

U.S. Plans

U.S. and 
Non-U.S. 

Plans

U.S. and 
Non-U.S. 

Plans
Reconciliation of benefit obligation
Benefit obligation, beginning of year $ 408,266 $ 2,357,405 $ 383,557 $ 2,166,377 $ 649,328 $ 576,596 

Service cost  2,579  113,882  3,080  108,871  25,307  22,142 
Interest cost  7,628  47,692  9,771  44,395  13,775  15,647 
Participant contributions  —  13,241  —  12,521  —  — 
Acquisitions/divestitures/transfers  —  117,422  —  14  —  — 
Amendments  —  (21,356)  —  —  (6,214)  — 
Curtailment  —  (1,381)  —  —  —  — 
Pension settlement  —  (211,506)  —  (188)  —  — 
Actuarial (gain) loss  3,731  45,063  26,495  (12,278)  60,095  46,630 
Benefits paid  (15,876)  (124,531)  (14,637)  (94,136)  (9,357)  (12,115) 
Exchange rate impact  —  1,189  —  131,829  1,337  428 

Benefit obligation, end of year $ 406,328 $ 2,337,120 $ 408,266 $ 2,357,405 $ 734,271 $ 649,328 
Reconciliation of fair value of plan 
assets
Fair value of plan assets, beginning of 
year $ 281,189 $ 1,355,707 $ 257,280 $ 1,214,062 $ 31,826 $ 31,920 

Actual return on plan assets  5,481  88,056  27,911  46,815  481  2,079 
Acquisitions/divestitures/transfers  —  94,635  —  —  —  — 
Employer contributions  20,858  97,217  10,635  88,068  9,600  9,942 
Participant contributions  —  13,241  —  12,521  —  — 
Pension settlement  —  (211,506)  —  —  —  — 
Benefits paid  (15,876)  (124,531)  (14,637)  (94,136)  (9,357)  (12,115) 
Exchange rate impact  —  13,440  —  89,049  —  — 
Other  —  —  —  (672)  —  — 

Fair value of plan assets, end of year $ 291,652 $ 1,326,259 $ 281,189 $ 1,355,707 $ 32,550 $ 31,826 
Funded status, end of year $ (114,676) $ (1,010,861) $ (127,077) $ (1,001,698) $ (701,721) $ (617,502) 
Amounts recognized in the Consolidated 
Balance Sheets

Non-current assets $ 9,543 $ 166,478 $ 3,232 $ 67,341 $ — $ — 
Current liabilities  (10,651)  (53,097)  (10,213)  (42,990)  (1,266)  (1,169) 
Non-current liabilities  (113,568)  (1,124,242)  (120,096)  (1,026,049)  (700,455)  (616,333) 

Funded status, end of year $ (114,676) $ (1,010,861) $ (127,077) $ (1,001,698) $ (701,721) $ (617,502) 
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Accumulated Other Comprehensive Loss 
The pre-tax accumulated net loss and prior service (credit) cost recognized in Accumulated other comprehensive loss as of 
August 31, 2021 and 2020 is as follows: 

Pension Plans Postretirement Plans

 
August 31,

2021
August 31,

2020
August 31,

2021
August 31,

2020

U.S. Plans
Non-U.S. 

Plans U.S. Plans
Non-U.S. 

Plans

U.S. and 
Non-U.S. 

Plans

U.S. and 
Non-U.S. 

Plans
Net loss $ 109,433 $ 525,172 $ 108,796 $ 605,635 $ 208,784 $ 160,067 
Prior service (credit) cost  —  (2,704)  —  20,056  7,080  15,114 
Accumulated other comprehensive 
loss, pre-tax $ 109,433 $ 522,468 $ 108,796 $ 625,691 $ 215,864 $ 175,181 

Funded Status for Defined Benefit Plans 
The accumulated benefit obligation for defined benefit pension plans as of August 31, 2021 and 2020 is as follows: 

 
August 31,

2021
August 31,

2020

 U.S. Plans
Non-U.S.

Plans U.S. Plans
Non-U.S.

Plans
Accumulated benefit obligation $ 401,527 $ 1,989,178 $ 401,822 $ 2,135,566 

The following information is provided for defined benefit pension plans and postretirement plans with projected benefit 
obligations in excess of plan assets and for defined benefit pension plans with accumulated benefit obligations in excess of 
plan assets as of August 31, 2021 and 2020: 

Pension Plans Postretirement Plans

 
August 31,

2021
August 31,

2020
August 31,

2021
August 31,

2020

 U.S. Plans
Non-U.S.

Plans U.S. Plans
Non-U.S.

Plans

U.S. and 
Non-U.S. 

Plans

U.S. and 
Non-U.S. 

Plans
Projected benefit obligation in excess 
of plan assets
Projected benefit obligation $ 124,219 $ 1,716,981 $ 130,309 $ 1,644,895 $ 734,271 $ 649,328 
Fair value of plan assets  —  539,641  —  575,857  32,550  31,826 

 
August 31,

2021
August 31,

2020

 U.S. Plans
Non-U.S.

Plans U.S. Plans
Non-U.S.

Plans
Accumulated benefit obligation in excess of plan assets
Accumulated benefit obligation $ 124,219 $ 1,321,965 $ 130,309 $ 1,438,234 
Fair value of plan assets  —  379,567  —  575,857 

Investment Strategies 
U.S. Pension Plans
The overall investment objective of the defined benefit pension plans is to match the duration of the plans’ assets to the 
plans’ liabilities while managing risk in order to meet current defined benefit pension obligations. The plans’ future prospects, 
their current financial conditions, our current funding levels and other relevant factors suggest that the plans can tolerate 
some interim fluctuations in market value and rates of return in order to achieve long-term objectives without undue risk to 
the plans’ ability to meet their current benefit obligations. We recognize that asset allocation of the defined benefit pension 
plans’ assets is an important factor in determining long-term performance. Actual asset allocations at any point in time may 
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vary from the target asset allocations and will be dictated by current and anticipated market conditions, required cash flows 
and investment decisions of the investment committee and the pension plans’ investment funds and managers. Ranges are 
established to provide flexibility for the asset allocation to vary around the targets without the need for immediate 
rebalancing. 

Non-U.S. Pension Plans 
Plan assets in non-U.S. defined benefit pension plans conform to the investment policies and procedures of each plan and to 
relevant legislation. The pension committee or trustee of each plan regularly, but at least annually, reviews the investment 
policy and the performance of the investment managers. In certain countries, the trustee is also required to consult with us. 
Asset allocation decisions are made to provide risk adjusted returns that align with the overall investment strategy for each 
plan. Generally, the investment return objective of each plan is to achieve a total annualized rate of return that exceeds 
inflation over the long term by an amount based on the target asset allocation mix of that plan. In certain countries, plan 
assets are invested in funds that are required to hold a majority of assets in bonds, with a smaller proportion in equities. Also, 
certain plan assets are entirely invested in contracts held with the plan insurer, which determines the strategy. Defined 
benefit pension plans in certain countries are unfunded. 

Risk Management 
Plan investments are exposed to risks including market, interest rate and operating risk. In order to mitigate significant 
concentrations of these risks, the assets are invested in a diversified portfolio primarily consisting of fixed income instruments 
and equities. To minimize asset volatility relative to the liabilities, plan assets allocated to debt securities appropriately match 
the duration of individual plan liabilities. Equities are diversified between U.S. and non-U.S. index funds and are intended to 
achieve long term capital appreciation. Plan asset allocation and investment managers’ guidelines are reviewed on a regular 
basis. 

Plan Assets 
Our target allocation for fiscal 2022 and weighted-average plan assets allocations as of August 31, 2021 and 2020 by asset 
category for defined benefit pension plans are as follows: 

 
2022 Target
Allocation 2021 2020

 
U.S.

Plans
Non-U.S.

Plans
U.S.

Plans
Non-U.S.

Plans
U.S.

Plans
Non-U.S.

Plans
Asset Category
Equity securities  — %  25 %  — %  21 %  — %  19 %
Debt securities  100  51  98  51  96  59 
Cash and short-term investments  —  4  2  4  4  2 
Insurance contracts  —  13  —  16  —  16 
Other  —  7  —  8  —  4 
Total  100 %  100 %  100 %  100 %  100 %  100 %

Fair Value Measurements 
Fair value is the price that would be received upon sale of an asset or paid upon transfer of a liability in an orderly transaction 
between market participants at the measurement date and in the principal or most advantageous market for that asset or 
liability. The fair value should be calculated based on assumptions that market participants would use in pricing the asset or 
liability, not on assumptions specific to the entity. 

The three-level hierarchy of fair value measurements is based on whether the inputs to those measurements are observable 
or unobservable. Observable inputs reflect market data obtained from independent sources, while unobservable inputs 
reflect our market assumptions. The fair-value hierarchy requires the use of observable market data when available and 
consists of the following levels: 

• Level 1—Quoted prices for identical instruments in active markets; 

• Level 2—Quoted prices for similar instruments in active markets; quoted prices for identical or similar instruments in 
markets that are not active; and model-derived valuations in which all significant inputs are observable in active markets; 
and 

• Level 3—Valuations derived from valuation techniques in which one or more significant inputs are unobservable.
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The fair values of defined benefit pension and postretirement plan assets as of August 31, 2021 are as follows: 

Non-U.S. Plans
 Level 1 Level 2 Level 3 Total

Equity
Mutual fund equity securities $ — $ 273,541 $ — $ 273,541 

Fixed Income
Non-U.S. government debt securities  183,891  —  —  183,891 
Non-U.S. corporate debt securities  15,624  —  —  15,624 
Mutual fund debt securities  —  484,182  —  484,182 

Cash and short-term investments  48,825  —  —  48,825 
Insurance contracts  —  79,227  130,934  210,161 
Other  —  110,035  —  110,035 

Total $ 248,340 $ 946,985 $ 130,934 $ 1,326,259 

The level 3 assets are primarily invested in an insurance buy-in contract in a Non-U.S. plan. The fair value of the assets is 
set to an actuarially calculated present value of the underlying liabilities.  

The U.S. Plans have $324,202 in Level 2 assets, primarily made up of U.S. corporate debt securities of $204,650 and U.S. 
government, state and local debt securities of $67,373. 

The following table provides a reconciliation of the beginning and ending balances of Level 3 assets for fiscal 2021:

Level 3 Assets Fiscal 2021
Beginning balance $ 140,305 

Changes in fair value  (9,371) 
Ending Balance $ 130,934 

The fair values of defined benefit pension and postretirement plan assets as of August 31, 2020 are as follows:

Non-U.S. Plans
 Level 1 Level 2 Level 3 Total

Equity
Mutual fund equity securities $ — $ 259,776 $ — $ 259,776 

Fixed Income
Non-U.S. government debt securities  163,602  —  —  163,602 
Non-U.S. corporate debt securities  20,639  —  —  20,639 
Mutual fund debt securities  —  611,028  —  611,028 

Cash and short-term investments  13,858  14,509  —  28,367 
Insurance contracts  —  79,575  140,305  219,880 
Other  —  52,415  —  52,415 

Total $ 198,099 $ 1,017,303 $ 140,305 $ 1,355,707 

The level 3 assets are primarily invested in an insurance buy-in contract in a Non-U.S. plan. The fair value of the assets is 
set to an actuarially calculated present value of the underlying liabilities.  

The U.S. Plans have $313,015 in Level 2 assets, primarily made up of U.S. corporate debt securities of $185,981 and U.S. 
government, state and local debt securities of $75,583. 

The following table provides a reconciliation of the beginning and ending balances of Level 3 assets for fiscal 2020: 

Level 3 Assets Fiscal 2020
Beginning balance $ 133,421 

Changes in fair value  6,884 
Ending Balance $ 140,305 
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Expected Contributions 
Generally, annual contributions are made at such times and in amounts as required by law and may, from time to time, 
exceed minimum funding requirements. We estimate we will pay approximately $124,621 in fiscal 2022 related to 
contributions to our U.S. and non-U.S. defined benefit pension plans and benefit payments related to the unfunded frozen 
plan for former pre-incorporation partners. We have not determined whether we will make additional voluntary contributions 
for our defined benefit pension plans. Our postretirement plan contributions in fiscal 2022 are not expected to be material to 
our Consolidated Financial Statements.

Estimated Future Benefit Payments 
Benefit payments for defined benefit pension plans and postretirement plans, which reflect expected future service, as 
appropriate, are expected to be paid as follows: 

Pension Plans
Postretirement 

Plans

U.S. Plans
Non-U.S.

Plans
U.S. and Non-

U.S. Plans
2022 $ 16,114 $ 122,740 $ 13,372 
2023  16,940  124,082  14,536 
2024  17,746  120,748  15,959 
2025  18,604  128,567  17,396 
2026  19,350  126,114  19,058 
2027-2031  105,408  644,379  124,117 

Defined Contribution Plans 
In the United States and certain other countries, we maintain and administer defined contribution plans for certain current, 
retired and resigned employees. Total expenses recorded for defined contribution plans were $646,519, $557,888 and 
$530,501 in fiscal 2021, 2020 and 2019, respectively. 
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13. Share-Based Compensation

Share Incentive Plans 
The Amended and Restated Accenture plc 2010 Share Incentive Plan, as amended and approved by our shareholders in 
2020 (the “Amended 2010 SIP”), is administered by the Compensation Committee of the Board of Directors of Accenture and 
provides for the grant of nonqualified share options, incentive stock options, restricted share units and other share-based 
awards. A maximum of 114,000,000 Accenture plc Class A ordinary shares are currently authorized for awards under the 
Amended 2010 SIP. As of August 31, 2021, there were 19,465,854 shares available for future grants. Accenture plc Class A 
ordinary shares covered by awards that terminate, lapse or are cancelled may again be used to satisfy awards under the 
Amended 2010 SIP. We issue new Accenture plc Class A ordinary shares and shares from treasury for shares delivered 
under the Amended 2010 SIP. 

A summary of information with respect to share-based compensation is as follows: 

 Fiscal
 2021 2020 2019
Total share-based compensation expense included in Net income $ 1,342,951 $ 1,197,806 $ 1,093,253 
Income tax benefit related to share-based compensation included in 
Net income  486,980  430,290  356,062 

Restricted Share Units 
Under the Amended 2010 SIP, participants may be, and previously under the predecessor 2001 Share Incentive Plan were, 
granted restricted share units, each of which represent an unfunded, unsecured right to receive an Accenture plc Class A 
ordinary share on the date specified in the participant’s award agreement. The fair value of the awards is based on our stock 
price on the date of grant. The restricted share units granted under these plans are subject to cliff or graded vesting, 
generally ranging from two to five years. For awards with graded vesting, compensation expense is recognized over the 
vesting term of each separately vesting portion. Compensation expense is recognized on a straight-line basis for awards with 
cliff vesting. Restricted share unit activity during fiscal 2021 is as follows: 

Number of Restricted
Share Units

Weighted Average
Grant-Date Fair Value

Nonvested balance as of August 31, 2020  17,739,931 $ 164.62 
Granted (1)  6,862,406  263.83 
Vested (2)  (7,225,755)  160.05 
Forfeited  (1,141,197)  183.47 

Nonvested balance as of August 31, 2021  16,235,385 $ 207.26 

(1) The weighted average grant-date fair value for restricted share units granted for fiscal 2021, 2020 and 2019 was $263.83, $206.05 and 
$144.52, respectively. 

(2) The total grant-date fair value of restricted share units vested for fiscal 2021, 2020 and 2019 was $1,156,501, $1,066,622 and $914,206, 
respectively. 

As of August 31, 2021, there was $1,267,761 of total unrecognized restricted share unit compensation expense related to 
nonvested awards, which is expected to be recognized over a weighted average period of 1.2 years. As of August 31, 2021, 
there were 418,585 restricted share units vested but not yet delivered as Accenture plc Class A ordinary shares. 
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Employee Share Purchase Plan 
2010 ESPP 
The Amended and Restated Accenture plc 2010 Employee Share Purchase Plan (the “2010 ESPP”) is a nonqualified plan 
that provides eligible employees of Accenture plc and its designated affiliates with an opportunity to purchase Accenture plc 
Class A ordinary shares through payroll deductions. Under the 2010 ESPP, eligible employees may purchase Accenture plc 
Class A ordinary shares through the Employee Share Purchase Plan (the “ESPP”) or the Voluntary Equity Investment 
Program (the “VEIP”). Under the ESPP, eligible employees may elect to contribute 1% to 10% of their eligible compensation 
during each semi-annual offering period (up to $7.5 per offering period) to purchase Accenture plc Class A ordinary shares at 
a discount. Under the VEIP, eligible members of Accenture Leadership may elect to contribute up to 30% of their eligible 
compensation towards the monthly purchase of Accenture plc Class A ordinary shares at fair market value. At the end of the 
VEIP program year, Accenture Leadership participants who did not withdraw from the program will be granted restricted 
share units under the Amended 2010 SIP equal to 50% of the number of shares purchased during that year and held by the 
participant as of the grant date.

A maximum of 90,000,000 Accenture plc Class A ordinary shares may be issued under the 2010 ESPP. As of August 31, 
2021, we had issued 69,442,510 Accenture plc Class A ordinary shares under the 2010 ESPP. We issued 4,486,288, 
5,410,497 and 5,433,817 shares to employees in fiscal 2021, 2020 and 2019, respectively, under the 2010 ESPP. 
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14. Shareholders’ Equity  

Accenture plc 
Ordinary Shares 
We have 40,000 authorized ordinary shares, par value €1 per share. Each ordinary share of Accenture plc entitles its holder 
to receive payments upon a liquidation of Accenture plc; however a holder of an ordinary share is not entitled to vote on 
matters submitted to a vote of shareholders of Accenture plc or to receive dividends. 

Class A Ordinary Shares 
An Accenture plc Class A ordinary share entitles its holder to one vote per share, and holders of those shares do not have 
cumulative voting rights. Each Class A ordinary share entitles its holder to a pro rata part of any dividend at the times and in 
the amounts, if any, which Accenture plc’s Board of Directors from time to time determines to declare, subject to any 
preferred dividend rights attaching to any preferred shares. Each Class A ordinary share is entitled on a winding-up of 
Accenture plc to be paid a pro rata part of the value of the assets of Accenture plc remaining after payment of its liabilities, 
subject to any preferred rights on liquidation attaching to any preferred shares. 

Class X Ordinary Shares 
Most of our pre-incorporation partners who received Accenture Canada Holdings Inc. exchangeable shares in connection 
with our transition to a corporate structure received a corresponding number of Accenture plc Class X ordinary shares. An 
Accenture plc Class X ordinary share entitles its holder to one vote per share, and holders of those shares do not have 
cumulative voting rights. A Class X ordinary share does not entitle its holder to receive dividends, and holders of those 
shares are not entitled to be paid any amount upon a winding-up of Accenture plc. Accenture plc may redeem, at its option, 
any Class X ordinary share for a redemption price equal to the par value of the Class X ordinary share. Accenture plc has 
separately agreed with the original holders of Accenture Canada Holdings Inc. exchangeable shares not to redeem any 
Class X ordinary share of such holder if the redemption would reduce the number of Class X ordinary shares held by that 
holder to a number that is less than the number of Accenture Canada Holdings Inc. exchangeable shares owned by that 
holder, as the case may be. Accenture plc will redeem Class X ordinary shares upon the redemption or exchange of 
Accenture Canada Holdings Inc. exchangeable shares so that the aggregate number of Class X ordinary shares outstanding 
at any time does not exceed the aggregate number of Accenture Canada Holdings Inc. exchangeable shares outstanding. 
Class X ordinary shares are not transferable without the consent of Accenture plc. 

Equity of Subsidiaries Redeemable or Exchangeable for 
Accenture plc Class A Ordinary Shares 
Accenture Canada Holdings Inc. Exchangeable Shares 
Pre-incorporation partners resident in Canada and New Zealand received Accenture Canada Holdings Inc. exchangeable 
shares in connection with our transition to a corporate structure. Holders of Accenture Canada Holdings Inc. exchangeable 
shares may exchange their shares for Accenture plc Class A ordinary shares at any time on a one-for-one basis. We may, at 
our option, satisfy this exchange with cash at a price per share generally equal to the market price of an Accenture plc Class 
A ordinary share at the time of the exchange. Each exchangeable share of Accenture Canada Holdings Inc. entitles its holder 
to receive distributions equal to any distributions to which an Accenture plc Class A ordinary share entitles its holder. 

Share Purchases and Redemptions 
The Board of Directors of Accenture plc has authorized funding for our publicly announced open-market share purchase 
program for acquiring Accenture plc Class A ordinary shares and for purchases and redemptions of Accenture plc Class A 
ordinary shares and Accenture Canada Holdings Inc. exchangeable shares held by current and former members of 
Accenture Leadership and their permitted transferees. As of August 31, 2021, our aggregate available authorization was 
$3,286,216 for our publicly announced open-market share purchase and these other share purchase programs.
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Our share purchase activity during fiscal 2021 is as follows: 

Accenture plc Class A
Ordinary Shares

Accenture Canada
Holdings Inc. Exchangeable Shares

Shares Amount Shares Amount
Open-market share purchases (1)  11,299,959 $ 3,019,169  — $ — 
Other share purchase programs  —  —  34,213  9,377 
Other purchases (2)  2,656,764  674,578  —  — 
Total  13,956,723 $ 3,693,747  34,213 $ 9,377 

(1) We conduct a publicly announced open-market share purchase program for Accenture plc Class A ordinary shares. These shares are held 
as treasury shares by Accenture plc and may be utilized to provide for select employee benefits, such as equity awards to our employees. 

(2) During fiscal 2021, as authorized under our various employee equity share plans, we acquired Accenture plc Class A ordinary shares 
primarily via share withholding for payroll tax obligations due from employees and former employees in connection with the delivery of 
Accenture plc Class A ordinary shares under those plans. These purchases of shares in connection with employee share plans do not 
affect our aggregate available authorization for our publicly announced open-market share purchase and the other share purchase 
programs. 

Cancellation of Treasury Shares
During fiscal 2021, we cancelled 10,262,593 Accenture plc Class A ordinary shares that were held as treasury shares and 
had an aggregate cost of $2,105,666. The effect of the cancellation of these treasury shares was recognized in Class A 
ordinary shares and Additional paid-in capital with the residual recorded in Retained earnings. There was no effect on total 
shareholders’ equity as a result of this cancellation. 

Dividends 
Our dividend activity during fiscal 2021 is as follows: 

 Dividend
 Per

Share

Accenture plc Class A
Ordinary Shares

Accenture Canada
Holdings Inc. Exchangeable Shares Total Cash

OutlayDividend Payment Date Record Date Cash Outlay Record Date Cash Outlay
November 13, 2020 $ 0.88 October 13, 2020 $ 557,419 October 9, 2020 $ 633 $ 558,052 
February 12, 2021  0.88 January 14, 2021  560,425 January 12, 2021  617  561,042 
May 14, 2021  0.88 April 15, 2021  558,455 April 13, 2021  615  559,070 
August 13, 2021  0.88 July 15, 2021  557,325 July 13, 2021  605  557,930 
Total Dividends $ 2,233,624 $ 2,470 $ 2,236,094 

The payment of cash dividends includes the net effect of $88,770 of additional restricted stock units being issued as a part of 
our share plans, which resulted in 312,815 restricted share units being issued.

Subsequent Events
On September 22, 2021, the Board of Directors of Accenture plc declared a quarterly cash dividend of $0.97 per share on 
our Class A ordinary shares for shareholders of record at the close of business on October 14, 2021, payable on 
November 15, 2021. The payment of the cash dividend will result in the issuance of an immaterial number of additional 
restricted share units to holders of restricted share units. 

On September 22, 2021, the Board of Directors of Accenture plc approved $3,000,000 in additional share repurchase 
authority, bringing Accenture’s total outstanding authority to $6,286,216.

Table of Contents
Notes To Consolidated Financial Statements — (continued)
(In thousands of U.S. dollars, except share and per share amounts or as otherwise disclosed)ACCENTURE 2021 FORM 10-K F-39



15. Commitments and Contingencies 

Indemnifications and Guarantees 
In the normal course of business and in conjunction with certain client engagements, we have entered into contractual 
arrangements through which we may be obligated to indemnify clients with respect to certain matters. These arrangements 
with clients can include provisions whereby we have joint and several liability in relation to the performance of certain 
contractual obligations along with third parties also providing services and products for a specific project. In addition, our 
consulting arrangements may include warranty provisions that our solutions will substantially operate in accordance with the 
applicable system requirements. Indemnification provisions are also included in arrangements under which we agree to hold 
the indemnified party harmless with respect to third-party claims related to such matters as title to assets sold or licensed or 
certain intellectual property rights. 

Typically, we have contractual recourse against third parties for certain payments we made in connection with arrangements 
where third-party nonperformance has given rise to the client’s claim. Payments we made under any of the arrangements 
described above are generally conditioned on the client making a claim, which may be disputed by us typically under dispute 
resolution procedures specified in the particular arrangement. The limitations of liability under these arrangements may be 
expressly limited or may not be expressly specified in terms of time and/or amount. 

As of August 31, 2021 and 2020, our aggregate potential liability to our clients for expressly limited guarantees involving the 
performance of third parties was approximately $885,000 and $832,000, respectively, of which all but approximately $78,000 
and $87,000, respectively, may be recovered from the other third parties if we are obligated to make payments to the 
indemnified parties as a consequence of a performance default by the other third parties. For arrangements with unspecified 
limitations, we cannot reasonably estimate the aggregate maximum potential liability, as it is inherently difficult to predict the 
maximum potential amount of such payments, due to the conditional nature and unique facts of each particular arrangement. 

To date, we have not been required to make any significant payment under any of the arrangements described above. We 
have assessed the current status of performance/payment risk related to arrangements with limited guarantees, warranty 
obligations, unspecified limitations and/or indemnification provisions and believe that any potential payments would be 
immaterial to the Consolidated Financial Statements. 

Legal Contingencies
As of August 31, 2021, we or our present personnel had been named as a defendant in various litigation matters. We and/or 
our personnel also from time to time are involved in investigations by various regulatory or legal authorities concerning 
matters arising in the course of our business around the world. Based on the present status of these matters, including the 
putative class action lawsuit discussed below, management believes the range of reasonably possible losses in addition to 
amounts accrued, net of insurance recoveries, will not have a material effect on our results of operations or financial 
condition. 

On July 24, 2019, Accenture was named in a putative class action lawsuit filed by consumers of Marriott International, Inc. 
(“Marriott”) in the U.S. District Court for the District of Maryland. The complaint alleges negligence by us, and seeks monetary 
damages, costs and attorneys’ fees and other related relief, relating to a data security incident involving unauthorized access 
to the reservations database of Starwood Worldwide Resorts, Inc. (“Starwood”), which was acquired by Marriott on 
September 23, 2016. Since 2009, we have provided certain IT infrastructure outsourcing services to Starwood. On October 
27, 2020, the court issued an order largely denying Accenture’s motion to dismiss the claims against us. We continue to 
believe the lawsuit is without merit and we will vigorously defend it. At present, we do not believe any losses from this matter 
will have a material effect on our results of operations or financial condition.
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16. Segment Reporting

Operating segments are components of an enterprise where separate financial information is available and is evaluated 
regularly by the chief operating decision maker, or decision-making group, in deciding how to allocate resources and in 
assessing performance. 

Our chief operating decision makers are our Chief Executive Officer and Chief Financial Officer. Our operating segments are 
managed separately because each operating segment represents a strategic business unit providing consulting and 
outsourcing services to clients across different industries. 

Our three reportable segments are our geographic markets, which are North America, Europe and Growth Markets. Amounts 
are attributed to geographic markets based on where clients are located. Information regarding our geographic markets is as 
follows:

Fiscal 2021 North America Europe Growth Markets Total
Revenues $ 23,701,341 $ 16,749,484 $ 10,082,564 $ 50,533,389 
Depreciation and amortization (1)  379,105  403,802  344,656  1,127,563 
Operating income  3,907,883  2,236,462  1,477,184  7,621,529 
Net assets as of August 31 (2)  1,859,445  2,860,604  848,684  5,568,733 
Property & equipment, net  537,392  455,862  645,851  1,639,105 
Fiscal 2020
Revenues $ 20,982,253 $ 14,402,142 $ 8,942,644 $ 44,327,039 
Depreciation and amortization (1)  348,761  341,245  332,393  1,022,399 
Operating income  3,169,648  1,799,431  1,544,565  6,513,644 
Net assets as of August 31 (2)  2,585,659  1,079,904  620,083  4,285,646 
Property & equipment, net  499,976  389,968  655,624  1,545,568 
Fiscal 2019
Revenues (3) $ 19,986,136 $ 14,695,749 $ 8,533,128 $ 43,215,013 
Depreciation and amortization (1)  303,762  294,902  294,096  892,760 
Operating income  3,107,437  2,013,245  1,184,392  6,305,074 
Net assets as of August 31 (2)  2,923,320  1,355,827  814,358  5,093,505 
Property & equipment, net  395,782  354,491  640,893  1,391,166 

(1) Amounts include depreciation on property and equipment and amortization of intangible assets and deferred contract costs controlled by 
each reportable segment, as well as an allocation for amounts they do not directly control.

(2) We do not allocate total assets by reportable segment. Reportable segment assets directly attributable to a reportable segment and 
provided to the chief operating decision makers include receivables and current and non-current contract assets, deferred contract costs 
and current and non-current deferred revenues.

(3) Effective September 1, 2019 we revised the reporting of our geographic markets for the movement of one country from Growth Markets to 
Europe. Prior period amounts have been reclassified to conform with the current period presentation. 

The accounting policies of the reportable segments are the same as those described in Note 1 (Summary of Significant 
Accounting Policies) to these Consolidated Financial Statements. 

Our business in the United States represented 45%, 45% and 44% of our consolidated revenues during fiscal 2021, 2020 
and 2019, respectively. No other country individually comprised 10% or more of our consolidated revenues during these 
periods. Business in Ireland, our country of domicile, represented approximately 2% of our consolidated revenues during 
fiscal 2021 and 1% during fiscal 2020 and 2019.
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We conduct business in Ireland and in the following countries that hold 10% or more of our total consolidated Property and 
equipment, net: 

 August 31, 2021 August 31, 2020 August 31, 2019
United States  27 %  27 %  26 %
India  17  18  18 
Ireland  7  7  7 

Revenues by industry group and type of work are as follows: 

 Fiscal
 2021 2020 2019 
INDUSTRY GROUPS (1)
Communications, Media & Technology $ 10,285,549 $ 8,883,264 $ 8,757,338 
Financial Services  9,932,523  8,518,894  8,494,630 
Health & Public Service  9,498,234  8,023,651  7,161,657 
Products  13,954,337  12,287,050  12,026,239 
Resources  6,862,746  6,614,180  6,775,149 
Total $ 50,533,389 $ 44,327,039 $ 43,215,013 
TYPE OF WORK
Consulting $ 27,337,699 $ 24,227,024 $ 24,177,428 
Outsourcing  23,195,690  20,100,015  19,037,585 
Total $ 50,533,389 $ 44,327,039 $ 43,215,013 

(1) Effective September 1, 2020, we revised the reporting of our industry groups to include amounts previously reported in Other. Prior period 
amounts have been reclassified to conform with the current period presentation.
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17. Quarterly Data (unaudited) 

Fiscal 2021
First

Quarter
Second
Quarter

Third
Quarter

Fourth
Quarter Annual

Revenues $ 11,762,185 $ 12,088,125 $ 13,263,795 $ 13,419,284 $ 50,533,389 
Cost of services  7,863,889  8,492,893  8,859,411  8,953,068  34,169,261 
Operating income  1,890,669  1,653,515  2,118,656  1,958,689  7,621,529 
Net income  1,522,057  1,461,493  1,569,572  1,437,423  5,990,545 
Net income attributable to Accenture plc  1,500,276  1,440,859  1,549,426  1,416,248  5,906,809 
Weighted average Class A ordinary 
shares:

—Basic  634,271,482  635,993,980  635,203,753  633,546,144  634,745,073 
—Diluted  646,879,735  646,321,916  645,454,021  645,287,973  645,909,042 

Earnings per Class A ordinary share:
—Basic $ 2.37 $ 2.27 $ 2.44 $ 2.24 $ 9.31 
—Diluted $ 2.32 $ 2.23 $ 2.40 $ 2.20 $ 9.16 

Fiscal 2020
First

Quarter
Second
Quarter

Third
Quarter

Fourth
Quarter Annual

Revenues $ 11,358,958 $ 11,141,505 $ 10,991,305 $ 10,835,271 $ 44,327,039 
Cost of services  7,711,199  7,782,334  7,462,617  7,394,731  30,350,881 
Operating income  1,767,263  1,488,945  1,712,733  1,544,703  6,513,644 
Net income  1,375,168  1,252,082  1,252,639  1,305,424  5,185,313 
Net income attributable to Accenture plc  1,356,968  1,234,740  1,228,202  1,287,929  5,107,839 
Weighted average Class A ordinary 
shares:

—Basic  635,722,309  637,485,626  636,146,240  635,887,742  636,299,913 
—Diluted  649,389,444  648,833,880  645,607,914  647,867,307  647,797,003 

Earnings per Class A ordinary share:
—Basic $ 2.13 $ 1.94 $ 1.93 $ 2.03 $ 8.03 
—Diluted $ 2.09 $ 1.91 $ 1.90 $ 1.99 $ 7.89 
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Attachment C 
Bidder Certifications and Assurances 

 

Bidder must sign and include the full text of this Attachment C with the Response. 
Altering or conditioning your certification of this Attachment C may result in your bid 
being disqualified.  

Under the penalties of perjury of the State of Washington, Bidder makes the following 
certifications and assurances as a required element of its Response to this Competitive 
Solicitation. Bidder affirms the truthfulness of these facts and acknowledges its current and 
continued compliance with these certifications and assurances as part of its Response and any 
resulting contract that may be awarded by DSHS.  

1. Bidder declares that all answers and statements made in Bidder’s Response are true and 
correct.  

2. Bidder certifies that its Response is a firm offer for a period of 180 days following receipt by 
DSHS, and it may be accepted by DSHS without further negotiation (except where obviously 
required by lack of certainty in key terms) at any time within the 180-day period. In the case of a 
protest, the Bidder’s Response will remain valid for 210 days or until the protest is resolved, 
whichever is later.  

3. Bidder has not been assisted by any current or former DSHS employee whose duties relate 
(or did relate) to this Solicitation and who assisted in other than his or her official, public 
capacity. If there are any exceptions to these assurances or if Bidder has been assisted, Bidder 
will identify on a separate page attached to this document each individual by: (a) name, (b) 
current address and telephone number, (c) current or former position with DSHS, (d) dates of 
employment with DSHS, and (e) detailed description of the assistance provided by that 
individual.  

4. Bidder certifies that Bidder is not currently bankrupt or a party to bankruptcy proceedings and 
has not made an assignment for benefit of creditors and authorizes DSHS to conduct a financial 
assessment of Bidder in DSHS’ sole discretion.  

5. Bidder acknowledges that DSHS will not reimburse Bidder for any costs incurred in the 
preparation of Bidder’s Response. All Responses shall be the property of DSHS. Bidder claims 
no proprietary right to the ideas, writings, items or samples submitted as part of its Response.  

6. Bidder acknowledges that any contract award will incorporate terms set forth in the Sample 
Contract(s), including its attachments and exhibits, as set forth as Attachment A to the 
Solicitation Document, or may, at DSHS’ option be negotiated further. DSHS may elect to 
incorporate all or any part of Bidder’s Response into the Contract.  

7. Bidder certifies that it has made no attempt, nor will make any attempt, to induce any other 
person or firm to submit, or not submit, a Response for the purpose of restricting competition 



 

 

and that the prices and/or cost data contained in Bidder’s Response: (a) have been determined 
independently, without consultation, communication or agreement with others for the purpose of 
restricting competition or influencing bid selection, and (b) have not been and will not be 
knowingly disclosed by the Bidder, directly Competitive Solicitation RFP # 2223-807 or 
indirectly, to any other Bidder or competitor before contract award, except to the extent that 
Bidder has joined with other individuals or organizations for the purpose of preparing and 
submitting a joint Response or unless otherwise required by law.  

8. Bidder acknowledges that if it is awarded a contract containing Business Associate 
requirements under the Health Insurance Portability and Accountability Act of 1996 (HIPAA), or 
any other Data Security requirements, that Bidder will incorporate the terms of such Business 
Associate or Data Security requirements into all related subcontracts.  

9. Bidder acknowledges that if awarded a contract with DSHS, Bidder is required to comply with 
all applicable state and federal civil rights and other laws. Failure to comply may result in 
contract termination. Bidder agrees to submit additional information about its nondiscrimination 
policies, at any time, if requested by DSHS.  

10. Bidder certifies that Bidder has not, within the three-year period immediately preceding the 
date of release of this competitive solicitation, been determined by a final and binding citation 
and notice of assessment issued by the Department of Labor and Industries or through a civil 
judgment to have willfully violated state minimum wage laws (RCW 49.38.082; Chapters 49.46 
RCW, 49.48 RCW, or 49.52 RCW).  

11. Bidder certifies that it has a current Business License and agrees that it will promptly secure 
and provide a copy of its Washington State Business License, unless Bidder is exempted from 
being required to have one, if Bidder is awarded a contract.  

12. Bidder authorizes DSHS to conduct a background check of Bidder or Bidder’s employees if 
DSHS considers such action necessary or advisable.  

13. Bidder has not been convicted nor entered a plea of nolo contendre with respect to a 
criminal offense, nor has Bidder been debarred or otherwise restricted from participating in any 
public contracts.  

14. Bidder certifies that Bidder has not willfully violated Washington state’s wage payment laws 
within the last three years.  

15. Bidder acknowledges that if it is awarded a Contract that includes services covered under 
Washington State Proclamation 21-14 – COVID-19 Vaccination Requirement, Bidder is required 
to assume responsibility for the vaccination verification and accommodations requirements in 
the Proclamation. Bidder agrees to submit a signed Employer Declaration that conforms to all of 
the requirements of the Proclamation prior to signing a contract with DSHS. Failure to comply 
may result in the cancelation of the Contract award.  



 

 

16. Bidder certifies that Bidder is not presently an agency of the Russian government, an entity 
which is Russian-state owned to any extent, or an entity sanctioned by the United States 
government in response to Russia’s invasion of Ukraine.  

17. Bidder acknowledges its obligation to notify DSHS of any changes in the certifications and 
assurances above. 

I hereby certify, under penalty of perjury under the laws of the State of Washington, that the 
certifications herein are true and correct and that I am authorized to make these certifications on 
behalf of the firm listed herein.  

Bidder’s Signature: 

 

Title: Glen Lutz, Managing Director________________________________________ 
Organization Name: Accenture, LLP_______________________________________ 
Date:__09/19/2022_____________________________________________________  
Place Signed (City, State):_Seattle, WA_____________________________________ 

 

 

 

 

 

 

 

 

 

 

All Bidders must submit the Bidder certifications and assurances form set forth on Attachment C, signed by an individual authorized 
to bind the Bidder contractually. Bidders may not alter or redline the Bidder Certifications and Assurances form in their response. 
Submitting altered or redlined solicitation terms or requirements in the Bidder Response may result in Bidder disqualification. 
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HUMAN CENTERED 
DESIGN OVERVIEW



We create impactful 
services and experiences 
by putting humans at the 
heart of design. 



The principle of working and empathizing with the people we are designing 
for, including customers and employees.

Empathy InclusivityImmediacy

Human-centered design is at the heart of our approach:

To truly understand people, we 
spend time with them in their 
worlds.  

By spending time with people, we 
come to appreciate their thoughts 
and feelings, what makes them 
tick, and ultimately, their needs 
and goals.  

We strive to create meaningful 
experiences that are inclusive 
of, and relevant to, all future 
users. 

WHAT DOES IT MEAN TO BE HUMAN-CENTRIC?



EMPATHY MAY BE CORE TO HUMAN-CENTRICITY, BUT 
WE CAN’T STOP THERE!

Empathy only becomes valuable when we turn it into meaningful action.

Observe

Customer activity, 
process and pain points

Empathize

To uncover unarticulated 
needs and opportunities

Elevate

Our understanding 
through rigorous analysis 
and synthesis until we 
have true insights

Act

Provide crisp direction 
on implications and 
strategy as well as 
tactical design



WHY IS IT CRITICAL TO BE HUMAN-CENTRIC?

At the product or service level…

When we involve the people, we are 
designing for from end to end – from 
discovery to prototyping:

• We enjoy a higher likelihood of success 
that we will design something that 
resonates with people and meets the right 
set of needs.

• We de-risk investment in innovation.

At the enterprise level…

In times of rapid change and disruption, a 
human-centered approach to strategy is 
critical to ensure that people and 
organizations are receptive to and ready for 
change.  

This starts with building the confidence that 
we solving the right problem, the problem 
that resonates for them.



Through a human-centered design and 
research, Accenture created the vision 
for a unified web portal to better serve 
the citizens by offering an inclusive, 
accessible, and dignified experience for 
individuals to learn about, apply for, and 
maintain their programs seamlessly and
with confidence.

WHERE WE ARE STARTING



Until now, learning about different 
services and determining which 
ones a user was eligible for was a 
very fragmented experience. 

This engagement focused on 
designing an integrated solution 
that helps people in need access 
and apply for all health and 
human services programs in one 
place.

Child Support 
Enforcement 

Division

Income
Support 
Division

Medical
Assistance 

Division

Behavioral
Health Services 

Division



Co-Creating with Customers & 
Stakeholders

We know that success depends 
on a strong, collaborative 
relationship with our customers 
and stakeholders.

We hosted intensive workshops 
with our customers and 
stakeholders and will meet with 
them frequently throughout the 
redesign process.

ITERATIVE DESIGN PROCESS



LEVERAGING A DUAL TRACK HCD APPROACH 
Running human centered design activities in parallel lets the team drive 
outcomes for our providers while also crafting the digital product. Planned 
convergence unites these in our strategic and holistic portal design. 

EXPERIENCE RESEARCH AND DESIGN

ITERATIVE DESIGN SYSTEM 



WK 0 WK 1 WK 2 WK 3 WK 4 WK 5 WK 6 WK 7 WK 8 WK 9 WK 10 WK 11 WK 12

Jan  10 Jan 17 Jan  24 Jan 31 Feb 7 Feb 14 Feb 21 Feb 28 Mar  7 Mar  14 Mar  21 Mar  28 Apr  4

CUSTOMER CO-CREATION & 
INTERVIEWS

RESEARCH PLANNING

P R O V I D E R  C O N C E P T  R E S E A R C H

P R O T O T Y P E  D E S I G N

I N I T I A L  H Y P O T H E S I S  A N D  
C O N C E P T  S K E T C H E S

U S A B I L I T Y  
T E S T I N G

RESEARCH & SYNTHESIS

CREATE

P R O V I D E R  
S Y N T H E S I S

M O B I L I Z E

HCD: EXPERIENCE RESEARCH AND DESIGN

PROGRAM 
KICK-OFFM

ile
st

on
es

Ac
tiv

iti
e s

W O R K S H O P

U S A B I L I T Y
T E S T I N G

H A N D O F F  &  
D E L I V E R Y

I M M E R S I O N

CO-CREATION 
CONCEPT 

WORKSHOP

STATUS & PROJECT 
CHECK IN

RESEARCH 
READOUT

STATUS & PROJECT 
CHECK IN

LEADERSHIP
READOUT



BACKLOG CO-
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GOVERNMENT UNIFIED  
PORTAL PROJECT 
Example Research Plan  
 
 
Research Objectives 
  
As part of the discovery phase, we are looking to interview and shadow up to 20 
customers, to understand:  
  

1. Who our customers are: behaviors, social contexts, support networks, readiness 
for/relationship with digital 

2. Their current user journeys, by:  

o identifying successes, challenges, needs and objectives of public customers 
and HSD staff across different pathways and stages 

o observing how users navigate and interact with the existing touchpoints, 
processes and services 

o capturing any points of friction encountered, workarounds users developed to 
overcome these, and misconceptions 

3. How the current HSD offerings and access models are impacting user participation 
and experience over time 

4. Which actions we need to take to make the most impact, captured as requirements 
for the future user experience design 

  
  
Key User Types 
  

1. HSD Field Staff who take information from clients and enter it in HSD web 
applications  

2. Clients that apply for themselves and/or their families  

3. CBO Field Staff that apply for benefits on behalf of applicants  

4. Call Center Representatives that respond to client inquiries over the phone, and 
enter the information they gather from clients into HSD web applications 

  

  
1. Research at HSD Facilities 

  
1a. HSD Facility Walkthrough 
  
Goal:  
To understand the operational model of the services provided at client-facing HSD 
(ISD and CSED) field offices.   
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Inquiry: 
o Understand internal landscape in terms of space, tools, technology, people, 

culture, and process 
o Identify the operational modules currently required to enroll, serve, recertify 

clients  
o Recognize what is front stage and what is back stage for clients 

  
Method: 
o Guided tour of the facilities by an HSD Field Office Staff 
o Photography/Video of space, people, and documents 
o Audio recording of the guided tour 

  
Time: 1 hour per location 
  
Support Required: Identify and connect Fjord team with local ISD and CSED 
contacts  
  
Incentive: N/A 
  
Materials:  
o Consent Form 

  
  

1b. HSD Field Staff Interview (N=6) 
  
Goal:  
To understand a day in the life for a HSD field staff member in terms of who they 
see, how they work, and what their current experience is.  
  
Inquiry: 
o Understand the set of services they provide and the process required to 

enroll, serve, and recertify 
o Understand internal landscape in terms of tools, technology, people, culture, 

and process 
o Learn from their contacts with clients- most common needs, issues, 

perceptions, behaviors. 
  
Method: 
o In- Person Interview in the HSD Field Office 
o Photography/Video of space, people, and documents 
o Audio recording of interview 

  
Time: 1 hour per individual, 1-2 interviews per team  
  
Support Required: Identify and connect Fjord team with local ISD and CSED 
contacts  
  
Incentive: N/A 
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Materials:  
o Consent Form 

  
  
1c. HSD Field Staff Shadowing 
  
Goal:  
To observe HSD Field Staff as they serve clients that are seeking benefits in an 
HSD field office. 
  
Inquiry: 
o Observe and understand how the HSD field offices function and serve their 

clients 
o Understand the level of communication as well as the types of interaction 

happening between HSD employees and clients 
o Take note of the required in person interactions to enroll and receive benefits 
o Learn from what services clients are seeking and most prevalent needs 

  
Method: 
o In- person observation of the HSD field office 
o Photography/Video of space, people, and documents 
o Audio recording of activities happening 

  
Time: 4 hr total at facility service stations (e.g. service counter, interview room, 
etc.) 
  
Support Required: Identify and connect Fjord team with local ISD and CSED 
contacts 
  
Incentive: N/A 
  
Materials:  
o Consent Form 

  
  

  
  

2. Research with Clients 
  

2a. Client Interview (in facility) (N=4) 
  
Goal:  
Have a conversation with clients who are receiving benefits to become immersed 
in their reality and identify what gaps might exist so that they can be better served. 
  
Inquiry: 
o Develop a clear picture of how clients are entering into the process 
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o Identify what is and isn't working within the current process 
o Understand the level of communication as well as the types of interaction 

happening between clients and HSD employees 
o Recognize the client perspective of how they perceive HSD and their 

effectiveness 
  

Method: 
o In- Person Interview in the HSD Field Office 
o Photography/Video of space, people, and documents 
o Audio recording of interview 

  
Time: 30 mins per interview, 4 individuals   
  
Support Required: Interviews require an intermediary for establishing trust 
  

  
Materials:  
o Consent Form  

  
  
2b. Client Interview (at client location) (N=8-10) 
  
Goal:  
Have a conversation with clients who are receiving benefits to become immersed 
in their reality and identify what gaps might exist so that they can be better served. 
  
Inquiry: 
o Develop a clear picture of how clients are entering into the process 
o Identify what is and isn't working within the current process 
o Understand the level of communication as well as the types of interaction 

happening between clients and HSD employees 
o Recognize the client perspective of how they perceive HSD and their 

effectiveness 
  

Method: 
o In-person Interview at the client's home  
o Photography/video of space, people, and documents 
o Audio recording of interview 

  
Time: 2 hours per interview, 8-10 individuals 
  
Support Required: Coordination from organizations such as IHS, ISD, ENLACE, 
Eight Northern, Five Sandoval, PB&J, Life Link to help identify and be the liaison 
for clients. Interviews require an intermediary / a case worker for establishing trust. 
If needed, two translators for conducting interviews in Spanish. 
  

 

Incentive:  An incentive deemed appropriate by the client

Incentive:  An incentive deemed appropriate by the client
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Materials:  
o Consent Form  

  
  

3. Research with CBOs 
  
3a. CBO Facility Walkthrough 
  
Goal:  
To understand the operational model of the services provided by CBOs, as they 
relate to HSD benefits and services.  
  
Inquiry: 
o Understand internal landscape in terms of space, tools, technology, people, 

culture, and process, in relation to client enrollment into HSD benefits and 
services. 

o Identify what is front stage and what is back stage for clients 
  

Method: 
o Guided tour of the facilities by a CBO Staff 
o Photography/Video of space, people, and documents 
o Audio recording of the guided tour 

  
Time: 1 hour per location 
  
Support Required: Identify and connect Fjord team with CBO contacts  
  
Incentive: N/A 
  
Materials:  
o Consent Form 

  
  
3b. CBO Field Staff Interview (N=4) 
  
Goal:  
To understand a day in the life for a CBO field staff in terms of who they see, how 
they work, and what their current experience is, as it relates to enrolling clients into 
HSD benefits and services.  
  
Inquiry: 
o Understand the set of services they provide and the process required to 

enroll, serve, and recertify clients into HSD benefits and services. 
o Understand internal landscape in terms of tools, technology, people, culture, 

and process 
o Learn from their contacts with clients- most common needs, issues, 

perceptions, behaviors. 
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Method: 
o Remote interview over a call, or in-person interview at the CBO facilities, 

depending on what makes sense for the research logistics 
o Photography/video of space, people, and documents (if in-person) 
o Audio recording of interview 

  
Time: 1 hr per individual. 1 individual per location. 
  
Support Required: Identify and connect Fjord team with CBO contacts  
  
Incentive: N/A 
  
Materials:  
o Consent Form 

  
  
3c. CBO Staff Shadowing 
  
Goal:  
To observe CBO Staff as they serve clients that are seeking benefits at their 
facilities, or at areas where they serve clients. 
  
Inquiry: 
o Observe and understand how CBOs function and serve their clients, in 

relation to HSD benefits and services 
o Understand the level of communication as well as the types of interaction 

happening between CBO Staff and clients 
o Take note of the required in person interactions to enroll and receive benefits 
o Learn from what services clients are seeking and most prevalent needs 

  
Method: 
o In- person observation of the CBO Staff, within facilities and/or in the field 
o Photography/Video of space, people, and documents 
o Audio recording of activities happening 

  
Time: 4 hr total at facility service stations 
  
Support Required: Identify and connect Fjord team with CBO contacts  
  
Incentive: N/A 
  
Materials:  
o Consent Form 

  
  

4. Research with Call Center  
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4a. Call Center Walkthrough 
  
Goal:  
To understand the operational model of the services provided at client-facing HSD 
Call Centers.   
  
Inquiry: 
o Understand internal landscape in terms of space, tools, technology, people, 

culture, and process 
o Identify the relationships and organization structure to handle workflows 

required to enroll, serve, recertify clients  
o Recognize what is front stage and what is back stage for clients 

  
Method:  
o In- Person observation at the call center. 
o Photography/video of space, people, and documents 
o Audio recording of interview 

  
Time: 1 hr  
  
Support Required: Identify and connect Fjord team with Call Center contacts  
  
Incentive: N/A 
  
Materials:  
o Consent Form 

  
  
  
4b. Call Center Representative Interview (N=2) 
  
Goal:  
To understand a day in the life of a Call Center Representative including their client 
interactions, work environment, processes and support network.  
  
Inquiry: 
o Learn about representative’s tools and resources. 
o Understand main reasons that initiate communication with call centers.  
o Discover things that are working well and consistent challenges. 
o Understand how representatives measure satisfaction and track phone calls. 

  
Method:  
o In- Person Interview at the call center. 
o Photography/Video of space, people, and documents 
o Audio recording of interview 

  
Time: 1 hr per interview. 2 individuals. 
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Support Required: Identify and connect Fjord team with Call Center contacts  
  
Incentive: N/A 
  
Materials:  
o Consent Form 

  
  
4c. Call Center Representative Shadowing 
  
Goal:  
To observe Call Center Representative as they serve clients that are seeking 
benefits over the phone. To understand the representative’s process for receiving,  
documenting, resolving and tracking calls with clients. 
  
Inquiry: 
o Observe and understand how Call Center Representatives function and serve 

their clients, in relation to HSD benefits and services 
o Understand the level of communication as well as the types of interaction 

happening between CBO Staff and clients 
o Take note of the required in person interactions to enroll and receive benefits 
o Discover workarounds and manual habits 

  
Method: 
o In- person observation of the CBO Staff, within facilities and/or in the field 
o Photography/Video of space, people, and documents 
o Audio recording of activities happening 

  
Time: 4 hr total at facility service stations (e.g. service counter, interview room, 
etc.) 
  
Support Required: Identify and connect Fjord team with Call Center contacts  
  
Incentive: N/A 
  
Materials:  
o Consent Form 
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Location Analysis 
  

    Santa 
Fe 

ABQ Gallup Farmi
ngton 

Tucu
mcari 

Santa 
Rosa 

Cuerv
o 

Clovis 

ISD 
Field 
Office 

HSD Yes 
(1) 

Yes 
(4) 

Yes 
(1) 

Yes 
(1) 

Yes(1) Yes 
(1) 

No Yes 
(1) 

CSED 
Field 
Office 

HSD Yes 
(1) + 
Taos 

Yes 
(3) 

Yes 
(1) 

Yes 
(1) 

No No No Yes 
(1) 

FQHC Medic
al 
Facilit
ies 

Yes 
(23) 

Yes 
(14) 

Yes 
(3) 

Yes 
(4) 

Yes 
(1) 

No No Yes 
(7) 

UNMH Medic
al 
Facilit
ies 

No Yes No No No No No No 

St. 
Martin 

Home
less 
Shelt
er 

No Yes No No No No No No 

Bernalill
o 

Deten
tion 
Cente
r 

No Yes No No No No No No 

PBJ Recru
itmen
t 
Point 

No Yes No No No No No No 

IHS Recru
itmen
t 
Point  

Yes 
(1) 

Yes 
(HQ+2
) 

Yes 
(1) 

Shipro
ck (2) 

No No No No 

Eight 
Norther
n 
Pueblos 

Recru
itmen
t 
Point 

Ohkay 
Owing
eh (1) 

No No No No No No No 
  

Five 
Sandov

Recru
itmen

No Bernali
llo (1) 

No No No No No No 
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al Indian 
Pueblos 

t 
Point 

  
  
Day to Day Plan 
  

  Jun
e 27 

Jun
e 28 

Jun
e 29 

July 
2 

July 
3 

July 4 July 
5 

July 
6 

July 
9 

Jul
y 10 

Jul
y 11 

Locatio
n 

SF 
to 
ABQ 

ABQ ABQ Gallu
p 

Gallu
p 

HOLIDA
Y 

Sant
a Fe 

Sant
a Fe 

Sant
a Fe 
/ 
ABQ 

AB
Q  

AB
Q 

  
  
June 27th (Travel Day) 
 Team 1 &2 
 Location: En Route  

Interviewees: N/A 
Shadowing Subjects: N/A 
  

June 28th (ABQ) 
 Team 1  

o Location: ISD 
Interviewees: HSD Staff (2) 
Shadowing Subjects: Clients 

 Team 2 
o Location: CSED 

Interviewees HSD Staff (2) 
Shadowing Subjects: Clients 
  

June 29th (ABQ) 
 Team 1  

o Location: UMNH (CBO contacts to help coordinate) 
Interviewees: CBO Staff (1-2) 
Shadowing Subjects: CBO Staff 

 Team 2 
o Location: Conduit Call Center (Call center contacts to help coordinate) 

Interviewees: Call Center Staff (2) 
Shadowing Subjects: Call Center Representatives 
  

July 2nd (GALLUP) 
 Team 1  

o Morning Location: Driving from ABQ to Gallup 
Interviewees: N/A 

o Afternoon Location: In home interview (IHS to coordinate) 
Interviewees: Clients (1) 
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 Team 2 
o Morning Location: Driving from ABQ to Gallup 

Interviewees: N/A 
o Afternoon Location: In home interview (FQHC to coordinate) 

Interviewees: Client (1) 
  

July 3nd (GALLUP) 
 Team 1  

o Morning Location: CSED 
Interviewees: HSD Staff (1) 
Shadowing Subjects: Clients 

o Afternoon Location: Drive from Gallup to Santa Fe 
Interviewees: N/A 

 Team 2 
o Morning Location: ISD 

Interviewees: HSD Staff (1) 
Shadowing Subjects: Clients 

o Afternoon Location: Drive from Gallup to Santa Fe 
Interviewees: N/A 

  
July 5th (Santa Fe) 
  
 Team 1 

o Morning Location: IHS or FQHC Facilities 
Interviewees: CBO Staff (1) 

o Afternoon Location: Home Interviews  (IHS or FQHC to help coordinate) 
Interviewees: Clients (1-2) 

 Team 2  
Drive from Santa Fe (40 mins) 

o Location: Home interviews (Eight Northern Pueblos to help coordinate) 
Interviewees: Clients (2) 

  
July 6th (Santa Fe) 
  
 Team 1 

o Location: Home Interviews (IHS or FQHC to help coordinate) 
Interviewees: Clients (2) 

 Team 2  
o Morning Location: HSD Office 

Interviewees: HSD Sync Meeting 
o Afternoon Location: Drive to ABQ 

Interviewees: N/A 
  
July 9th (ABQ) 
  
 Team 1 & 2 

o Location: TBD (Santa Fe / ABQ) 
Interviewees: N/A 
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Synthesis, Sync and Travel Day 
  
July 10th (ABQ) 
  
 Team 1 

o Location: St. Martin  
Interviewees: CBO Field Staff (1) Clients (4)  

 Team 2  
o Location: Metro Detention Center, Bernalillo  

Interviewees: CBO Field Staff Clients (1) 
  

July 11th (ABQ) 
  
 Team 1 

o Morning Location: Home Interviews  (Five Sandoval to help coordinate) 
Interviewees: Clients (1) 

o Afternoon Location: Travel to SF 
Interviewees: N/A 

 Team 2  
o Morning Location: Home Interviews  (Five Sandoval to help coordinate) 

Interviewees: Clients (1) 
o Afternoon Location: Travel to SF 

Interviewees: N/A 
 



Customer Interview Guide 1

🎙
Customer Interview Guide
Research Objective

Understand in more depth the nature and context of our customer's 
journey from realizing there is an issue to getting it resolved (fixed).

Understand the key meaningful moments in the ticket to resolve journey

How do our customers understand their own assurance journey - what is 
the scale/scope of a "journey"?

Understand what/who supports our customers and how.

Understand the role of Account Managers in journey (for managed 
accounts).

Understand the aspects of impact on the customer in the journey.

What routines/methods/tools are used to manage this journey?

How does STC affect their lives?

How do they connect with the different touch-points that STC offers to 
their customers?

Section 1. Intro/Warm up [10 mins]



Customer Interview Guide 2

💡 Goal - Set tone for the session 
Explain why we are here. Thank them for agreeing to be a part of the 
session. Inform them that there are no wrong answers- our aim is to 
better understand their experience. Let them know that any data 
collected during the session will be anonymized and protected - we 
will only be using it for our internal redesign work and will not share 
with anyone else. 
 
Ask them for permission to record the session) 
If recording, switch on recorder. Otherwise switch on transcription 
tool. 

As a warm-up:

Tell us a little bit about yourself - name, what you do, which city you live 
in.

What is a typical day like for you?

What role does STC play in your life?  

What are the current products and services that you subscribe to with 
STC?

Section 2. Ticket to Resolve Journey [15 mins]

💡 Goal - Using the Miro Board template as a stimulus, dig more 
deeply into key moments of the participant's ticket to resolve 
journey. 

Ask participant to fill our the journey template.] Thank you so much for taking 
the time to fill out your experience. I would like you to talk me through some 
of the key moments of your journey.



Customer Interview Guide 3

Possible probes

First of all, do you think this is an accurate representation of your journey? 
Why/ why not? 
If not, what are the more accurate steps?

How were you feeling/why?

Is this a typical or unique moment in your experience? How so?

What were some of the hardest moments while getting an issue solved? 
Why?

Easiest moments? Why?

What/how would you like to change or add to the steps of this journey?

When you think about the past experiences you have had with STC in terms of 
support, how would you compare it to your expectation?

Possible probes

What is working? 

What is not helping?

What would help you feel more supported?

Were there specific incidents that stand out in this experience?

Section 3. Support ecosystem [10 mins]

⛑ Goal - Gain a sense of the participant's view on support ecosystem 
including all relevant/related resources, people, services etc.

We want you to think of how you currently experience your support 
ecosystem- this is everything and everyone that is relevant to deliver your 



Customer Interview Guide 4

service right now. Please remember that this is not limited to your engagement 
with STC alone but also other product and services you use and experience in 
the company.

Possible probes

Let's start with people: who are all the people you interact with when you 
need help/support?

How about tools: What tools do you use? What would you add?

Apps

Websites 

Chatbot

Messaging services

Forums

Search engines

FAQ

What about non-digital tools? 

Section 4. Deep dive on tools (touch-points) [10 
mins]

⛑ Goal - Understand when/how digital tools are most helpful and 
motivating or not.

Using the previous discussion on ecosystems, let's talk more about how you 
use some of these tools. What are the most helpful? What is the least helpful 
to you?

When do you use which? Are there specific scenarios/context in which you like 
to use the tools?
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Possible probes

Tell us more about this one [select tool], when do you use it?

What kind of issues do you usually solve using this?

Why do you prefer using this tool for it? What does it do best?

What do you expect it to do? Does it meet/not meet those expectation?

What would make it better?

Are there any tools that you use less of? Why?

Are there any tools that may not be related to STC or Teleco, that you really 
like? Can you show/ share the experience?

Section 5. Support and resolution goals [10 mins]

💡 Goal - Understand broader context of the customer's goals, 
perspectives, expectations while facing issues and what supports 
them 

Now I want to step back a bit and talk about encountering issues more 
generally. Do you have any expectations on how you want them to be 
resolved by service providers (or yourself)

Possible probes

What has your previous experience been towards these expectations? 
What contributed [previous experiences, if any] towards this goal?

What were the steps that can be taken to help meet your expectations?



Customer Interview Guide 6

Section 6. Wrap up [5 mins]

💡 Goal - Summarize and close the conversation with any follow up 
questions that may clarify the participant's responses during the 
session.

Thank you for your time. 

Is there anything we didn't talk about that you would like to share with us?

Would you like to continue being part of our research when we move into the 
prototyping stage? Your feedback will help us greatly.



GOVERNMENT PROJECT

Unified Portal
Research Readout



Today we will preview 
research findings that 
capture what we’ve heard, 
observed and experienced 
the last 3 weeks from clients, 
customers and employees. 

The deliverables we review today will be used as tools 
during the Rumble to co-create the future state vision for 
the unified portal and to generate requirements.

Agenda & Introductions

How We Got to Today

Experience Drivers

Break

Mindsets

Current State Journey / System Audit Preview

Rumble Agenda Overview

Feedback and Next Steps

9:30-9:45

9:45-10:15

10:15-11:15

11:15-11:30

11:30-12:00

12:00-12:15

12:15-12:30

12:30-1:00

Agenda



How did 
we get to 
today? 

Let’s talk about how the project was 
initiated, who informed our process, 
and the geographies we visited.



Recommend modifications for current business 
processes and technology infrastructures needed 
to design a client- and customer- facing unified 
web portal that supports current and future 
demands for health and human services.

Child Support 
Enforcement Division

Income Support 
Division

Medical Assistance 
Division

Behavioral Health 
Services Division

MAD ISD CSED BHSD

We Started With This Goal 



Connected to the HSD 2020 Vision

HSD Strategic Initiatives
Promote                      
Self-Sufficiency for 
Members

+ Increase job readiness and 
access to sustainable 
employment and housing 

+ Increase member 
engagement in his/her care 

+ Support families’ financial 
stability by removing barriers 
to child support orders and 
collections 

Reduce Growth Rate of 
Healthcare Costs & 
Improve Health Outcomes

+ Implement value-based 
purchasing that promotes 
integration of services, 
reduces costs, and increases 
quality of care.

+ Reduce service gaps through 
innovative delivery models 
that build provider capacity

+ Collaborate with partners to 
support prevention models 
and reduce health disparities 

+ Detect and prevent fraud, 
waste, and abuse

Implement            
Human-Centered
Service Models

+ Streamline and enhance 
access and engagement of 
constituents

+ Develop a new model for 
delivery of public assistance 
programs for demonstration 

+ Implement paperless 
document management

+ Execute the MMIS and CSES 
replacement projects

+ Implement staff development 
plans

+ Internal review of program 
effectiveness

Improve Administrative 
Effectiveness and 
Simplicity



To transform access to public services for citizens 
by offering a unified, human-centered service 
experience that empowers clients to retake 
control of their health and life.  

A big opportunity  

HSD
Clients/

Customers

HSD
Field Office 

Staff

CBO/ FQHC
Workers

HSD
Stakeholder

Health 
Care*

Provider
Employers*



Our Scope

In order to offer a 
unified self-service 
experience to meet 
evolving, multi-faceted 
client needs, we 
needed to start where 
we can make the 
greatest impact.

MAD ISD

BHSD

We explored 
the client-
facing 
functionalities 
of YesNM

We explored 
the client-
facing 
functionalities 
of the 
Medicaid 
Portal

We explored the 
resources and 
information currently 
client-facing 

CSED
We explored 
the child-
support portals 
and resources



Our Research

Over the past 6 weeks we conducted in-depth 
interviews and shadowing sessions with stakeholders, 

staff, clients, and customers across multiple 
geographies.



Our 
Research 
Approach

In Santa Fe we met with each division 
to get an overview of client- facing 
portals, and to receive an in-depth look 
at the current state portals. 

We then met with and interviewed a 
core set of Division Stakeholders to 
gain a deeper understanding of project 
goals and scope. 

All of this would ultimately help define 
and shape the scope of research. 

Our Approach



Our Approach

User Types

Individual Applicants
Clients that apply for 
themselves and/or their family

01

CBO Workers
Individuals that apply for 
benefits on behalf of applicants 

02

HSD Field Staff
Individuals who take 
information from clients and 
enter it in HSD web applications 

03

That interface with the HSD system, to provide us 
with the full picture of the requirements for a 
unified HSD portal. 

3



Our Objectives

Understand our users, their 
behaviors, social contexts, 
support networks, 
readiness for/relationship 
with digital.

01

Identify their current user journey(s) by:

02

Identify actions we need to 
take to make the most 
impact, captured as 
requirements for the future 
user experience design

03

+ Identifying successes, 
challenges, needs and 
objectives of public 
customers and HSD 
staff across different 
pathways and stages

+ Observing how users 
navigate and interact 
with the existing 
touchpoints, processes 
and services

+ Capturing any points of 
friction encountered, 
workarounds users 
developed to overcome 
these, and 
misconceptions

+ Understanding how 
current HSD offerings 
and access models 
impact user 
participation and 
experience over time

User Interviews & Shadowing Recruitment



Our Method

Purposive Sampling 
Recruitment
A non-probability sample that is selected based on 
characteristics of a population and the objective of the study. 

WHY?

Purposive sampling is interested 
in qualitative richness, not 
statistical significance. Our 
sample is based on what we want 
to know, not in quotas.

This type of sampling can be very 
useful in situations when you 
need to reach a targeted sample 
quickly.



Relationship with HSD

Clients that engage with the 
divisions listed below: 
• Medical Assistance Division 

(MAD)
• Income Support Division (ISD) 
• Behavioral Health Services 

Division (BHSD)
• Child Support Enforcement 

Division (CSED) with these client 
types: 
+ CSED enforcing child support 
for a single parent taking care of 
a child
+ Absent parent required by 
court to pay child support

Sampling Lenses for HSD Client Interviews

User Interviews & Shadowing Recruitment

Balanced mix of:
• Direct, via web portal
• Direct, in-person at an HSD 

Facility
• Direct, over the phone via HSD, 

call-center
• Through an outside CBO/Case 

worker 

Application Channel

Mix of:
• New joiner: 1-2 years
• Mid to long-term: 2+ years 
• Some representation of 

customers with a discontinued 
membership in past 6 months

HSD Customer Status 
Up to 5 different locations within 
the State of New Mexico, including 
Santa Fe, Albuquerque, Los Lunas, 
Rio Rancho and Gallup, with an 
even spread of:
• Urban
• Sub-Urban
• Rural

Location

• Balanced mix of gender and 
ethnicity aligned with state 
demographics, taking State’s 
Hispanic and Native American 
population into consideration.

• Representation of Veterans, 
LGBTQ Youth, Incarcerated 
Individuals and Homeless 
Individuals

Gender, Ethnicity, and 
Diverse Representation

• Mix of housed, as the renter or 
the owner

• Some representation of the 
marginally housed and the 
homeless population 

Housing Situation

Balanced mix of:
• Single with no kids (including 

College students)
• Single with kids
• Married with no kids
• Cohabitating/Married with kids 
• Sandwich
• Children living with zan

extended care network

Life Stage



D I R E C T
C L I E N T S

15
Interviews

I N D I V I D U A L S  
S H A D O W E D

42
In Facilities

C A L L S
S H A D O W E D

41
T1 & T2 Call Centers

I S D  
F I E L D  S T A F F

5
Interviews

C S E D  
F I E L D  S T A F F

6
Interviews

C B O / F Q H C
F I E L D  S T A F F

5
Interviews

T 1  C A L L
C E N T E R

3
Interviews

T 2  C A L L
C E N T E R

3
Interviews

H S D  
S T A K E H O L D E R S

10
Interviews

P O R T A L  
B R E A K O U T S

4
Sessions

U S A B I L I T Y  
R E P O R T S

2
YesNM Task Reports

Research by the Numbers

New Mexico

Santa Fe
Gallup

Albuquerque
Rio Rancho

Los Lunas

9 8  D I R E C T  C L I E N T S

2 2  C L I E N T - F A C I N G  /  F R O N T  S T A G E

1 6  B A C K S T A G E



4
Mindsets

Each mindset is a state of attitudes, beliefs and 
needs that influence set of behaviors and actions. 
Mindsets help us to design for intent, and to 
motivate clients and customers toward action(s).

1
Current

State 
Journey

This journey is a holistic view of the process, 
pain-points and systems individuals are 
engaging with. The journey will help us to 
identify and solve for the moments that matter 
most. 

Research

6
Experience 

Drivers

The drivers are global themes that emerged 
during research. They act as guardrails to ensure 
that future state ideation aligns with client\ and 
customer needs and expectations.

We have synthesized our 
research into three 
components



Experience Drivers

Global themes that emerged during research. 
They act as guardrails to ensure future state 

ideation aligns with client and customer needs 
and expectations. 



Experience Drivers 

02
Show Me 
The Way

Give Me the 
Whole Story

04

Mind the 
Gap

03

Build 
My Confidence

06
Speak My 
Language

05

Anticipate 
My Needs

01



01

Experience Drivers

Anticipate 
My Needs
Understanding the individual, and 
matching them with personalized, holistic 
solutions based on their unique needs.



Understand
Who I Am

“New workers think that if they learn the computer, 
it's going to process what they want; but not 
necessarily. To them it’s correct, because the 
computer did it. But it’s not the outcome you 
wanted, and you didn't make the right selections.”

- ISD Field Staff

Luck of the Draw
Individuals often come in seeking 
a single service. Interviewers’ level of 
experience matters to know what other 
programs are available that the individual 
might be eligible for.

Consistent Expertise
To scale this expertise and make evidence 
based suggestions, it is crucial to identify the 
right set of questions to go beyond the 
assumed needs.

Current Future



Expand My 
Support Network

“I give [my clients] all the information I can. We 
keep hearing information [on available outside 
services] from coworkers, supervisors.. If someone 
knows somebody that works another agency, we'll 
keep each other in the know.” 

- ISD Field Staff

Unstructured Referrals
Individuals’ needs are often broader than the 
HSD offerings. They heavily rely on friends, 
relatives, religious organizations or CBO 
contacts to discover and get connected to 
resources for their needs. Case workers direct 
clients to outside services that they find out 
about. 

Programmatic Referrals
Strategic partnerships with a broader network 
of organizations and agencies can allow for 
an up-to-date repository of support services 
that meet the needs of individuals in a holistic 
way.

Current Future



Show Me That 
You Know Me

“When a customer leaves a CSED office after the 
interview, they get no receipt that they've been 
here or have complied for their own records. As a 
result, the CSLA offers to send an email or call the 
customer's case worker at the NM Works if 
needed.” 

- CSED Field Staff

Redundant Conversations
When interacting with multiple divisions, 
individuals constantly have to repeat their 
information that they’ve already shared. 
Inconsistencies in systems, what is tracked, 
terminologies, and case numbers create silos 
across divisions and cause redundancies.

Seamless Experience
To make the most out of a single HSD 
interaction, divisions should share and 
leverage what they already know about the 
individual. In this new model, individuals will 
feel efficiently served and can trust the 
system when they have needs spanning 
across multiple divisions.

Current Future



Show Me 
The Way
Guiding individuals along their 
journey by making sure they have the 
right information at the right time 
through continuous education.

02

Experience Drivers



What’s in it 
for me?

“I believe I'm eligible for food stamps, but the 
process kind of intimidates me. Others are delayed, 
denied. I don’t have access to anyone that can tell 
me how much I’d get. I have a friend that gets $25. 
What is $25 in food these days? The incentive hasn't 
been there for me.” 

- Client

Unclear Expectations
Individuals may feel reluctant to apply, share 
personal information, or take the necessary 
steps along the way when they don’t have a 
clear understanding of what they would get 
out of the process. 

Clear Incentives
Incentivize them along the way by 
transparently showcasing the value of each 
step from awareness and application, to 
maintaining and renewal.

Current Future



Hold My Hand
“You really need specialized knowledge to fill 
out the application. Explain what each individual 
application someone is applying for is. Don't just 
throw someone a packet and say ‘here, read it.’” 

- Client

Going in Blind
Individuals find parts of the application hard 
to fill out and understand. They are unsure if 
they have made errors, or provided all the 
necessary information. They are unaware of 
the unintended consequences of any missing 
or erroneous information. There is currently a 
lack of validation for individuals when 
successful actions are received. 

Confidence and Targeted Assistance
System needs to guide them along the 
process via contextual information, tips and 
feedback to validate, build confidence and 
set them up for success. When they feel 
stuck, individuals should also be able to reach 
out to receive remote, targeted assistance. 
Additionally, HSD field staff needs to receive 
trainings on client facing digital channels to 
be able to answer questions as needed.  

Current Future



03

Experience Drivers

Mind 
The Gap
Building simplicity, flexibility, and choice 
into HSD interactions by accommodating, 
different client contexts – involving 
access, skills, health and convenience.



Include Me
”Due to past history, there is a lack of trust in the 
system and the people who represent those 
services. There is the need for someone from their 
community to act as a conduit for services.”

- HSD Stakeholder

Underrepresentation
The current landscape doesn’t capture the 
full cultural demography. Marginalization 
occurs when individuals don’t see 
representation of people like themselves.

Authentic Inclusion
Isolation can be reduced through personal 
stories, inclusive language, imagery, and 
cultural considerations. Processes should flex 
and be welcoming to a diversity of 
backgrounds.

Current Future



Don’t Leave 
Me Behind

“Transportation is really tough. It is hard to get a job 
locally. We live 30 miles from here. In order for my 
sister to get to work on time, she drives and sleeps 
in her car.”

- ISD Field Worker

Patchy Access
Individuals often have limited access to basic 
resources. Travel distances can get long, with 
a large population living in rural areas. Many 
individuals have phones, but they have 
limited coverage and data packages. Having 
continuous access to a computer is less 
common than smart phone ownership.

Considering the Gap
When designing services, any gaps in access 
should be considered and accommodated 
for. System should be light in consideration of 
data limitations. Interactions through proven 
channels, such as texting, should be available. 

Current Future



Consider My 
Circumstances

“I went over to HSD, and sat, sat, sat, and waited. I 
couldn't handle the anxiety anymore. I've always 
had that. Having to wait can be really hard for me. If 
only I could make an appointment without having to 
sit in a room...”

- Client

Blocked by Anxiety
Individuals with behavioral health conditions 
get triggered by long waits, denial decisions, 
or miscommunications in the current process. 
Individuals often avoid progressing in the 
system to avoid inducing their anxiety. 

Feeling in Control
The system should be sensitive to behavioral 
health conditions by offering flexibility and  
alternative solutions, such as scheduling, 
video calling, or outreach efforts. These 
solutions can alleviate anxiety and allow these 
individuals to have more control in the 
process.

Current Future
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Experience Drivers

Give Me the 
Whole Story
Creating a shared, single source of truth that 
transparently displays all interactions and 
decisions at a high-level in real-time, and
provides easy to digest next steps for their case.



Offer Me Visibility
“A lot of times people come in and they don't even 
know they had Medicaid. I tell them, “you probably 
got a letter or card”. They have no idea what I am 
talking about. Their entry point is typically through 
SNAP or Cash Assistance.”

- CBO Staff

Slips Through the Cracks
When individuals come in to HSD offices, they 
interact with a different case worker each 
time. There may be inaccurate information 
but they don’t have visibility into what the 
system has captured about their case. Due to 
ASPEN issues, complicated case note 
workflows, information often slips through the 
cracks. If one case note is inaccurate, it 
creates a domino effect of misinterpretation.

Centralized Transparency
System needs to record and consolidate  
individuals’ interactions with HSD, and all 
relevant information to provide a high level 
version of their case. By seeing their story, 
individuals will understand decisions and 
actions required. Individuals receiving 
services through multiple divisions will be 
able to access their whole case and filter it by 
different services. 

Current Future



Let Me Contribute
“My son’s services got shut off, so I called HSD to say I had 
sent all the documentation, but they said they didn't receive 
it. They never called back, so I called again and spoke to a 
supervisor. They finally learned that his Medicaid was 
pending due to missing documents. They gave me a list, so I 
mailed everything again. They called a week later saying 
nothing was received. The process took two months. They 
should have told me what was missing from the beginning.”

- Client

One Way Street
When individuals provide information for their 
case, it often feels like it’s going into a black 
hole. Currently communication feels like a 
one way street, and changes to personal 
information aren’t immediately reflected. Lack 
of real-time feedback doesn’t provide 
individuals the assurance they need, and 
increases the need for communication to find 
that validation. 

It’s a Dialogue
Individuals need a consistent two way 
communication allowing them to easily 
update their information, dispute errors, and 
inquire with questions. Case workers and 
individuals can share the load in keeping 
things up to date.

Current Future
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Experience Drivers

Speak My 
Language
Expanding the communication landscape 
for greater accessibility. Building learnable 
patterns of communication that focus on 
the most critical information, and feedback 
mechanisms that help individuals take 
action. 



Human to Human
“It takes 10 minutes to read the 8-page rights and 
responsibilities checklist verbatim. This has made 
calls double in time.” 

- Call Center Staff

Open to Misinterpretation
The language used in communication and 
forms is often difficult for individuals to 
understand. The instructions and 
requirements get lost in an overload of 
information and technical language. The way 
changes are communicated create panic 
when they are misinterpreted, and result in 
higher call volume.

Bringing Clarity
Using plain language accommodates 
different literacy and language levels. When 
going through regulatory messages, provide 
takeaways for individuals to follow along.

Current Future



Remove the 
Barrier

“I know everyone uses computers. It is a big deal. 
Here at [organization] we have computers to help 
people find jobs, check their emails. But I need to 
talk to a human. It's so confusing to me. I even took 
some [computer] lessons. My mind doesn't work 
like that. I'm an English major not a mathematician.” 

- Client

Remove
Individuals have very little choice in how to 
communicate with support services. Complex 
and simple questions get funneled through 
the same analog channel. 

Bringing Clarity
Communication should be expanded through 
multiple channels to accommodate channel 
preferences and individuals’ contexts. Quick 
questions deserve expedited resolutions with 
greater care reserved for complex needs.

Current Future



Eliminate the 
Noise

“Some people share addresses with others, and 
sometimes mail gets lost. When the mail comes, it 
just says a plain white envelope. So some may just 
overlook that.” 

- ISD Field Staff

Information Overload
Individuals are often missing deadlines and 
dates for when meetings, information, and 
documentation are required. Being on 
multiple support services creates 
asynchronous cycles for maintenance. Many 
individuals end up losing their access to 
services and start over, due to not being able 
differentiate between standard vs critical 
communications. 

Right Info, Right Time, Right Channel
The system should leverage individual’s 
preferences and information to trigger 
notifications and alerts, so critical issues 
aren't passively communicated. System 
should prioritize communicating the most 
relevant information through the right 
channels at the right time to help individuals 
focus on the necessary actions.

Current Future
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Experience Drivers

Build My 
Confidence
Empowering individuals to 
incrementally gain self-sufficiency 
while reducing the anxiety and 
stigma around receiving support.



Welcome Me
“The last thing my old doctor said to me that really 
sealed the deal was ‘What are you here for – just 
drugs?’ The tone was like, ‘Cocaine?’ I wasn't going 
to put up with that.” 

- Client

Pervasive Stigma
There is self awareness around being on 
support services that creates shame and 
anxiety. There is a perception that the 
services being received are inferior.  

Normalizing the Reality
Outreach should employ welcoming 
language and simple quantitative data (i.e.
people like you) to reinforce the message that 
receiving benefits is not isolating. 

Current Future



Help Me Stand 
on My Own

“The last thing my old doctor said to me that really 
sealed the deal was ‘What are you here for – just 
drugs?’ The tone was like, ‘Cocaine?’ I wasn't going 
to put up with that.” 

- Client

Co-dependent Relationship
When there is too much hand holding it 
causes clients to be reliant on a navigator. 
This is detrimental to self-service as they 
become resistant to solutions without a 
human. 

Self-Advocacy
It is critical to balance the seesaw of support 
services and self sufficiency to promote 
collaboration rather than co-dependency.

Current Future



Let Go, 
When I’m Ready

“Everybody needs help. For me, it’s kind of 
different. I want to see if I can be on my own like I 
was before. This program [NM Works] has taught 
me a lot about computers, technology, etc.” 

- Client

Stuck in a Rut
Individuals on support services often don’t 
consider a way out of the cycle. 

Moving On
Messaging and outreach should encourage 
graduation rather than perpetual enrollment. 
Using success stories of individuals that have 
been on support services in the past can 
show solidarity and offer motivation. 

Current Future



Mindsets

Mindsets help us understand distinct behaviors that 
define groups of people, in a much more meaningful 
way than their age, gender, marital status, income, 

etc. Mindsets help us to design for intent and to 
motivate clients and customers toward action.



Individuals’
actions are 
driven by 
their 
mindset

How individuals navigate their journey 
through HSD services is not based on 
their demographics but more by their 
attitudes, behaviors, needs and pain-
points. 
This helps us design a future state 
experience that is not only easy to use 
but enables behavioral change, thus 
increasing adoption. 



Two 
dimensions 
emerged…



Proactive 
Individuals who are driven to actively 
engage. They want to get the most out 
of services and maximize every channel. 

Or they are in a circumstance where 
they cannot ever afford a gap in 
support.

Passive 

How action-oriented are 
individuals in the support 
services process?

Willingness to Act
Y- Axis

Individuals who are not driven to be part 
of the process, or individuals who have 
a circumstance that prevents them from 
being able to be active in the process. 

They often have disengaged due to the 
level of effort, amount of difficulty they 
have faced, or due to a lack of 
understanding of the value.

Mindsets



Mindsets

Level of 
Dependency

Perpetual Temporary 

X- Axis
How long does the person 

intend to depend on services?

Individuals who feel they just need 
support for a period of time. 
They are actively working towards
Improving their circumstance.

Individuals who will have embedded 
support services into their life either 
due to long term circumstance.  (i.e.
disability, illness etc.)

Or individuals who feel they are unable 
to live without support. 



Mindsets

Proactive / 
Temporary 

Proactive / 
Perpetual

Passive / 
Temporary 

Passive / 
Perpetual



Mindsets impact the way that 
individuals move through the 
HSD service system.  

Mindsets



enter extendengag

e

entice

Mindsets

Whether it be MAD, ISD, CSED, or 
BHSD all individuals move through 
5 phases of the experience.

exit



enter extendengag

e

entice

I want to know what support services 
are available.
I want to research and see what 
benefits are right for me.

Mindsets

Whether it be MAD, ISD, CSED, or 
BHS all individuals move through 
5 phases of the experience

exit



enter extendengag

e

entice

I have committed to enrolling in support services.
I want to fill out the application.
I want to submit my application.

Mindsets

Whether it be MAD, ISD, CSED, or 
BHS all individuals move through 
5 phases of the experience

exit



enter extendengag

e

entice

I need to go through this interview or assessment.
I want to know my application is approved.
I want to locate services.
I want to begin using support services.

Mindsets

Whether it be MAD, ISD, CSED, or 
BHS all individuals move through 
5 phases of the experience

exit



enter extendengag

e

entice

I need to update my information.
I want to stay in the know about support 
services.
I need to make sure I don't lose my support 
services.

Mindsets

Whether it be MAD, ISD, CSED, or 
BHS all individuals move through 
5 phases of the experience

exit



enter extend exitengageentice

I no longer need 
support services.
I need to end my 
support services.

Mindsets

Whether it be MAD, ISD, CSED, or 
BHS all individuals move through 
5 phases of the experience
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Proactive
Temporary

This mindset includes individuals that 
have recently had a change in their 
circumstance that requires them to seek 
HSD support services. This can be either 
from an illness, the loss of a job, or the 
addition of a child. 

They feel their situation is temporary, and 
they are proactively working to better 
their circumstance. They have faith they 
will be able to make the shift from a 
dependent to a provider for their friends, 
family, or network. 

+ They are ashamed of their circumstance

+ They are shell-shocked by their life shift

+ They are driven and resourceful 

+ They have willpower and endurance 

+ They need validation to overcome an experience

+ They seek channels for discreet interaction 

+ They need clear entry points into the process

+ They are eager to self-serve 

Attitudes Needs

+ They feel stigmatized by staff when visiting the office

+ They have difficultly with the openness and lack of privacy in HSD offices

+ They are forced to be diligent with paperwork, and it’s hard for them to know what’s critical 

+ They need help collecting all of the documents required for verification

+ They feel they are the only ones initiating contact, and that no one is proactively helping or providing 

communication

Pain-points

“I am going through a rough 
patch and I will overcome this.”



enter engage exit

I want services that will get 
me out of dependency 
mode and out of the 

system faster.

I want to know everything 
that is available to me, and 
the value of each service.

+ They seek help from their extensive 

network often – they are not afraid to 

ask for help

+ They are not hindered by barriers to 

moving forward, like distance to and 

type of facility (i.e. library), or mode of 

transportation (i.e. hitchhiking)

+ They are  digitally savvy and mobile-

enabled

+ They need to provide for and manage a 

multiple dependents

+ They may have difficult  personal an/or  

family issues that prevent them from 

having proper housing and 

transportation 

+ They’ve lost their primary foundation 

that was their lifeline, and may need new 

sources of income or housing

Activators Blockers

entice

I want to be prepared 
but I don’t know what I 

need, or where to 
start.

extend

Proactive
Temporary



A Navajo from out of state, Larry is the custodial parent of three 
children. He moved his children, brother, and mother to Gallup 
after divorcing his ex wife. He’s very protective of his children 
and wants to ensure that they’re not affected by the situation. 
He has a smart phone and a computer but is not on social 
media.

+ His ex wife got involved with drugs and he 

subsequently moved his children, brother, and 

mother to Gallup after the divorce

+ He used to be employed as a construction worker

+ He lives near his mother and brother so that they’re 

able to assist him with child care

+ He learned about the NM Works program through a 

friend who was receiving support at the time

His Path to Today...
+ His P.O. Box that is a 45 minute drive from his home

+ He actively tries to ensure that his children remain 

unaffected by the situation

+ He is struggling to be self-sufficient like before 

+ He’s afraid to apply for support services while being 

a full-time employee at his current job

+ He has residual shame and anxiety from the 

divorce that is currently affecting him 

+ He is the custodial parent to three children

Continuing Challenges…

Larry
“I want to be self sufficient like 
before and provide for my 
children.”



Proactive
Perpetual

This mindset includes individuals that 
have a long-term dependency on support 
services. Many have been ushered into 
this ‘way of life’ from parents or as a 
result of a life-long disability. As a result, 
they have not learned how to support 
themselves any other way.  

They are highly experienced in the 
process and often provide advice to 
others. They have assembled an extensive 
support network, knowing what each 
channel offers and how to maximize it, in 
addition to actively seeking new channels. 

+ Benefits are necessary for survival

+ They feel their circumstance will never improve

+ They take pride in being ”on top of things”

+ They see themselves as process experts 

+ They are eager to self-serve 

+ They are determined to get full coverage and/or 

additional support services

+ They need immediate access to benefits

+ They need recognition of their effort and actions

Attitudes Needs

+ They are process veterans but any service change correspondence creates anxiety

+ They struggle to comprehend HSD correspondence and requests

+ They seek service from multiple divisions and as a result feel the burden of duplicative process

Pain-points

"My situation depends on 
reliance from benefits."



exit

I need additional support 
for my complex needs.

+ They want to do things correctly

+ They make the system work for them, and 

will ”game” the system if their expectations 

are not met

+ They are not easily discouraged when 

process failures happen

+ They inform and advise others on the 

process

+ They usually know when something goes 

wrong in the system before HSD does

+ They don’t have an advocate to help them 

transition out of dependency

+ They often have partners and dependents 

with multiple child support cases

+ They are reluctant to try new channels for 

engagement

+ Their information about the process may be 

outdated

+ They distrust technical channels

+ They are particular about what they receive 

and how they receive it

Activators Blockers

entice engageenter extend

I need an easy way to re-certify 
my support services. I need 

confirmation to curb my 
anxiety.

Proactive
Perpetual



A lifelong Gallup resident, Yvonne has been on benefits her 
entire life and doesn’t intend on changing this. She is digitally 
savvy and tries to does everything on her iPhone. She expects 
support services to match digital services she uses in her 
personal life. 

+ Mom ushered her into support services when she 

was young and taught her how to navigate

+ She was a single mom for 25 years with three 

children 

+ When her daughter became an independent, she 

helped her get on support services

+ Her boyfriend owes significant state arrears 

payments due to multiple child support cases 

+ Her boyfriend lost his job due to a revoked license 

because of child support delinquency, and she has 

become the main provider for her family

Her Path to Today...
+ She suspects her daughter is bipolar and is actively 

searching for behavioral health services

+ The required entry packet that must be filled out 

prior to receiving behavioral health services is 

intimidating and she feels blocked

+ She has chosen to hire a lawyer to help fight the 

court order on behalf of her boyfriend

+ During a recent hospitalization of her child, she 

learned that her child’s Medicaid had lapsed

+ She’s frustrated that her SNAP allocations have 

recently decreased

Continuing Challenges…

Joanne
“We have to fight for what we 
want [when it comes to support 
services].”

“Child support is not easy to work 
with, they’re mean. If it doesn’t 
benefit them, then they don’t want 
nothing to do with you.”



Passive
Perpetual 

This mindset includes individuals 
that are often in a cycle that creates 
a perpetual need for support. This 
may be as a result of feeling stuck in 
a cycle of poverty, chronic illness, 
developmental disability and/or 
mental health conditions.  

They lack the ability or interest to 
understand the process. They don’t 
feel the need to contribute effort to 
the process, thus expecting services 
to “just keep working” after 
application.

+ They feel the gravity of their circumstance 

entitles them to support services

+ They expect services to “just work” 

+ They feel as though everyone should have equal 

access to benefits 

+ They give up easily and grow impatient quickly

+ They expect HSD to proactively serve them

+ They often benefit from support from a case worker, 

social worker, or family member

+ They expect low- to zero-effort maintenance

+ They expect the system to help them pick up where 

they left off

Attitudes Needs

+ They find processes confusing and frustrating 

+ They often fall in and out of the system and have to re-enroll

+ After many years of use they don't understand how the service system works

+ They don’t know where to go when something goes wrong

+ They don’t understand the repercussions of not complying, or how being sanctioned in one office 

connects to their benefit status

Pain-points

"My benefits are a constant in 
my life” 



enter engage extend exit

I am reluctant to start 
because I feel like a 

burden, I am ashamed and 
I can’t handle denial.

+ Willing to use new channels if the new 

channels help them minimize effort

+ They become more engaged in the process 

when they are given human support

+ Some will seek lawyers to navigate the 

process for them

+ They have been conditioned to rely on 

others, and often seek case workers

+ Many have had denials or other 

process challenges which have 

caused them to disengage

+ Their illness and or disability impacts 

their accessibility in the process

+ Every notice makes them feel like they 

are doing something wrong

+ Some are illiterate, which can be 

another basis for feeling shame 

Activators Blockers

entice

I need a quick way to 
re-start my support 

services.

I often miss things in the 
process and drop out of 

the system easily.

Passive
Perpetual 



Originally from California, he had a mental breakdown after 
losing his job, and impulsively moved to Santa Fe. He felt 
isolated and alone, so he moved his mom there for 
companionship. They live in a trailer together and he has 
become her primary care taker.

+ He has a series of mental health disorders

+ He has a life-threatening chronic disease that 

requires constant health management

+ He has had a life long struggle with alcoholism

+ Alcoholism took over his life, and consistent DUI’s

eventually led to incarceration

+ The judge gave him the opportunity for 

rehabilitation, where he found a community-based 

organization that provided counseling and a social 

environment where he finally felt like he belonged

His Path to Today...
+ He is a homosexual and seeks others he can feel 

connected to and safe around

+ He is very self-aware and is ashamed, he wants to 

feel proud again and doesn’t want to be judged

+ He has had a hard time opening up to people 

because he wasn’t at peace with his situation

+ He has severe anxiety triggered by HSD processes, 

waiting in line, crowded spaces, and fear of denial

+ He is very attached to his mom, and his purpose in 

life to take care of her

Continuing Challenges…

“What will I do without my 
mom, when she dies? 
Sometimes I wish that with all 
my heart disease, I'll die first.”

Joe
“I don't know what I would do 
without my Medicaid. I have 
mental issues, 10 medications, if I 
don't take my meds my brain swells 
up and I go into coma and I'll be 
dead.”



Passive
Temporary 

This mindset includes individuals that 
tend to fall in and out of support service 
systems. They are often in and out of 
jobs, jail, relationships, or addiction, 
which creates a need for them to 
continually maintain and re-enroll in 
services. 

Not having the cognitive space to learn or 
master the process (as a result of 
constant disruption and change), they 
shut down or get stuck when asked to 
maintain or verify. Further, the complex 
process pushes them into the role of 
being more of a passive bystander.

+ They feel the gravity of their circumstance 

entitles them to support services

+ They expect services to “just work” 

+ They have too much going on to think about 

applying for benefits and status changes 

+ They give up easily and grow impatiently quickly

+ They seek compassionate accommodation

+ The expect the process to be convenient

+ They need clear, digestible guidance

+ They want to be removed from the process 

wherever possible

Attitudes Needs

+ They don't have easy access to the necessary infrastructure (internet, computers, transportation, mail, etc.)

+ Their lack of diligence makes them miss correspondence and required checkpoints

+ Their home base is often in flux

+ Relationships with custodial parents can be dangerous and/or violent, and not documented

+ They are confused as to why they need to comply with child support 

Pain-points

"I don't want to have to deal 
with this system." 



enter extend exit

I have no idea what I am 
supposed to do.

I don’t want to engage 
because I am fearful of 

potential repercussions.

+ They are patient and fine with just waiting for 

things to happen

+ They are veterans, previously incarcerated or 

homeless individuals that have access to 

centralized service providers

+ They are actively working towards 

rehabilitation

+ They actively leverage their network to make 

the system work for them

+ They are nervous about initiating this 

process due to their immigration status

+ They often live in an environment that is 

unsafe and constantly changing

+ They are dealing with other challenges in 

their life that are more time consuming

+ They are individuals that have come from 

service entry points that have ushered 

them in without full transparency to the 

complexities of their new living 

conditions

Activators Blockers

entice engage

I need validation that I am 
doing the right thing

Passive
Temporary 



Christine is the custodial parent of a six-year-old daughter and 
she is motivated to be a good mother and take care of her 
daughter.  She’s dealt with domestic violence and addiction in 
her household. She hopes for a fresh start and to be able to 
stand up on her own. 

+ She has finally decided to end the relationship with 

her husband – the final straw was when attempted 

shared custody, but and he was “high as a kite”

+ She left with her daughter and chose to completely 

cut ties, and even changed her last name

+ She has been in and out of the court system due to 

previous domestic violence cases

+ She’ also tried to remove her husband’s name from 

the daughters birth certificate

Her Path to Today...
+ She feels shame for having to be in this situation

+ She doesn’t have  the confidence to believe that 

she can navigate the system on her own

+ She doesn’t have the time and energy for this 

process and just wants Medicaid to be done

+ She’s staying with her mom until she’s able to 

become self-sufficient 

+ She’s recently unemployed and is being forced to 

comply with NM Works in order to receive TANF

+ She’s frustrated that the case workers for NM 

Works don’t communicate with CSED or ISD

Continuing Challenges…“I’m not smart enough to do online. 
I need someone to talk through it. I 
want someone to double check my 
work. I want them to make sure 
that I’m doing things right.”

“What if I do this and it makes him 
more angry? He has a firearm and 
he can get pretty violent and ugly. 
What if this makes it worse? I’m 
going to choose the good cause. I 
just want a clean slate.”

Christine



Thank You
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