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This report is about ethical and sustainable policy. The quality models and theories that are relevant to quality management practices have also been discussed considering British Gas and the industry’s best practices. The concluding section of this report shows that British Gas should focus more on sustainable options, and better-quality management to outperform its industry best practices. As a result, the company can better perform with sustainable options such as renewable energy sources, EVs infrastructure, and so on. The continuation of the investment in green energy is considered the future of the energy sector. 
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Ethical policies are the good practices in the workplace that promote morale conduct, trust, transparency, and overall good culture (Hausma et al., 2016). To ensure ethical policies, companies like British Gas takes up several initiatives to safeguard the interests of the company, employees, consumers, and overall communities. 
Environmental Responsibility: By promoting energy efficiency, greenhouse gas emissions, and reducing the adverse effects of natural resources like gas, British Gas always aimed at minimizing the adverse effects of its products on the environment and people. However, the energy industry is much more concerned about the environmental impact of the products on a global level. “Clean Green Initiatives” through the COP26 initiative has been the moving forward good initiative of the industry. Moreover, the UK Government aided green investment of £3 billion is another big step towards ensuring the environmental responsibility of the industry (Schoenfeld,2014). 
Employee welfare: British Gas ensures the welfare of the employees and others through training and development, offering compensation, and offering other career advancement opportunities. The ethical policies of British Gas towards its employee base of nearly 30,000 have made it a desirable employer in the industry. The energy industry in the UK focuses more on employee development and training, and less on motivation, and non-monetary benefits. 
Customer satisfaction: British Gas ensure the benefits, satisfaction, and well-being of the consumers so that the daily essential commodity like gas does not hamper their daily progress in life. Clear communication with the consumers, fair billing, and fair pricing are some of the ethical policies of British Gas to ensure ethical policies. The energy industry in the UK focuses on digitalization so that consumers can have basic services such as gas through online efforts and initiatives such as websites, mobile apps, and many more. 
Business integrity: One of the biggest mottoes of British Gas is not to participate in giving or taking any bribe from any parties. Disclosing and resolving conflicts of interest, not participating in money laundering, and competing fairly are some of the components of the business integrity of British Gas. The industry practices are not so exemplary. The other companies are pierced with various allegations and complaints from consumers daily. As a result, the customers are harassed in getting basic products and commodities like gas from the UK energy sector.
[bookmark: _Toc138726988]Sustainability practices
Sustainable practices are the business practices of the companies that ensure that companies are not operating harming the environment, its components, or people associated with it. Being a major energy company in the UK, British Gas also practices some sustainable practices on the energy front (James, 2014). 
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Figure 01: Renewable energy sources
Source: (James, 2014)
Renewable energy investment: British Gas has massively invested in renewable energy sources to increase its product portfolio by providing also a sustainable solution for consumers. The company has invested millions of euros in hydro, wind, and solar to increase renewable energy solutions (McCrone et al., 2017). The UK energy sector has set a goal to achieve Net Zero by 2050. Hence, it is seen that the industry is well aware of increasing the renewable energy solutions in the country. Ørsted, ScottishPower Renewables and Equinor are some of the examples that provided renewable energy industry solutions in the UK to a great extent. The industry is emphasizing ensuring clean energy sources for the company. 
Energy efficiency programs: By promoting energy-efficient products such as thermostats, energy-efficient appliances, and other energy-saving products, British Gas directly encourage consumers to reduce their carbon footprints. The energy-efficient sustainable activities of British Gas significantly help the UK to achieve Net Zero by 2050. The energy industry in the UK is gradually moving towards sustainable solutions designing and promoting them to become responsible companies and industries in the UK energy sector (Ehsani et al., 2021).
Electronic Vehicles (EVs): British Gas has established facilities to provide consumers with charging, batteries, and other basic products related to EVs. Through this, the company wants to take a step forward in ensuring a green and clean environment for the people and transportation industry. The industry norm is to take part little by little in the EV sector so that the industry can be sustainable and booming in the upcoming years. 
Energy management tools: Energy management tools introduced by British Gas can provide consumers with ideas about energy usage, and savings by the consumers. This helps them reduce energy usage and increase the saving of energy on a national scale. For example, in the industry, Energy System Captlut and UK Energy have collaborated to implement the projects at a greater scale (Bergman & Klefsjö, 2010).  
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Customer Relationship Management (CRM) is the integrated initiatives and activities of the company in ensuring the best interest of the consumers in every aspect of the organization. British Gas can utilize several important quality models to improve its CRM. Those are illustrated below:
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The customer service relationship is precious from various aspects of companies. British Gas has been emphasizing improving customer focus, employee benefits, and employee involvement through applying the TQM quality model. This model helps British Gas to become customer-centric in its initiatives and think about the customers (Oakland, 2012). Through this model, British Gas sets the quality standards for the company’s products and services, monitors the performance of the products and services against the quality standards, and finally takes up corrective measures, if necessary, for the improvement of the total quality of the products, services, and customer experience at British Gas. Demonstrating how the quality improvement through TQM can lift the CRM of British Gas. 
Customer satisfaction: The total quality of British Gas will benefit the customers in many ways. As a result, the satisfaction of the customers will increase to a great extent. The increased customer satisfaction will result in positive feedback from the customers which will increase the quality of CRM for British Gas in the UK. Thus, the ripple effect of TQM can enhance the overall customer satisfaction of the company. 
Value creation: Progressive customers look for value creation in their daily life through products and services (James, 2014). As a result, companies need to evolve with the quality and other aspects of their services to keep up with the changing taste of them. British Gas has been recently introducing renewable energy sources, EVs, and charging facilities for EVs. This has gained the attention of customers from all generations. Thus, the value creation through TQM leads to better CRM for British Gas. 
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Six Sigma can be referred to as the comprehensive process of reducing defects, the errors, and improving the overall quality of products and services through a set of methodologies (Moosa & Sajid, 2010). British Gas can utilize this quality model to improve the overall quality of its products and improve the CRM of the company. 
[image: ]
Figure 02: Six Sigma
Source: (Schoenfeld,2014)
Process efficiency: The process of British Gas is lengthy and comprises several steps. Process efficiency requires the company to analyze the whole process to identify the defects, errors, or other lacking so that the company can reduce its error to increase the quality of the products (Kemp, 2011). The process efficiency will lead to better cost structure and financial performance for British Gas. With a reduced cost structure, the company can conduct its pricing strategy in a more efficient way to beat the market competition and improve its CRM to a great extent. Because, with the reduced cost structure the company can offer at affordable prices. A large number of consumers are middle class in the UK and thus are attracted to affordable prices. 
Problem-solving and root-cause analysis: Six Sigma uses a popular methodology to identify the root cause and problems at the workplace. The method is called the DMAIC (Define, measure, analyze, improve, and control). With the help of this method, British Gas can analyze the complaints, defects of the products, and service shortages. The analysis will provide the company with greater solutions and possibilities that will assist the company with larger benefits and smoother customer relationships (Kuuras-Tuohimaa, 2022). 
Data-driven decision-making: The Six Sigma process and model relies on data-driven approaches to resolve the problems, improve the current state of the products and services, and overall standing. British Gas utilizes the data management process to identify customer preferences, customer behavior, and other metrics to understand the key issues to be resolved for better customer relationships. 
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This model is a customer-centric model that focuses on identifying different important issues of the customers, resolves them with different approaches, and improves the overall customer relationships (Schoenfeld,2014). There are several initiatives from the British Gas and the UK energy sector that fostered the prospects of the industry to a great extent. The impact of this model on CRM is given below:
Smart metering: British Gas has originated using smart metering services to enrich the customer’s meter experiences. The smart meter will help the customers manage their meters digitally. This will enable them to be aware of the consumption and usage of precious resources. The UK energy sector has been undergoing some digitalization. As a result, digital meter services have started to come into effect. 
Online customer portal: The online customer portal allows the customers to maintain a digital profile of their own regarding the total usage of the gas, submit the meter reading, post a complaint if required, and finally, pay the bill. British Gas has turned its official website into a digital portal for consumers (British Gas, 2018). Customer satisfaction significantly increases because of this convenience. The UK energy industry has been revolutionizing the overall industry outlook with different aspects of changes and modifications. 
Proactive customer support: Proactive customer supports are essential in resolving the issues and problems of consumers daily. British Gas has opened a separate hotline, email, call, and mailbox to have the customer queries, complaints, and other aspects so that the company can address the customer needs and problems more smoothly. For example, other companies in the UK energy sector are relying on third-party customer service centers which require a lot of time and financial resources. 
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To conclude the report, it has been found that ethical and sustainable business policies are important for the businesses like British Gas to provide the best services to its consumers, stakeholders, and others associated with it. Ethical policies are the foundations on which companies like British Gas operate and gain the trust and reliance of the customers (British Gas, 2018). According to the examples, findings, and literature, it has been seen that Six Sigma, Total Quality Management (TQM), and Customer Relationship Management (CRM) have been beneficial for British Gas to identify the root problems of the company and resolve them for the betterment of the company. The collaborative impact of these quality models and theories helps British Gas to improve its relationship with the consumers. The industry’s best practices have also been drawn to the attention of the readers so that the perception and stance of British Gas in respect of the industry’s best norms can be determined (Kuuras-Tuohimaa, 2022). Hence, ethical policies such as environmental protection, employee welfare, customer satisfaction, and business integrity are concerned with the reputation, images, and other aspects of the companies that are directly connected with the customer relationship. 
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The highlighted findings and examples from British Gas and other companies from the UK energy sector have seen that the companies have a lot to recommend to better the alignment with the progressive concept of sustainability and ethics and better connect with the consumers in the industry. 
Focusing on customers: British Gas should not take satisfaction and happiness for granted just because the company provides and supplies a necessary commodity. The company should continuously improve its customer services to increase customer satisfaction (Kuuras-Tuohimaa, 2022). 
Connectivity: Today is the time of technology and communication. To be better connected with the consumers, stakeholders, and other related parties, British Gas should accelerate its presence on social media platforms. The social media platforms presences like Facebook, Instagram, and Twitter will make the company closer to the consumers and the younger generation. From there, the company can get a better idea about the needs, requirements, convenience, and after all opinions of the consumers.
Sustainability: The company should enhance the sustainability initiatives such as COP26, Net Zero, Green Energy Investment, etc. The company should focus more on the initiatives that will promote the overall standing of the company towards greener, and more sustainable energy sources. British Gas should increase its presence in sustainable energy products and increase the EV portfolios. According to the initiatives taken by the company, the company is helping the Government achieve the Net Zero project by 2030. Another way to achieve sustainability is to understand and expand energy efficiency programs. The energy efficiency programs can benefit the company in many aspects. 
Technology adoption: The adoption of smart metering services, EV, and Data Analytics are some of the examples of technologies that British Gas can adopt to further improve its presence in the energy sector. The data analytics will help British Gas to better identify the problems and pitfalls that limit the progress of the company (Kumar & Petersen, 2012). Whereas, the managers can take more informed decisions regarding many important decisions of the company. On the other hand, EVs can better accelerate the sustainable projects and sustainable initiatives of the company as a whole. 
Community engagement: Community engagement can be better with the prevailing setup of British Gas. The company should focus more on community engagement in achieving its goals and objectives. To do that, along with the existing setup and infrastructure, British Gas can better understand the overall services of the company to a new height. The local community, the people, the customer-centric management, etc are the groups of important community engagement. British Gas can also be benefitted from the collaboration of energy start-ups. The energy companies can alleviate the current product portfolio (British Gas, 2018). 
These recommendations require effective and prudent implementation to significantly improve the overall condition of the company in a greater setting. British Gas can outperform the industry’s best practices once the recommendations are properly managed. 
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