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Committed to quality 
and to our clients

2  Delivering consulting excellence

The imperative to deliver consulting excellence 
should not need any explanation and is 
something we believe Grant Thornton’s clients 
will recognise throughout their engagements 
with us.
The twelve principles underlying the Management Consulting Association’s (MCA) 
Consulting Excellence initiative are a useful description of the way that we approach all 
our clients, understand their requirements and deliver their objectives.  

As a consulting and advisory practice built alongside our assurance and audit colleagues, 
Grant Thornton instinctively places great store on ethical conduct, professional 
development and client service. In 2022 we continue to invest, review, and develop all of 
these aspects of our business.  

As you will see from this declaration, we have also broken new ground in the industry in 
our approach to social mobility and promoting talent -  regardless of background. It’s 
something we’re hugely proud of, but there’s much further to go and we continue to face 
challenges. I’m pleased to say we haven’t tried to hide from those challenges, and we 
continue to drive forward our commitment to diversity and inclusion. 

In this declaration, we outline how the MCA Consulting Excellence principles are part of 
Grant Thornton’s culture. Some of them are built into the very foundations of the firm; 
others, like recruiting and retaining talent from all parts of society, are a work in progress. 
But our commitment to all of the principles is clear and unequivocal. 

I hope you enjoy finding out more.

Paul Wooley

Partner 
Head of Public Sector 
Consulting



Excelling in our chosen 
markets, consistently

Achieving exceptional 
results, sustainably

Investing in talent, 
technology and 
infrastructure, 
continually

An inclusive 
environment 

to grow





Working with a purpose 
Over the past few years, we’ve experienced significant change in the  
professional services market and in the wider world. We expect the 
pace of change to continue, so we continue to adapt effectively and 
create long-term, profitable growth while providing our clients with a 
consistently high-quality service. 

Purpose is the driving force that pulls us all together to do what’s right 
for our people, our clients and our firm and achieve long-term success. 
Some call purpose an organisation’s philosophical heartbeat because 
it connects what we do with why we do it. A strong purpose makes 
us proud to be a part of our firm and gives meaning to the CLEARR 
principles shown below. 

To determine what that really looks like we regularly review and poll 
our people across the country. In 2019 we held over 75 workshops, 
attended by 1600 people, and produced a new message of purpose: 
“Doing what’s right, ahead of what’s easy”. 

 For our people this means 

• speaking up, providing challenge and giving honest feedback 

• trusting people to work in the right way 

• supporting people to fulfil their ambitions 

For our clients it means 

• consistently high quality in everything we do 

• confidence in the value we generate for our clients 

• acting with integrity and authenticity 

For wider society it means 

• collaborating on building sustainability 

• acting as a responsible business to our supply chain and other 
stakeholders 

• transparency about our progress and results. 
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1We are 
responsible 
and good 
citizens 

3We foster 
an ethical 
culture

2We conduct 
our 
business 
ethically

CLCCELL AEE RAA RRRCollaboration
Ask for help, give help
We work well together

Leadership
Have courage and inspire others

We challenge each other 
to be the best we can be

Agility
Think broadly, act quickly

We thrive in change

Responsibility
Use influence wisely
We own our actions

Excellence
Find a better way every time

We never get complacent

Respect
Listen and understand,

be forthright
We create honest relationships
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An ethical culture 
As a firm authorised by the Institute of Chartered Accountants 
in England and Wales (ICAEW) and the Financial Reporting 
Council (FRC), there are a range of ethical standards and 
regulations that everyone in Grant Thornton must comply with, 
even if we are not accountants.  

The overarching requirements which apply are set out in the 
ICAEW’s Code of Ethics, which are based around a set of 
fundamental principles, threats and safeguards. 

For Grant Thornton these principles are: 

• integrity - to be straightforward and honest in all 
professional and business relationships 

• objectivity - to not allow bias, conflict of interest or undue 
influence of others to override professional or business 
judgments 

• professional competence and due care - to maintain 
professional knowledge and skill at the level required 
to ensure that a client or employer receives competent 
professional services based on current developments in 
practice, legislation and techniques and act diligently and 
in accordance with applicable technical and professional 
standards 

• confidentiality - to respect the confidentiality of 
information acquired as a result of professional and 
business relationships and, therefore, not disclose any such 
information to third parties without proper and specific 
authority, unless there is a legal or professional right or 
duty to disclose, nor use the information for the personal 
advantage of the professional accountant or third parties; 
and 

• professional behaviour - to comply with relevant laws 
and regulations and avoid any action that discredits the 
profession. 

Our Code of Conduct 
Every member of our team, from graduate trainee to CEO, is 
signed up to our Code of Conduct which is at the heart of our 
governance and quality and risk management culture.  

It can’t govern every possible situation but is a clear guide if 
colleagues have a concern, or simply need some advice. 

The Code explains what the Ethical principles on this page 
mean in practice, and asks our people to challenge themselves: 

• do I understand my responsibilities? 

• do I have the courage to tell someone if I, or someone else, 
makes a mistake? 

• would I speak up if asked to do something I though might be 
unethical? 

• do I have the knowledge and skills to provide my clients with 
the best business insight? 

• do I critically review my own work and the work of others to 
meet client standards? 

Grant Thornton’s Code of Conduct is publicly available on our 
homepage at the link below. We encourage clients, regulators 
and others to read it and hold us to these standards. 

Download Grant Thorton’s code of conduct

https://www.grantthornton.co.uk/en/about-us/leadership-and-governance/code-of-conduct/
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4We provide 
excellent 
consulting services 
which deliver the 
outcomes clients 
seek and need

6We always strive 
to improve the 
value we can 
deliver to our 
clients

5We are 
transparent 
with clients and 
respond to their 
concerns

A professional services firm like Grant Thornton 
does not exist without delivering the value and 
outcomes that that our clients need.
All our projects are overseen by our Quality Management Standards 
(QMS).  The QMS reflects the standards set by our sector and our 
regulators: including the Institute of Chartered Accountants in England 
and Wales (ICAEW), the Financial Reporting Council (FRC), and the 
Auditing Practices Board (APB), and comply with the International 
Standard on Quality Control (ISQC) 1. 

All of these external review bodies place substantial reliance on our 
internal quality assurance arrangements. Typically, they review our 
methodology, our annual programme, our selection criteria and the 
experience and independence of our internal review teams. Having 
satisfied themselves on that, they then review a sample of our reviews 
and ensure that they have been thorough and rigorous. 

In order to ensure that all our people reflect the firm’s commitment to 
quality, Grant Thornton issues to each employee a comprehensive risk 
management manual which sets out the firm’s policies and practices 
on quality issues. The key policy areas for which the manual provides 
detailed procedures are: 

• leadership 

• risk management 

• skills and competence 

• client take on and continuance 

• operations 

• quality control 

• document management; and 

• quality assurance.



10  Delivering consulting excellence

Responding to clients 

Client satisfaction is taken incredibly seriously at Grant 
Thornton – it is a key driver in our business and as part of our 
relationship, we will work with you to establish exactly what 
criteria you would wish to assess our performance on. We take 
a proactive stance in agreeing performance measurements 
with each client. We would expect these to evolve over time to 
meet changes in demand and focus, or to reflect developments 
in the way we work with our clients. The areas that we most 
commonly request feedback on include: 

• our management of the relationship 

• the quality of our team 

• the quality of our strategic input 

• the quality of our service 

• the innovativeness of our delivery 

• timeliness of our service. 

Although every client and every project is different, we will 
always agree key performance metrics, with regular check-ins 
and updates. We always encourage an open and transparent 
approach and these would typically include: 

• operational efficiency – are we meeting the agreed-upon 
deliverables? 

• are we providing value for money? 

• relationship – is our client relationship developing and 
growing for the client’s benefit? 

• knowledge Transfer – are we ensuring the knowledge has 
transferred and is the client now self-sufficient?

Our success is driven from our total commitment to excellence, 
delivering the highest quality of service and care to our clients. 
We thrive on working together, drawing on each other’s skills, 
knowledge and expertise, seeking innovative and exciting 
solutions to meet our clients’ needs. Specifically, we each take 
personal responsibility for the quality of work we do and the 
service we provide  because: 

• we listen to our clients and show genuine care and attention 
to their needs 

• we ensure that our clients understand and agree the scope 
and terms of our services before we start work 

• we only offer services for which we have the necessary skills, 
expertise and experience and all new services are reviewed 
and approved prior to being offered to clients 

• we are honest, objective and courageous in our dealings 
with clients and we are not afraid to give difficult or 
unwelcome information 

• we treat our clients fairly and provide them with clear 
information and advice suited to their needs 

• we ensure that every engagement is properly supervised 
and managed and carried out in accordance with all 
applicable standards 

• we lead in our chosen markets by providing innovative, 
quality solutions that add value for our clients 

• we record time and expenses truthfully and bill our clients 
with appropriate fees in line with our contractual obligations 

• we will not work with clients or employ people whose 
standards are incompatible with our code of conduct. 



Formal Client Feedback 

Listening to our clients is fundamental to us at Grant Thornton 
and critical to our understanding of what clients want and 
need.  

Our dedicated Client Voice team work with our people to help 
them understand our feedback from clients. We use the insights 
to identify key areas of improvement to enhance the overall 
service performance and client experience, as well as using this 
information to help inform strategic decisions.  

The Strategic Leadership Team has agreed that all of the firm’s 
clients will be given the chance to provide feedback once a 
year, either via an online survey or a strategic review. 

For strategic reviews a partner, who is independent to the 
client service team, meets with clients to feedback their views 
in a balanced and objective way. The independent partner is 
always supported by a strategic reviewer who will take notes 
during the meeting, allowing the partner to focus solely on the 
conversation with the client.  

Client Voice is an integral part of a client’s experience, and 
provides: 

• an accurate view of client service performance trends 

• a feedback process which includes action and follow-up with 
clients 

• information and insights that will drive relationships and 
service improvements 

• real time insights sent to key stakeholders across the 
business .

Transparency 

Information on our quality management process, alongside our 
governance, performance KPIs and much else, is included in 
our Transparency Report.  

This is available on our website and regularly updated. It’s 
published in a reader friendly format to ease understanding. 
It’s important to us that clients, regulators and the public 
understand us as a firm and get an insight into our culture. 

Download our transparency report

https://www.grantthornton.co.uk/globalassets/1.-member-firms/united-kingdom/pdf/annual-reports/transparency-report-2021.pdf
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7We undertake 
training and 
professional 
development 
planning each 
year

9We support our 
employees’ career 
progression, 
professional 
development and 
welfare

8We promote 
strong core 
consulting 
capabilities and 
specialisms in our 
consultants and 
teams

Professional development 
Our culture is one that encourages the continued development of 
all our people both in terms of their technical expertise, leadership, 
business systems and their up-to-date knowledge and understanding of 
our market place. This is underpinned by our Ethical standards. 

All employees follow the Grant Thornton Career Development 
Programmes. This identifies the key milestones in peoples’ careers, 
when the need for career decision making is likely to be at its greatest. 
All people complete an annual continuing  professional development 
return, which ensures compliance with our regulatory bodies. 

All people are encouraged to have regular performance check-in 
conversations with their people manager throughout the year, as often 
as needed to support their performance and development. Check-in 
conversations may be used to discuss feedback; review, add or amend 
goals; or to discuss strengths and development needs.  

Our specialist Business School and Talent team 

Supporting both in-person and virtual learning is our Business School. 
The School develops curricula for all the various specialisms and 
disciplines in the firm, tracks our people’s Continuing Professional 
Development (CPD) records and programmes. Working closely with our 
recruitment teams, the School has dedicated teams for: 

• early careers, apprenticeships and new joiners 

• technical learning, which supports the firm’s services lines to provide 
training and keeping our people up to date; and 

• developing new learning techniques that work in offices, at home, at 
our clients or in hybrid environments. 
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Performance management 

At year-end all people meet with their people manager to discuss 
performance over the course of the year, determine a performance 
rating and plan for the future, setting goals and highlighting 
development opportunities for the next year. Everyone should 
receive: 

• open and honest feedback on a regular basis 

• an appraisal on at least an annual basis which includes a 
performance review and setting goals 

• an annual personal development plan 

• a commitment to invest time in continuous professional 
development.  

During reviews people managers at Grant Thornton discuss each 
person’s potential and what they can do to help optimise their 
development and contribution – whether that is about stretching 
and growing in their current role or preparing for a more complex 
and challenging role in the firm.  

We place great store on the foundational competencies of initiative, 
adaptability and ownership will be used as indicators in assessing 
their potential. 

Secondment opportunities 

As a large firm with 5,000 colleagues in the UK, and part of an 
international network with 50,000 staff, we encourage our people 
to consider international and UK secondments as part of their 
career development. This gives our people unique opportunities 
to experience not only new roles and ways of working, but also 
other countries and cultures. It benefits our clients because we can 
provide people with a breadth of experience and an openminded 
attitude. 







Delivering consulting excellence  17  

10
We respect and 
embrace diversity 
and inclusion and 
understand the 
importance and 
positive benefit of 
people from different 
backgrounds working 
for our companies 
and our clients.

12We support industry 
efforts to improve 
progress on diversity 
and inclusion, 
implementing 
best practice and 
monitoring the 
diversity of the 
consultancy sector 
workforce over time. 

11We recruit and retain 
people from a diverse 
talent pool and strive 
to build cultures 
where difference is 
valued, respected 
and celebrated at all 
levels. 

In a global, connected and multicultural 
workplace environment we need to harness the 
talent and potential of a wide range of people 
to develop and grow our firm. 

Building an inclusive culture, where we value difference and respect our 
colleagues, is the right thing to do and helps our people to perform at 
their best. 

Diversity of thought, background and experience enables better 
decision-making, improves the quality of our delivery and helps us to 
meet the needs of our clients. 

We know that building a diverse and inclusive workforce is something 
we can’t do alone. 

Collective action is vital to drive sustainable change. To do this we 
collaborate with external organisations, our clients and our profession 
to help guide us in building a more inclusive work culture and society. 

We know that we still have lots of work to do. Driving change is a key 
business objective and is treated as such. Our senior leaders, working 
in partnership with designated business leads, take responsibility for 
delivering our strategy. The action we take is informed by analysis 
of firm data which enables us to create targeted solutions and we 
are committed to continually evolving our approach and improving 
transparency. 

Everyday inclusion 

Our ambition is that we are fully inclusive every day. This means 
that our working environment is one where everyone’s experience is 
important. 

Where all our people are treated fairly, and everyone has equal 
access to opportunities and reward, where everyone feels safe to be 
themselves. We want to create a culture where it’s okay to ask questions 
and to understand more about different perspectives, so that we 
continuously educate and inform each other. 

Each strand of diversity has a board sponsor and a partner responsible 
for it, as a convenor. 

We celebrate the fact that each one of us is unique. And we are very 
proud of everyone who helped us to showcase diversity through our 
‘Stories of a diverse workforce’, in which we asked our people to open 
up about themselves.  
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We are committed to providing opportunities for our people 
to flourish and every person regardless of their ethnicity or 
background should be able to fulfil their potential at work.

DIVERSITY AND INCLUSION

Ethnicity and cultural 
heritage

We are focused on creating a culture where people are 
celebrated for their differences, where those from a BAME 
background feel included and inspired, where individual 
contributions are valued not just with words but with 
progression and pay. 

Our aim is to build our workforce to become more 
representative of the clients we work with and the communities 
we live in. We need to attract more BAME people to our firm. 
To achieve this, we will continue to work to ensure that we 
recruit people from those ethnicities by removing barriers to 
participation and progression, and to reward fairly. 

We have committed to the Race at Work Charter which requires 
us to appoint an executive sponsor for race, capture ethnicity 
data and publicise progress, commit at board level to zero 
tolerance of harassment and bullying, and make clear that 
supporting equality, diversity and inclusion in the workplace is 
the responsibility of all leaders. 

Watch our video on our inclusion strategy

On our website you can read our latest Ethnicity Pay Gap 
information. To better understand the nuances behind the 
firm’s gap, the firm’s Ethnicity Network recently partnered with 
Cranfield Business School for a study which surveyed c. 200 
Grant Thornton people.

https://www.bitc.org.uk/race/
https://www.youtube.com/watch?v=F9Ere00XXKs&feature=youtu.be
https://www.grantthornton.co.uk/en/insights/our-gender-and-ethnicity-pay-gap-reports-for-2019-2020/
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DIVERSITY AND INCLUSION

Gender

Our objective is to remove gender disparity in our firm.

We want to reduce our gender pay gap and improve 
representation of women, nonbinary and gender 
nonconforming people at senior levels in our firm. We have 
an equal gender balance up to Grade 3 (Manager) but after 
that the percentage of women in leadership roles decreases. 
This has a significant impact on our gender pay gap and the 
balance of teams.  

We’re ensuring that we attract, develop and retain the best 
talent in the market at Grade 3 and above, as well as building a 
gender-balanced pipeline of talent to lead our firm. 

The gender pay gap (GPG) is the difference between the 
average earnings of men and women across a workforce. The 
GPG doesn’t exist because men and women doing the same 
job are paid differently but rather because of the following 
broad trends: 

• there are more men than women at senior levels of the firm 

• women tend to spend more time than men caring for families 
so take roles with more flexibility where progression can be 
harder; senior roles are perceived by some women to be less 
flexible 

• women tend to move jobs less frequently than men, 
which means that they are more likely to get incremental, 
inflationary pay increases, whereas their male colleagues 
get step changes in reward as they move into new 
organisations 

• women tend to be less comfortable with challenging 
conversations around performance and reward 

• a higher proportion of women choose occupations that offer 
less financial reward. 

Our ultimate ambition is to close the GPG. We know that this 
will take time and cultural change, so have set targets for every 
stage.  

By 2023, we want to reduce the GPG to 20% and increase our 
percentage of female, nonbinary and gender nonconforming 
directors to 30% and partners to 25%.
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How we’re making change happen 

Progression and pipelines 

We have two development programmes for women, nonbinary 
and gender non conforming colleagues at Grades 4 (senior 
manager/associate director) and Grade 5 (director). Elevate 
and Breakthrough are designed to support and coach our 
female talent, preparing them for progression to the next level. 
All members of these programmes receive personal coaches 
and attend a number of targeted seminars to support their 
development. 

Recruitment 

We have made every step of our our recruitment process more 
inclusive. 

• Advertising: we have removed bias in our job adverts, 
advertise flexibility in all roles and consider those who 
require part time hours 

• Partnerships: we partner with recruiters who can help to 
drive female, non binary and gender nonconforming talent 
to our vacancies 

• Targeting: we target female, non binary and gender 
nonconforming talent whilst sourcing candidates, ensuring 
that we consider those with career breaks and CV gaps 
alongside other talent 

• Interviews: we have made our interview panels more diverse. 
And our interviews include questions on inclusion, ensuring 
that interviewees understand that it is a priority for our firm. 

Family resources 

All of our people have access to Cityparents, an inclusive 
network for parents who want to balance the personal and 
professional. Cityparents connects over 25,000 professionals 
who have a shared interest in balancing a progressive, 
professional career with home life.  

Cultural change 

We know that everyday inclusion requires cultural change. 
That’s why we’re improved our working family and carer 
policies and created policies and guides on: 

• The menopause 

• Transitioning 

• Care responsibilities 

• Fertility and loss.
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DIVERSITY AND INCLUSION

Disability and limiting 
conditions

We define disability as any physical or 
mental impairment that has a substantial 
and long term negative effect on a 
person’s ability to do normal daily 
activities.  

We are currently a Level 2 - Disability Confident Employer. This 
is a Government scheme designed to help employers recruit 
and retain skills and talent of people with disabilities. We have 
developed policies that recognise that some disabilities are 
‘invisible’ or ‘hidden’. For example, it may not be obvious is 
someone has Crohn’s disease, lupus, fibromyalgia or cancer.  

We specifically train our people managers to support instances 
of neurodivergence (i.e. conditions that mean that the brain 
functions, learns and processes information differently) such as 
ADHD, autism, dyslexia and dyspraxia are also covered. 

And we always support our people when they develop long 
term conditions, such as diabetes and arthritis, where we can 
still offer support and adjustments. 

Language in the workplace 

To drive inclusion we provide guidance for all our people on how 
to avoid language that is potentially exclusionary. For example:  

• Avoiding saying someone is ‘suffering from’ their condition/
disability, as it encourages a view of that person as a victim 

• Not using collective terms or labels like ‘the disabled’, ‘the 
deaf’ or ‘the blind’ 

• Using people-first language, e.g. ‘people with diabetes’ 
rather than ‘diabetics’ 

• Not describing people without a disability as ‘able bodied’ 
or ‘normal’ - not all disability is physical. People with 
conditions that are not physical, such as autism, may also 
describe themselves as having a disability 

• Being respectful in the language we use about disability, 
and expect the same of others, whether a disabled person is 
present or not 

• Not assuming a person with a disability wants or needs your 
help, but taking the time to check.
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Case Study: Supporting colleagues with Autism 

As an example of our work, we have linked with the National 
Autistic Society to support colleagues who are on the autism 
spectrum, especially when diagnosed later in life. 

We want to develop people’s understanding of autism, raise 
awareness of barriers autistic people may face and help all 
of our people to build practical strategies that will help our 
autistic colleagues to thrive. 

Around 1 in 100 people are on the autism spectrum, which 
means Grant Thornton has dozens of employees who can 
benefit from support and understanding from colleagues. 

To ensure colleagues are included we help our people 
understand that they can help by: 

• Not relying on body language to express nuance of meaning 

• Use clear language, and trying to avoid sarcasm, irony and 
idioms 

• Taking the time to process information 

• Putting more information in writing 

• Giving people as much notice as possible about changes to 
plans, such as rescheduled meetings or updated agendas 

• Understanding that what might feel like a small change 
or nice surprise for one person may feel overwhelming to 
another, e.g. deciding to have a walking meeting rather than 
using a meeting room or Teams 

• Allowing people time and space to calm down if they are 
experiencing stress due to changes 

• Understanding that autistic people can be extremely 
sensitive to sensory stimuli such as noise or lights        

• Removing sensory distractions in the office and client sites 

• Giving people advance warning of things like fire alarm tests 

• Not touching people without their consent.  

Intersectionality 

We also emphasise in our training and support that autism 
interacts with other forms of discrimination; particularly 
ethnicity and gender. For example, the ratio of autistic men to 
women in 3:1 – but society often fails to recognise autistic traits 
in women and girls.
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DIVERSITY AND INCLUSION

Social mobility

We have a market-leading and a data-
driven approach to identify and remove 
barriers to entry and progression for those 
from lower socio-economic backgrounds.

We are currently ranked number 2 on the Social Mobility 
Employers Index; in 2018, we received a Queen’s Award for 
Social Mobility and were named Social Mobility Organisation 
of the Year at the Social Mobility Awards. 

Our social mobility strategy is based on data analysis, 
transparency, community and advocacy, and we plan to 
focus on three areas of implementation: attraction, hiring and 
progression. 

We are also a social mobility champion as part of the 
government’s Social Mobility Business Compact and have been 
working tirelessly since 2013 to improve access to careers in 
our firm.

The first professional services firm to 
remove academic entry requirements from 
all graduate, undergraduate and school 
leaver programmes in 2013

Our School Enterprise Programme, which 
develops financial and entrepreneurial skills 
within year 7 and 8 students across the UK

Offering apprenticeships across the UK in 
a variety of roles and working with schools 
and colleges to promote opportunities

Helping refugees to find meaningful 
employment through partnerships with 
charities Breaking Barriers and Business in 
the Community

Providing 1,100 students with practical 
support through employability workshops 
during COVID-19

#2 Employer in the 2020 UK Social Mobility Employer Index

https://www.gov.uk/government/publications/social-mobility-business-compact-champion-tier/social-mobility-business-compact-champion-tier
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Phil Woolley

Partner, Head of Public Sector 
Consulting  / MCA Relationship Lead

E phillip.woolley@uk.gt.com 

Will McWilliams

Partner, Head of Public Sector Advisory

E william.mcwilliams@uk.gt.com

Denise Moylan

Director, Public Sector Consulting 

E denise.moylan@uk.gt.com

Our consulting 
excellence team

Simon Christian

Director, Public Sector Consulting

E simon.n.christian@uk.gt.com
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