MCA Consulting Excellence
IMPOWER’s Commitments

As a proud MCA member
and signatory to
Consulting Excellence,
IMPOWER adopt the nine
Principles of the scheme
through our codes of
practice, and day-to-day
operations. Our
commitments, grouped by
the nine Principles of
Consulting Excellence, are
set out below.

Ethical Behaviour
1. We are responsible and good citizens
IMPOWER’s contribution to a fairer and more compassionate society is to increase the quality of
citizens’ lives by making meaningful and measurable improvements to local public services, making
the best use of the public pound and with a particular focus on the most vulnerable in our
communities.
•

IMPOWER gives staff two paid days each year for volunteering with community groups or
causes.

•

Employees can nominate a charity each month, and we invite employees to speak about
causes they are passionate about at company events.

•

As a company we are committed to reinvesting back into the community and participate in the
Give As You Earn scheme.

•

In addition to a generous benefits package, we encourage health and wellbeing amongst our
workforce by subsiding gym memberships, and running lunchtime wellbeing sessions.

•

We use environmentally friendly cleaning products and provide bins for recycling.

Ethical Behaviour
2. We conduct our business ethically
•

We only bid for work that we have the capacity and capability to deliver.

•

We price our work based on the number of days we think it will actually take to deliver it; we
do not add in additional days to generate extra profit.

•

We are always transparent regarding how our work is scoped and costed.

•

We are honest with our customers about whether we think their desired outcomes are
achievable.

•

We pay our subcontractors and associates promptly, and do not withhold payment until we
have received payment from the client.

•

We pay our suppliers promptly.

•

Our staff are all paid above the London Living Wage.

•

Where mistakes are made (e.g. incorrect invoicing), we take steps to ensure that errors are
identified and corrected quickly.

Ethical Behaviour
3. We foster an ethical culture
•

Our process for promotion is transparent and open to all staff.

•

We encourage staff to record their time honestly, and not 'hide' time to distort project
performance.

•

We provide transparent platforms to challenge senior leaders and our colleagues. IMPOWER
‘People Fridays’ are one such example of a structured opportunity to do this. More informally,
our senior team all operate an 'open door' policy and welcome suggestions on how things can
be improved.

•

We have a Whistleblowing Policy which sets out that staff members raising genuine concerns
will not under any circumstances be subjected to any form of detriment or disadvantage as a
result of having raised their concerns.

•

We care about outcomes for citizens and believe that better outcomes can cost less.

Client Service and Value
4. We provide excellent consulting services which deliver the
outcomes clients seek and need
Complex social problems cannot be effectively addressed through narrow framing, a focus on
single entities, linear processes or with a bias toward financial measures. By definition,
collaboration is fundamental to creating better and more innovative solutions to complex
problems. Collaboration, teamwork and developing strong relationships are our starting point.
•

c80% of our work is repeat business, evidencing that our clients are happy with the work we
do and the outcomes we deliver.

•

We carry out 'in-flight' reviews to ensure the quality of our work, flag any risks to successful
delivery and maintain a focus on achieving outcomes.

•

All of our projects involve coproducing outcomes with client staff; not only does this ensure
better outcomes but it also means we can transfer skills and knowledge to local staff to ensure
sustainability.

•

Our project planning approach ('Storyboarding') means investing time in detailed planning and
scoping to ensure that outcomes can be achieved within the project timescales.

•

We focus on outcomes that our clients are trying to achieve and we challenge their thinking as
we believe their specification will fail to deliver their needs, even if that means that our overall
fee goes down.

Client Service and Value
5. We are transparent with clients and respond to their concerns
We work with integrity to improve quality of life. Respect for all people – local citizens, clients,
partners and colleagues – in ways that they themselves understand and value is therefore
essential.
•

Where data or resources provided to us are insufficient to deliver the project outputs, we flag
this to the client and look to re-scope the project to take this into account.

•

Our inflight reviews give our clients the opportunity to raise any concerns with a member of
IMPOWER’s leadership team. The review involves a thorough assessment of risk across the
project and provides an opportunity for further mitigating actions to be undertaken.

•

Our contracts include clear processes for change management; we recognise that client needs
change over time and we have processes to ensure that we can capture and respond to these
in a flexible way.

•

Our contracts stipulate the need for regular and on-going meetings with project sponsors to
ensure their views are regularly captured and reflected in the work undertaken.

Client Service and Value
6. We always strive to improve the value we can deliver to our
clients
We are committed to demonstrating our impact, leadership and professionalism with clients and
colleagues alike. We hold ourselves and each other accountable for our commitments, making
clear recommendations and decisions, and communicating them effectively.
•

We employ empathetic and experienced people who are passionate about transforming public
services.

•

We invest time in developing new tools and propositions to enable our clients to deliver
sustainable change.

•

All of our projects undergo an internal quality audit after they have closed to gauge their
impact, and ensure that our own high quality standards have been adhered to. Common
themes are collated and training developed to address any inadequacies.

•

All of our projects are subject to a 'Lessons Learnt Review' so that we can capture areas of
success, and areas for improvement, and ensure that these are fed back in to how we scope
and deliver future work.

•

Coproduced with our network, IMPOWER Shared Learning Events foster sector collaboration,
supporting knowledge-transfer across organisational boundaries.

Professional Development
7. We undertake training and professional development planning
each year
Through our projects, we create a discovery mindset to continuously uncover insights about
human behaviour, complex systems and public service outcomes. We learn from our successes and
mistakes, and we share these insights so that our teams draw from best practice. We encourage
innovation, and we share our ideas and insights externally to influence public debates and national
decisions.
•

We prepare an annual training and development plan based upon the assessed skills gaps and
needs of each individual.

•

IMPOWER allocates all employees with a Performance Manager and Team Leader to help
effectively support them in the bi-annual appraisal process and provide constructive feedback.

•

We hold internal masterclasses so staff can share skills learned.

Professional Development
8. We promote strong core consulting capabilities and
specialisms in our consultants and teams
We believe that public services should promote people’s independence, empowering them to help
themselves with better information and support. Our teams empower our clients to make difficult
choices that will improve outcomes. We empower our consultants and teams through training,
development, good management and clear leadership.
•

Productive and cohesive team working is fostered at IMPOWER with the provision of team and
support networks, and professional development around team behaviour.

•

We strive to build a solid foundation of consulting skills through the provision of core
consulting training, and regularly assess capabilities against current and emerging business
needs.

•

IMPOWER encourage employees to pursue activities and events which enable them to
increase their specialist knowledge and gain industry insight.

Professional Development
9. We support our employees’ career progression, professional
development and welfare
•

IMPOWER welcomes all requests, where appropriate, for flexible and alternative ways of
working.

•

All staff are encouraged to provide feedback on our culture and working practices which we
are committed to using as a base for continuous improvement.

•

IMPOWER provides all new hires with a thorough and comprehensive induction schedule
covering introductions to all areas of the business and protected time for shadowing.

•

As a company we champion our comprehensive competency framework and use this as a
consistent base for measuring performance.

•

Consultants are encouraged to honestly reflect upon their performance, both with regards to
specific project work and overall picture, and highlight any areas for development.

•

Staff can draw from an annual personal development budget to support their skills and wider
learning.

•

We will identify where future leaders and high potential employees’ strengths and weaknesses
lie, and will codesign bespoke development plans that stretch them in their weaker areas and
help them finesse their areas of strength.
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