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Directors' duties under section 172(1) Companies Act 2006 and stakeholder engagement 

In discharging their section 172 duties, the Directors are required to have regard, among other 

matters, to the: 

• likely consequences of any decision in the long-term; 

• interests of our people; 

• need to foster the company's business relationships with suppliers, customers and 

others; 

• impact of the company's operation on the community and environment; 

• desirability of the company maintaining a reputation for high standards of business 

conduct; and 

• the need to act fairly as between members of the company. 

 

In addition, they have regard to other factors which they consider relevant to the decision being 

made. 

 

Mission and values play a fundamental role in the way that the company delivers its 

strategic goals and operates day-to-day. By considering its mission and values, together 

with its strategic priorities, the directors aim to make sure that its decisions are consistent 

and benefit UK consumers. The Board of directors receives regular updates throughout the 

year from engagement with the company’s different stakeholders. The directors spend time 

ensuring they integrate this into their thinking and decision making. 

 

Consumers and members 

We want to make life simpler, fairer and safer for consumers and, working together with our 

parent charity, the Consumers’ Association, we aim to understand the landscape of current 

and emerging consumer issues better than anyone else. We undertake quantitative and 

qualitative research with consumers and members, listen to member stories received via our 

website and helplines, and speak to users of our website to help craft the best digital 

experience for them. A significant part of the quantitative feedback is gathered through 

Which? Connect, a research panel who, through surveys and focus groups, feed directly into 

our work. This year, we’ve added more new product and service categories to our subscriber 

reviews, targeting new sectors and new audiences. 

 

Businesses 

Through our product testing, endorsement schemes (including Trusted Traders), commercial 

partnerships and investigative journalism, we engage and influence businesses to help them 

to stand out from the crowd and deliver for consumers to higher standards, helping good 



 

businesses to thrive and hold other organisations to account when their failure to uphold 

good business practices results in consumer harm. This is regardless of any revenue that we 

receive from a particular business. We maintain a zero-tolerance approach to slavery and 

human trafficking, ensuring these principles are upheld across Which? and our supply 

chains; further details are available in our anti-slavery statement on our website. Which? 

operates transparently in our financial dealings, following standard 30-day payment terms 

and reports on payment practices half-yearly in line with the Small Business, Enterprise and 

Employment Act 2015. Our supplier code of conduct sets out our ethical expectations and 

encourages the businesses we work with to embed these values through their own supply 

chains. 

 

Our people 

Which? colleagues are responsible for delivering the strategy, are the face of Which?, and work 

hard on the day-to-day tasks needed to keep the organisation running effectively. We regularly 

consult with them and union representatives, taking their views into account when making 

decisions that are likely to affect their interests, including through regular staff engagement and 

surveys. Various groups facilitate dialogue between the trustees, Leadership Team and staff, with 

their feedback influencing our EDI work. 

 

Our shareholder and supporting its public purpose for the benefit of the wider community 

As a wholly-owned subsidiary of the charity, the Consumers’ Association
1
, it is important that the 

Company delivers its commercial goals in a consistent way with the public purpose of the charity 

and its group strategy. The directors regularly engage with the Council of Trustees (the 

Association’s governing body) to review strategic direction, financial performance and 

operational resilience and effectiveness of the company and understand the positive impact it is 

having for UK consumers as a whole. 

 

Driving culture and capability 

Our leadership teams completed a nine-month development programme with peers from 

leading organisations to foster high-level innovation. For all colleagues, embedding AI 

fundamentals was non-negotiable; we integrated these tools into daily workflows to drive 

smarter, more ethical results. Our Culture Survey shows an increase in colleagues’ connection to 

bravery, proving that our focus on pace is working. We hit our targets of colleagues receiving 

training to support our 2030 ambitions. 

 

Advancing Equity and Inclusion 

We are on track to meet our goals for underrepresented ethnicities. While we are successfully 

attracting diverse talent, we are focusing our energy on broadening access for those from lower 

and intermediate socio-economic backgrounds. We have strengthened our pipeline through 

targeted outreach, work experience, and mentoring. Furthermore, we are proud to have 

renewed our Disability Confident Leader status, confirming our commitment to a truly inclusive 

workplace. 

 

Listening to our people 

Based on feedback regarding our use of AI, we took specific steps to improve clarity and support 

in multiple departments, ensuring our internal practices match our 2030 ambitions. 

 



 

Pay and reward 

Our reward approach aims to help create a flexible, inclusive and inspiring place to work; 

motivating existing employees to help us fulfil our purpose and also attract new talent to Which?. 

Our total reward approach goes beyond just salary and includes both financial and non-financial 

benefits. Our pay practices and benchmarking approach takes into consideration the skills 

required to meet our 2030 ambitions and reflects this in remuneration packages. All our 

employees receive a fixed base salary and a variable pay element of their benchmarked total 

reward package. To ensure our base salaries meet the everyday needs of our people we are an 

accredited Real Living Wage employer. 

 

 
1
 The Section 172(1) Statement by the Consumers’ Association (Company number 00580128 (and 
Charity number 296072) is available within their Annual Report and financial statements for the 

year ended 30 June 2026 available at https://www.which.co.uk/about-which/company-
info/which-annual-reports 
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