
Inspirational client stories
We take a distinctive approach to help our clients unlock their potential  
for growth and overcome their business challenges. These are our stories.



Stories to inspire success

Grant Thornton is a client-focused business and in 
order to be the premium brand serving privately  
held businesses, it is important that we make our 
clients’ success central to everything we do.

You are a critical part of this story as we move 
forward. By providing a different kind of client 
experience, we can help unlock our clients’  
growth potential and overcome their biggest 
business challenges.

We invite you to read the following stories,  
each an inspiring example of how our people  
are embracing behaviours to deliver a different  
kind of client experience, and inspire greater 
success for our clients.
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Click on an icon, or use the navigation at the top to read a story.

for internal use only



the situation
While Mario and Chris had the vision to grow their 
granite company in 2006, it was a struggle to get 
them to agree to the initial $4,000 fee to do the 
basic accounting work. Our team knew that if we 
demonstrated the value of our work, and could 
make a genuine connection with them, we would 
earn their trust and their business. 

how we worked with the Client 
We differentiate ourselves by thinking about a 
client’s future before they do. We cleaned up  
the books, strategized goals and helped them 
secure much needed financing. Over the years, 
the original two partners sold their businesses 
and opened small granite shops in different cities, 
and we remain the accountants and advisers for 
all three granite shops. Just this year, we provided 
strategic visioning for uniting all three companies to 
become a $20-$25 million granite slab operation.

result 
Our successful relationship is being driven in part 
by the sound financial statements, entrepreneurial 
strategic advice, continued strong banking 
relationships and the required tax planning that we 
provide. The initial $4,000 fee for Custom Granite 
has turned into about $75,000 in annual fees for 
the three corporate groups. This year, with all 
the advisory projects, we expect to be at over 
$150,000. To drive new growth and differentiate 
ourselves, think about a client’s future before they  
do and find out what is important to them personally 
and professionally, and make it important to you. It’s 
about creating a bond that cannot easily be broken.

Click here for the full story.

Mario and Chris had a big vision for their small granite company and called on Lou to be more  
than a traditional compliance-focused accountant, but an adviser in building their future.

Building trust with the “men of stone”
DelIGhT & enGaGe 

Build a genuine  
connection with  
your clients.

Communicate early 
and often and be 
responsive.

Key messages
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http://synergy.grantthornton.ca/sites/nationalclients/Industries-Segments/PHBs/Documents/DELIGHTandENGAGE.pdf


frenCh energy CoMpany

the situation
Two former ernst & Young businessmen created 
a new wind energy production company and were 
told that their fledgling company was too small 
for a Big4 firm—their previous employer. They 
were also tapping into a new, unproven industry 
which carried some risk and uncertainty. We were 
happy to invest some sweat equity to help get their 
business off the ground. 

how we worked with the Client 
even when a client is small, risky, and unprofitable, 
giving them your undivided attention and being 
responsive is paramount. We had to learn the 
business as it, and the industry was evolving; adapt 
as they grew exceptionally fast; and invest in their 
team with our time and energy. leading up to 
their first IPO, our team consisted of five partners 
including tax, corporate finance, and audit, plus 
several senior managers. 

We often underestimate what the entrepreneurial spirit is capable of achieving. Jeremy had the insight 
and opportunity to understand how entrepreneurs think and act—and to help them succeed.

Putting energy into a client—no matter their size
DelIGhT & enGaGe 

Be happy to  
invest sweat 
equity.

a client’s success  
is central to everything  
we do.

Key messages

result 
nine months after we assisted with their successful 
IPO, the company was sold to a French international 
energy company. The two entrepreneurs went their  
separate ways, but both reinvested in new start-ups.  
This client blossomed from a $10,000 assignment 
into corporate finance work, due diligence, forecasting  
and business evaluation. In the last two years we had  
with them, we billed them for over $250,000, and  
their new companies also gave us a lot of business.  
Yes, it’s key to deliver technical skill and timely 
delivery, but be sure to understand what is important  
to a client and make it important to us. When a 
client calls, they should feel a genuine connection.

Click here for the full story.
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the situation
When Geoff talked to Ryan about his challenges, 
it became clear that there were a number of 
serious issues that neither of the previous firms 
had addressed, and in some ways, had created. 
When Ryan realized that there was a way out of 
the situation and that Geoff was suggesting taking 
immediate action, he agreed quickly to work with us.

how we worked with the Client 
Becoming a powerful asset to your clients and 
engaging in growth-minded conversations is key to 
winning and growing a client’s business. With the 
compliance work and risk areas mitigated in a timely 
manner, we began a forward-looking conversation, 
which concluded with Ryan saying, “I’ve never had 
a thought provoking conversation like this with any 
other accountant.” If you spend all your time on the 
prior year, you can’t break yourself out of the role as 
a commodity provider for your client. 
 

result 
Ryan has since engaged the Grant Thornton team 
to conduct a tax reorganization and to consult 
with his wife on the best ways to structure her 
new business. This will ultimately provide a big 
value-add through cost savings in compliance, 
legal and limiting complexity of the set up. Geoff 
continually reflects on this engagement as his 
model client scenario because small projects 
done right with a focus on the future can lead to 
bigger projects and ongoing relationships. The 
key is to be the “go-to” source for the knowledge 
a client needs, address immediate challenges and 
discover what is important to the client, which 
makes it important to us.

Click here for the full story.

After Ryan had been disappointed by several other accounting firms, 
Geoff stepped up to the plate and showed him how to take his energy 
services business further by being forward-thinking. 

Being forward-looking takes you further
DISCOVeR & ChallenGe

Our clients success  
is central to  
everything we do.

Unlocking  
personal  
potential.

Key messages
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http://synergy.grantthornton.ca/sites/nationalclients/Industries-Segments/PHBs/Documents/DISCOVERandCHALLENGE.pdf


Be open to  
an unidentified  
opportunity.

Deliver  
exceptional  
client service.

Key messages

YES!

the situation
Pharmasave atlantic was an audit client for several 
years. When loblaw Companies decided to divest 
itself of Shoppers Drug Marts, Pharmasave wanted 
to acquire a number of the stores, so their CeO 
called us to say, “I don’t know what the engagement 
looks like, but I want your involvement.” 

how we worked with the Client 
We had a series of calls with the board, 
franchisees and CIBC, the bank overseeing  
the divestiture. after the initial financial piece  
of the process was complete, the board quickly 
realized they needed our expertise to lead the 
bidding process. What started as a $20,000  
audit project became a $60,000 engagement 
from a phone call where we didn’t know the full 
scope of the project or even who had the skill  
set in the firm to complete it.  

result 
While two of the five locations went to other bidders, 
three locations are still in play and Pharmasave is 
likely to acquire them. The client said they would 
never have gotten through the second stage of 
the process and wouldn’t have been this far in the 
process of acquiring these franchises without Grant 
Thornton. Gerry maintains that landing and growing 
new business isn’t about being a “good marketer” 
or a “good business developer,” it’s about delivering 
exceptional client service. Say “Yes!”, serve the 
client well, and everything else will fall into place.

Click here for the full story.

Even though Gerry was unsure of what he was getting into, he became a powerful asset to his client  
by unequivocally saying ‘yes!’ and turned a small assignment into a major engagement.

The power of just saying “yes!”
DISCOVeR & ChallenGe
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the situation
In a time of emotional crisis, anticipating challenges 
and being prepared makes all the difference. Our 
client’s wife was in the dark about her husband’s 
business and finances and had little information on 
her family’s personal finances. During a stressful 
time marked by uncertainty, we took the road less 
travelled to go beyond expectations to deliver 
peace of mind.

how we worked with the Client 
We need to always go beyond what a client 
expects of us. We pulled together a seasoned 
team, and prepped intensely by reviewing financial 
statements, understanding all the tax implications 
of her husband’s passing and the option of selling 
the business. We focused first on asking about her  
concerns, and then presented potential solutions  
to ease her mind about the current tax position and 
her options regarding a sale. We also recommended  
that we do a formal valuation so she would have a 
solid benchmark to measure offers against.   

When a long standing business client passed away quite suddenly, his wife reached 
out to Jeremy, who delivered than just tax advice, but peace of mind.

Taking the road less well travelled 
anTICIPaTe & exCeeD

Do something unique  
for your clients.

Shift comes  
from us.

Key messages

result 
By showing her we had her best interest at  
heart, we were engaged almost immediately  
to do the compliance and year-end work. We  
also won a project to do a tax re-organization 
to prepare for a future sale and complete the 
valuation of the business. Ultimately, we went  
from a $6,000 project to fees of nearly  
$35,000 assuming there is no sale of the 
business, but potentially $100,000 if there  
is a sale. Be knowledgeable, ask questions,  
probe deeply, and anticipate a client’s needs.  
It’s about doing something unique for your  
clients, something personalized and wonderful.

Click here for the full story.
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the situation
To be outstanding in your field, you need to 
stand out. That’s why when Rod’s firm received 
competing bids, we emphasized our “unlimited” 
advisory package, which allowed Rod to call us with 
questions at any time. This business perspective 
(rather than accounting perspective) was the fuel 
that ignited a great long-term business relationship.

how we worked with the Client 
We lay the groundwork for a long-term 
relationship, brought together an exceptional 
team from various disciplines and successfully 
completed the year-end, did audit planning and 
provided valuation assistance on other concerns. 
Our conversations became more business and 
future-oriented as Rod revealed he had big 
goals—20-25% yearly growth and doubling 
within three to four years—and in doing so, we 
demonstrated the philosophy of making what’s 
important to the client important to him and the 
team. With so many of our people having worked 
with the client in various capacities, Brad felt like 
the “quarterback” keeping the team informed and 
on point for what the client needs. 

When Rod was looking for more “horsepower” to grow his oilfield equipment rental company, 
Brad blazed new trails with a personalized relationship to help fast track Rod’s success. 

Igniting a great business relationship
anTICIPaTe & exCeeD

Go beyond what 
your clients expect  
from you.

Bring new issues  
and ideas to your  
client’s attention.

Key messages

result 
We won the initial bid because we offered a higher 
level of service that the less-expensive competition 
wouldn’t or couldn’t. Since then, annual fees have 
gone from $46,000 to over $100,000. We have 
so earned the client’s loyalty and trust that Brad 
has been invited to be a guest at their monthly 
management meeting. To develop relationships 
with a future, bring new insights and ideas to your 
clients’ attention, demonstrate your commitment to 
growing their business and strive to do something 
personalized and wonderful. 

Click here for the full story.
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the situation
every great journey begins with a great vision. 
While neil and Mike’s company’s initial needs 
were extremely basic, and revenue and fees were 
minimal, we believed that by drawing from our  
brain trust and earnestly getting to know them as 
people we could help them have a most excellent 
business adventure.

how we worked with the Client 
You never know where a key client is going to  
come from. and you never know when a micro-sized,  
compliance-oriented company can become one of 
your best clients. We thought holistically about our 
client’s challenges and pulled together a team of 
professionals across service lines that helped lead 
the way to success with domestic and cross-border 
tax planning, financing, and expansion expertise. 
There is no question the superior solutions we 
delivered has come from a team approach and the 
personal touch—the bond between Dawne-Marie 
and Mike and neil is so strong that they have even 
been a part of each others’ family milestones over 
the years.

result 
Fast forward to 2014. The company’s revenues are 
$100 million and we helped complete the sale of 
the company to a large privately owned business in 
the U.S. The story isn’t over. We are still engaged 
to assist them with tax planning and compliance. 
They also recently engaged us for a significant 
accounting project. Over the past two years, we’ve 
billed over $290,000, and achieved CSM scores 
of 10s. To help your client, big or small, on their 
journey, be the leader that your client knows the 
best and trusts the most. 

Click here for the full story.

In the early 1990’s, when Neil and Mike started a small, non-unionized 
pipeline maintenance company to go toe-to-toe with bigger, unionized 
competitors, Dawne-Marie helped them on their journey to success.       

The adventures of Neil and Mike
TeaM UP & leaD

Discover what is important  
to your client and make it  
important to you. 

Think expansively 
about a client’s  
needs.

Key messages
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the situation
The founder and president of Fossil Powers, our 
client, had passed away so the management team 
had the opportunity to buy the business. It was an 
amazing deal for the three potential owners, but 
they were faced with a myriad of complex issues. 
While they very skilled in their areas of expertise, 
they were not sophisticated relative to the financial 
and compliance side of the business. 

how we worked with the Client 
Understanding that we are all on the same team 
and that we’re better together was key to this 
success story. as this was a complex transaction, 
we assembled a team of corporate finance and 
tax people to work closely with the client on 
everything from financing, tax structuring and 
negotiation as well as working with the selling 
company’s two different accounting firms to keep 
everything on track. Our team led the process 
from start to finish while always paying close 
attention to what mattered to our client.
  

result 
When the dust settled, the client was in a fantastic 
position and exceptionally happy. To them, it was 
truly seamless across service lines and between 
team members with each person building a real 
and personal connection with them. We have since 
managed the recruiting process to hire a new  
CFO after the former CFO stepped down following 
the transaction. Whatever the issue, Fossil Power 
now turns to us for answers. To achieve the  
most rewarding and enduring relationships,  
think holistically about what a client will need.

Click here for the full story.

When a management team was ready to buy a business they had been managing for 10 years,  
Heath proved that delivering an exceptional experience for our clients starts with teamwork.

Discovering what really matters
TeaM UP & leaD

Pay close attention  
to what’s important  
to a client.

Work hard as  
a team to build  
relationships.

Key messages
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The never-ending story

Thanks for taking a moment to read a few of our truly remarkable 
client stories that happen every day, and are an integral part of 
the fabric of who we are, and how we do business. Believing in our 
clients’ success and delivering service that is above and beyond is 
what makes us distinctive to our clients. 

Our promise to our clients and to the market is a different client 
experience, one where we Delight & engage, Discover & Challenge, 
anticipate & exceed, and Team up & lead. embracing these 
qualities is what sets us apart, and enriches each of your client 
relationships—it’s what you do instinctively, day in and day out. 

do you have a story to share?  
reach out to us at stories@ca.gt.com. 
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