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[bookmark: _Toc215827107]Executive Summary
This report examines how British Gas is being affected by major environmental changes and presents a full strategic plan to help the company adapt and remain competitive. British Gas faces several challenges, including digital disruption, growing customer expectations, new environmental regulations, increased competition, and the national requirement to support the UK’s Net Zero 2050 target. At the same time, internal issues such as outdated systems, skills gaps, and cultural resistance make change more difficult. The report begins by analysing the organisation’s recent history and explaining how internal and external changes have impacted its operations. It shows that British Gas must improve its digital services, strengthen workforce skills, modernise technology, and invest in low-carbon solutions such as heat pumps and renewable energy systems.
To support this transformation, several change management models are evaluated, including Lewin’s Three-Step Model, Kotter’s 8-Step Model, and the McKinsey 7-S Framework. The report also examines the role of leadership, using the Mumford Skills Model and transformational leadership principles to show how leaders can motivate employees and guide the change effectively.
A full strategic change plan is then presented. This plan includes clear objectives, a communication strategy based on the Shannon–Weaver model, workforce training programmes, a financial plan, and detailed risk management and evaluation strategies. The evaluation plan uses the Kirkpatrick Four-Level Model to measure the success of the changes. Together, these approaches provide a structured and practical roadmap for British Gas to achieve digital improvement, increase customer satisfaction, support employee development, and transition toward low-carbon operations.
Overall, the report concludes that if British Gas follows the recommended plan, it will be better prepared for future market conditions, more aligned with national environmental goals, and able to build a stronger, more efficient, and sustainable organisation.
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[bookmark: _Toc215827108]Introduction
This report has been prepared as part of the Leading and Implementing Change module, focusing on contemporary issues affecting business management. The purpose of this report is to provide a comprehensive analysis of the chosen organization, British Gas, and develop a structured change management plan to respond to its current business challenges. The report examines the impact of environmental changes on organizational capability, including digital disruption, artificial intelligence (AI), online service expectations, regulatory changes, and sustainability initiatives. It also critically evaluates the nature of change, the leadership required to manage it, and the influence of organizational culture on successful implementation.
Furthermore, the report applies established change management models, including Lewin’s Change Model, Kotter’s 8-Step Model, and the ADKAR framework, to British Gas’s context. These models guide the analysis of past change efforts and the development of a proposed change plan.
[bookmark: _Toc215827109]Company Introduction
British Gas is the largest energy and home services provider in the United Kingdom, and a leading subsidiary of Centrica plc. Established over 200 years ago, the company has a long history of providing gas and electricity to homes and businesses, as well as offering heating and home maintenance services. Today, British Gas serves more than 7 million energy customers and over 3 million Homecare customers across the UK (British Gas, 2023; Centrica, 2023). Despite its historic market leadership, British Gas has faced significant challenges in recent years. The UK energy market has become highly competitive, with new digital-first suppliers such as Octopus Energy and Ovo Energy gaining market share. Customers now expect fast, digital, and personalized services, creating pressure for the company to modernize its IT systems and improve customer experience. Additionally, British Gas must comply with the UK Net Zero 2050 target, requiring a shift from traditional gas supply to low-carbon technologies. This includes offering heat pumps, hydrogen-ready boilers, EV chargers, smart meters, and home energy efficiency solutions. Implementing these services requires not only technological investment but also workforce training and cultural adaptation across the organization.
The company also faces internal challenges, including legacy IT infrastructure, complex organizational structures, and past industrial disputes, all of which have affected employee engagement and operational efficiency. At the same time, rising energy costs, regulatory changes, and customer expectations have increased the need for strategic change to secure long-term sustainability, customer loyalty, and market competitiveness.
[bookmark: _Toc215827110]Environmental Changes Affecting British Gas
British Gas operates in a rapidly changing business environment, influenced by a combination of internal and external factors. These environmental changes have a significant impact on the company’s ability to compete, serve customers effectively, and align with the UK’s sustainability goals. Understanding these pressures is important for developing an effective change management plan. Externally, British Gas faces several major challenges. Digital disruption has transformed the energy sector, changing the way customers interact with providers. Modern energy customers increasingly expect fast, online, and personalised services, such as real-time account management, automated billing, and AI-driven support (Octopus Energy, 2023). Competitors, particularly newer, digital-first suppliers like Octopus Energy and Ovo Energy, have leveraged these technologies to improve efficiency and customer satisfaction while offering competitive pricing. As a result, British Gas must modernise its IT infrastructure, improve digital self-service platforms, and integrate AI-assisted tools to remain competitive.
The energy market itself has become highly competitive due to deregulation, creating pressure on British Gas to maintain customer loyalty and market share. Smaller, agile suppliers often provide more flexible services and lower prices, which has gradually eroded the company’s traditional dominance (Ofgem, 2023). Meeting rising customer expectations requires significant improvements in service quality, transparency, and accessibility, particularly through digital channels. Another significant external factor is the regulatory push for sustainability. The UK government’s Net Zero 2050 target obliges energy companies to drastically reduce carbon emissions (Gov.uk, 2023). For British Gas, this means investing in low-carbon technologies, such as heat pumps, smart meters, home insulation, hydrogen-ready boilers, and EV charging infrastructure. Failing to comply with these regulations risks financial penalties, reputational damage, and loss of market competitiveness. In addition to regulatory requirements, customers themselves increasingly demand environmentally friendly energy options, expecting companies to align with broader societal goals of sustainability.
Internally, British Gas faces challenges that affect its capacity to respond to these external pressures. The company’s legacy IT systems are outdated, limiting the speed of operations and the ability to implement new technologies efficiently (Centrica, 2023). Complex organisational structures and a hierarchical culture can slow decision-making and create resistance to change, making it difficult to adopt innovations quickly. Furthermore, past workforce disputes have affected employee engagement and morale, highlighting the need for effective communication and training programs to support change initiatives. Financial pressures also constrain the company’s ability to invest in new technologies, workforce development, and green services. Balancing investment costs with operational efficiency and revenue generation is a critical internal challenge that must be managed carefully. Despite these difficulties, British Gas has opportunities to leverage its established customer base, industry knowledge, and brand recognition to implement change successfully.
The following table summarises the main environmental factors and their impacts on British Gas:
	Environmental factor
	Impact on British Gas

	Digital disruption
	Need for IT upgrades, AI tools, and improved online services

	Market competition
	Pressure to differentiate and innovate services

	Regulatory & Net Zero goals
	Investment in low-carbon solutions and sustainability programs

	Changing customer expectations
	Demand for faster, transparent, and environmentally responsible services

	Legacy IT systems
	Operational inefficiencies and difficulties implementing new technologies

	Organisational culture
	Resistance to change and slower adoption of innovations

	Workforce challenges
	Requirement for training, engagement, and effective communication

	Financial pressures
	Need to balance investment costs with operational efficiency and profitability



In conclusion, British Gas’s business environment presents a mix of challenges and opportunities. External pressures such as digital disruption, intense competition, regulatory requirements, and evolving customer expectations demand strategic adaptation. At the same time, internal factors, including legacy systems, hierarchical structures, workforce dynamics, and financial constraints, influence the organisation’s ability to respond effectively. Understanding these environmental changes provides the foundation for selecting suitable change management models, which will guide the company in addressing these challenges and achieving sustainable growth.
Pestle analysis
	








Political
	· The UK government strongly supports the transition to low-carbon energy and has committed to Net Zero by 2050. This requires British Gas to change its products, services, and technology (BEIS, 2022).

· Government regulations on energy pricing, smart meter rollouts, renewable heat incentives, and carbon reduction standards directly shape the company’s operations.

· Political pressure to reduce fossil fuel use affects the traditional gas-based business model and pushes British Gas to invest in heat pumps, solar technology, and home insulation.

· International political issues, such as global energy supply disruptions, can impact prices and supply stability.

	









Economical
	· Rising energy prices and the recent cost-of-living crisis have changed how customers use and pay for energy. Many households struggle with affordability, which increases pressure on British Gas to support vulnerable customers.

· Competition from low-cost energy suppliers affects profit margins and customer retention.

· Investments in renewable technology, digital systems, and new training programmes require significant financial resources.

· Economic instability (inflation, interest rates) can affect long-term energy infrastructure projects.

	









Social
	· Customers are becoming more environmentally conscious and want greener energy solutions.

· There is growing public demand for digital convenience, such as mobile apps, online accounts, and smart home tools.

· Social attitudes toward customer service quality are changing — people expect faster responses, transparency, and clear pricing.

· Workforce expectations are also changing: employees want flexibility, better communication, skill development, and supportive leadership.

· Public trust in energy companies influences brand reputation; British Gas has faced criticism during price increases and service delays.

	









Technological
	· Rapid technological developments such as AI, machine learning, automation, and smart home devices present major opportunities for British Gas.

· Digital disruption means the company must modernise outdated systems to compete with “digital-first” companies like Octopus Energy and Ovo Energy.

· Smart meters, remote diagnostics, and digital self-service tools improve customer experience and operational efficiency.

· Engineers require new technical skills to install and repair modern renewable technologies, creating a need for large-scale training.

	





Legal
	· UK energy companies must follow strict regulations on safety, emissions, transparency, and billing accuracy.

· Legal requirements force British Gas to meet government smart meter installation targets.

· Data protection laws (GDPR) impact how customer data can be processed through digital and AI systems.

· Employment laws also affect working hours, training requirements, and union relationships—areas where British Gas has historically faced disputes (BBC, 2021).

	








Environment
	· Climate change is creating long-term pressure on all energy companies to cut emissions.

· British Gas must shift from fossil fuels to renewable and energy-efficient solutions, such as heat pumps, solar power, and home insulation programmes.

· The company’s operations (vehicles, offices, engineer visits) must reduce carbon emissions in order to meet both government laws and customer expectations.

· Severe weather events can disrupt energy supply infrastructure, increasing the need for resilient systems.



This PESTLE analysis shows that British Gas is operating in an environment with strong political and environmental pressures, rapid technological change, shifting customer expectations, and important social responsibilities. These factors reinforce the need for digital transformation, large-scale workforce training, and a strong shift toward low-carbon solutions. For this reason, the strategic change plan developed in the report is essential for British Gas’s long-term success.
[bookmark: _Toc215827111]Change Management Models
Organisations facing significant challenges, such as British Gas, require structured approaches to manage change effectively. Change management models provide frameworks that help leaders plan, implement, and embed transformation in a systematic way. This section examines three widely recognised models—Lewin’s Change Model, Kotter’s 8-Step Model, and the ADKAR Model—and discusses how they can be applied to British Gas’s context.
1. [bookmark: _Toc215827112]Lewin’s Change Model
Kurt Lewin’s Change Model is one of the earliest frameworks for understanding organisational change. It divides the change process into three stages: unfreeze, change, and refreeze (Lewin, 1951).
Unfreeze – In this stage, the organisation prepares for change by challenging the current status quo, creating awareness of the need for change, and addressing resistance. For British Gas, unfreezing involves recognising that legacy IT systems, hierarchical structures, and traditional approaches to service delivery are no longer sufficient to meet customer expectations or regulatory requirements. Communication with employees and stakeholders is crucial to ensure understanding and buy-in at this stage.
Change (Transition) – The second stage involves implementing the actual changes. This may include upgrading IT systems, integrating AI into customer service, training staff in digital and low-carbon technologies, and restructuring processes to improve efficiency. During this phase, British Gas must provide ongoing support, guidance, and clear communication to minimise confusion and resistance.
Refreeze – The final stage ensures that changes become part of the organisational culture and standard practices. Policies, procedures, and performance metrics must be aligned with the new ways of working. For British Gas, refreezing could involve embedding digital platforms, low-carbon service offerings, and employee training programs as standard operations.
While Lewin’s model is simple and easy to understand, it has some limitations. Its linear structure may not be ideal for ongoing or complex changes that require continuous adaptation, such as the dual challenges of digital transformation and sustainability initiatives at British Gas.
2. [bookmark: _Toc215827113]Kotter’s 8-Step Model
Kotter’s 8-Step Model is widely regarded as suitable for large, complex organisations undergoing strategic change (Kotter, 1996). The steps are:
· Establish a sense of urgency
· Form a guiding coalition
· Develop a clear vision and strategy
· Communicate the vision
· Empower employees to act
· Generate short-term wins
· Consolidate gains and produce more change
· Anchor new approaches in the culture
For British Gas, this model is particularly useful because it emphasises leadership, communication, and cultural change—all crucial for successful transformation. For example, creating urgency may involve highlighting the competitive threat from digital-first energy providers and the regulatory necessity of meeting Net Zero targets. Forming a guiding coalition could involve senior leaders from IT, operations, and sustainability teams working together to drive change. Communication must be frequent, transparent, and targeted at both employees and customers to ensure understanding and support.
Kotter’s model also supports embedding change into the organisational culture, which is critical given British Gas’s traditionally hierarchical and risk-averse culture. By focusing on leadership, short-term wins, and reinforcement, the company can increase the likelihood that change initiatives—such as digital platform upgrades or low-carbon service expansion—are sustained over time.
[bookmark: _Toc215827114]Leadership and Organisational Culture
Successful organisational change depends heavily on leadership and culture. At British Gas, both factors play a central role in determining whether digital transformation, low-carbon initiatives, and other strategic changes are effectively implemented.
[bookmark: _Toc215827115]Leadership Approaches
Leadership is critical in guiding employees through change, reducing resistance, and creating alignment with organisational objectives. For British Gas, transformational leadership is the most suitable approach. Transformational leaders inspire and motivate employees by communicating a clear vision, fostering innovation, and encouraging personal development (Kotter, 1996). A transformational approach at British Gas would involve senior leaders demonstrating commitment to both digital modernisation and sustainability initiatives. Leaders must set an example by actively supporting low-carbon projects, adopting new technologies, and prioritising customer-centric service improvements. This helps employees see the importance of change and encourages them to participate willingly.
In addition to transformational leadership, participative leadership can be applied in project teams implementing digital and low-carbon solutions. By involving employees in decision-making, providing opportunities to contribute ideas, and seeking feedback, leaders can increase engagement, reduce resistance, and build ownership over the change process. This is particularly important given the company’s history of hierarchical management, which may otherwise slow adoption and innovation (Centrica, 2023).
[bookmark: _Toc215827116]Mumford Model of Leadership
The Mumford Model of Leadership provides a useful framework for understanding the skills and processes needed to lead complex organisational change (Mumford et al., 2000). The model identifies several key components: Technical skills (knowledge of energy systems, digital tools), Human skills (communication, motivation, empathy), Conceptual skills (strategic thinking, problem solving).
In the context of British Gas, the Mumford model is particularly relevant because it links leadership effectiveness to the ability to solve problems creatively, manage teams effectively, and apply technical and organisational knowledge. For example, introducing AI-driven customer service or rolling out heat pumps requires leaders to analyse operational challenges, identify potential risks, and guide teams through technical and organisational complexities.
· Problem-solving skills
Leaders must evaluate both internal constraints, such as legacy IT systems, and external pressures, like competition and Net Zero targets, to develop practical solutions.
· Social judgment 
Effective leaders must understand employee perspectives, anticipate resistance, and communicate changes in ways that gain support.
· Knowledge 
Leaders require expertise in energy operations, technology, and sustainability to make informed decisions.
· Motivation and personality traits 
Leaders must demonstrate commitment, resilience, and adaptability to inspire employees to adopt new processes.
By applying the Mumford Model alongside transformational and participative leadership, British Gas can address both strategic and operational challenges while ensuring that employees are guided effectively through the change process.
Role of Leadership in Change Management
Effective leadership supports change management in several ways:
· Creating urgency - Leaders at British Gas need to communicate the pressures from competitors, evolving customer expectations, and regulatory requirements, particularly the Net Zero 2050 targets, to create a shared sense of urgency.
· Building coalitions - Leaders must collaborate across departments, including IT, operations, sustainability, and customer service, to ensure coordinated implementation of change initiatives.
· Communicating vision - Clear, consistent communication about the purpose, goals, and benefits of change reduces uncertainty and anxiety among employees.
· Reinforcing change - Leaders must recognise achievements, provide feedback, and reward employees who adopt new ways of working, embedding change into everyday operations.
By fulfilling these leadership responsibilities, British Gas can guide the organisation through complex transformation while maintaining morale and operational effectiveness.
[bookmark: _Toc215827117]Organisational Culture
Culture is the shared values, beliefs, and behaviours within an organisation, and it strongly influences the success of change initiatives. Historically, British Gas has had a hierarchical and structured culture, which has provided stability but can hinder flexibility and innovation. This traditional culture may contribute to resistance when implementing digital systems, AI, or green technologies (Centrica, 2022).
To successfully manage change, British Gas must foster a culture of innovation, collaboration, and sustainability. Employees should feel empowered to suggest improvements, experiment with new technologies, and embrace environmentally friendly practices. Aligning incentives, recognition programs, and training with these values can encourage employees to adopt the desired behaviours. In addition, promoting a customer-focused culture is essential. Digital transformation and low-carbon initiatives will only succeed if employees prioritise delivering efficient, reliable, and environmentally responsible services. Leaders play a critical role in reinforcing these cultural values through everyday interactions, performance management, and strategic decision-making.
[bookmark: _Toc215827118]Linking Leadership and Culture to Change Success
At British Gas, leadership and culture are deeply interconnected. Transformational and participative leadership can shift cultural norms toward openness, innovation, and sustainability. Similarly, a supportive culture enhances leaders’ ability to implement change by reducing resistance and increasing engagement (Hiatt, 2006).
For example, when introducing heat pumps or AI-driven customer services, a culture that encourages learning and experimentation allows employees to adopt new skills and processes more quickly. Conversely, without strong leadership and a culture aligned with change objectives, digital transformation or Net Zero initiatives may fail, resulting in wasted investment, low morale, and lost competitive advantage.
In conclusion, effective leadership combined with a supportive organisational culture is essential for British Gas to navigate the challenges posed by digital disruption, market competition, and regulatory requirements. Transformational leadership, participative decision-making, and a culture that values innovation, sustainability, and customer focus create the foundation for successful and lasting change.
[bookmark: _Toc215827119]Strategic Change Management Plan
[bookmark: _Toc215827120]Overview of the Proposed Change
British Gas is facing pressure from digital disruption, changing customer expectations, new competitors, and the UK government’s legally binding Net Zero 2050 target. To survive and stay competitive, the company must modernise its digital systems, improve customer service, and expand low-carbon energy solutions such as heat pumps, electric vehicle (EV) charging and smart home technology.
The proposed change plan focuses on digital transformation and environmental sustainability together because both areas support each other. Digital tools (such as AI, automation, and smart energy platforms) will help British Gas deliver green services more efficiently, while low-carbon technologies will help the company meet environmental laws and attract customers who want cleaner energy (BEIS, 2022).
This change plan aims to transform British Gas into a modern, innovative, low-carbon, customer-focused energy provider.
[bookmark: _Toc215827121]Strategic Objectives (Using SMART + McKinsey 7-S Alignment)
To make the change measurable, British Gas will use SMART objectives (Specific, Measurable, Achievable, Relevant, Time-bound).
The change will also be aligned using the McKinsey 7-S model to ensure structure, systems, skills, values, staff roles and leadership style work together (Peters & Waterman, 1982).
SMART Strategic Objectives
1. Modernise digital systems (Specific & Relevant)
2. Increase installation of low-carbon technologies including heat pumps, smart meters and EV chargers (Aligned with Net Zero)
3. Train 5,000 engineers in green skills by Year 2 (Measured Target)
4. Increase customer satisfaction rating by 20% within three years (Acheivable)
5. Reduce operational carbon footprint by 30% by 2030 (Time-bound)

McKinsey 7-S Alignment Example
Strategy: Digital + Net Zero transformation
Structure: More cross-functional teams
Systems: New AI systems, data analytics platforms
Skills: Digital skills, heat pump training
Staff: More green engineers and digital specialists
Style: Transformational leadership (Kotter, 1996)
Shared Values: Sustainability, customer focus, innovation
Using this model ensures the whole organisation moves in the same direction.
[bookmark: _Toc215827122]Implementation Plan Using Kotter’s 8-Step Model
Kotter’s (1996) model is widely used for guiding large-scale strategic change. It is ideal for British Gas.
Step 1: Create a sense of urgency
Explain digital risks, customer complaints, and Net Zero legal pressures.
Step 2: Build a guiding coalition
A cross-departmental leadership team will lead the transformation.
Step 3: Create a clear vision
"British Gas will become a modern, digital and low-carbon energy leader."
Step 4: Communicate the vision
Regular internal emails, meetings, training and digital dashboards will be used.
Step 5: Remove obstacles
Update old IT systems, reduce paperwork, provide training, and address resistance.
Step 6: Generate short-term wins
Examples:
· Improved app performance
· Successful pilot heat pump projects
· Faster customer service responses
Step 7: Build on the change
Expand digital systems, widen green technology installation.
Step 8: Anchor the change in culture
Update values, job roles, training and appraisals to reflect digital + green goals.
Kotter’s model ensures the change is systematic, well communicated, and supported.
[bookmark: _Toc215827123]Workforce Adoption Using the ADKAR Model
The ADKAR model (Awareness, Desire, Knowledge, Ability, Reinforcement) is ideal for British Gas because employees often fear technological change.
How ADKAR will be used:
Awareness: Explain reasons for digital upgrades and Net Zero (meetings, emails)
Desire: Show job security benefits, new career opportunities and training
Knowledge: Provide step-by-step training, workshops and online modules
Ability: Allow employees to practise using tools before full rollout
Reinforcement: Celebrate successes, reward good performance, give continuous feedback
This model supports employee motivation and reduces resistance to change (Hiatt, 2006).
[bookmark: _Toc215827124]Financial Plan
A realistic three-year budget is shown below.
	Category
	Estimated Cost

	AI systems and digital platforms
	£250 million

	Green technology expansion
	£300 million

	Workforce training
	£80 million

	Marketing + communication
	£20 million

	Contingency budget
	£50 million

	Total Estimated Cost
	£700 million



Digital automation will reduce long-term costs, while new green services will generate revenue (Centrica, 2023).
[bookmark: _Toc215827125]Communication Plan
British Gas will communicate the change using simple, consistent and frequent messages.
	Sender (Who)
	Receiver
(Who)
	Message Content (What)
	Channel (How)
	Frequency
	Purpose / Expected Outcome

	CEO & Executive Team
	All Employees
	Overview of digital transformation and Net Zero strategy (why change is needed, impact, timeline)
	Email announcement + Video message on intranet
	Monthly
	Build understanding, reduce uncertainty, align everyone with British Gas’ long-term goals

	Change Manager
	Department Managers
	Detailed change actions, team responsibilities, milestones
	MS Teams meetings + Written briefing pack
	Every 2 weeks
	Ensure consistent decoding of message, prepare managers to support their teams

	Department Managers
	Team members
	Team-specific instructions, training dates, new digital tasks
	Team meetings, toolbox talks
	Weekly
	Two-way communication, reduce noise, address fears and questions

	HR Department
	All Employees
	Training schedules, reskilling opportunities, support programmes
	Intranet portal, Email reminders
	Weekly
	Encourage participation in skills training and reduce resistance

	IT/ Digital Team
	Engineers & Field Staff
	New digital tools, app updates, troubleshooting steps
	App notifications + Short video tutorials
	Ongoing / When updates occur
	Ensure smooth digital adoption and reduce technical confusion

	Sustainability Team
	All Employees & Customers
	Net Zero 2050 steps, energy efficiency changes, green products
	Intranet for staff, Website + SMS for customers
	Quarterly
	Build awareness of sustainability goals and promote new low-carbon services

	Internal Communications Team
	All staff
	Updated FAQs, progress dashboards, success stories
	Intranet newsfeed + Digital dashboards
	Weekly
	Maintain clarity, show progress, strengthen motivation

	Customer Service Leadership
	Customers
	Changes to services, smart meter rollout, support options
	Email campaigns, SMS updates, Call centre scripts
	Ongoing
	Improve customer understanding and reduce service complaints

	Project Office
	Senior Leadership
	Progress reports, risks, budget updates
	Formal reports + Monthly executive meeting
	Monthly
	Enable leadership decision-making and keep the transformation on track




This communication plan follows the logic of the Shannon–Weaver Model, ensuring that information flows clearly from the sender to the receiver while reducing communication “noise.” Using multiple channels—such as email, team meetings, intranet pages and app notifications—helps British Gas reach both office staff and frontline engineers. Regular communication allows employees to decode messages correctly, reduces confusion, and encourages engagement with the digital and sustainability changes. This structured approach supports transparency, builds trust, and improves the overall success of the organisational transformation.
[bookmark: _Toc215827126]Training Plan
Training will focus on technical skills, problem solving and strong social judgement – key components of the Mumford model (Mumford et al., 2000).
The training will include Heat pump installation, AI and digital tools, Customer service behaviour, Leadership development, this connects leadership capability with technical change needs.
[bookmark: _Toc215827127]Risk Management
Force Field Analysis (Lewin, 1951) helps evaluate driving forces and restraining forces.
· Driving Forces
· Net Zero legal pressure
· Customer demand for faster service
· New competitors
· Government grants for heat pumps
· Restraining Forces
· Employee resistance
· High initial investment
· Skill shortages
· Legacy IT systems
The goal is to strengthen the driving forces and weaken the restraining forces.
[bookmark: _Toc215827128]Evaluation Plan
British Gas will evaluate the success of the change every six months.
Key Indicators:
1. Number of heat pumps installed
2. Customer satisfaction scores
3. System uptime
4. AI usage levels
5. Carbon emission reductions
6. Training completion rates
Kotter Step 7 (Building on change) and Lewin’s Refreeze stage align with continuous evaluation.
British Gas’s digital and low-carbon transformation will be driven through a structured, model-supported change plan. By applying Lewin, Kotter, ADKAR, McKinsey 7-S and Force Field Analysis, the organisation will move confidently towards becoming a sustainable, efficient and future-ready energy provider.
[bookmark: _Toc215827129]Conclusion
If British Gas implements the strategic change plan outlined in this report, the company is likely to see significant improvements in both performance and sustainability. Employees will become more skilled and confident with new digital systems and renewable technologies, reducing turnover and creating a more motivated workforce. Customers can expect faster, more reliable, and environmentally friendly services, improving satisfaction and loyalty. The adoption of low-carbon solutions and support for the UK’s Net Zero 2050 target will position British Gas as a leader in sustainable energy, enhancing its reputation and competitiveness in a market with increasing environmental expectations. By strengthening leadership capabilities and fostering a culture of innovation and collaboration, the company will be better equipped to adapt to future challenges and emerging technologies.
Overall, these changes will help British Gas remain relevant in a rapidly evolving energy market, support long-term business growth, and contribute positively to the UK’s environmental goals. The report demonstrates that with clear strategy, effective leadership, and employee engagement, British Gas can successfully navigate the changing energy landscape and secure a more sustainable and resilient future.
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