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Executive Summary 

British Gas HomeCare is a company that focuses specifically on providing a variety of maintenance services, which notably include boiler repairs, the installation of heat pumps, the setup of electric vehicle chargers, various electrical work, and plumbing services. As a subsidiary of British Gas, a pioneering utility company that was established in 1815, it functions under the larger umbrella of the Centrica organisation, which comprises several different companies. This report delves into British Gas HomeCare's ambitious objective of transforming into a comprehensive domestic service provider to significantly enhance customer satisfaction and bolster brand strength through offering all-inclusive packages, customised services, and an extensive network of proficient engineers and technicians. Nevertheless, the company is confronted with formidable challenges posed by larger competitors that provide similar services and local tradespeople who might offer quicker and more cost-effective solutions, alongside the looming risk of customer dissatisfaction. The report employs the PESTEL framework to thoroughly assess external influences, including political, economic, social, and legal factors. For a detailed internal analysis, it applies Porter's Five Forces model and concludes with a VRIO assessment to pinpoint the company's competitive advantages. Ultimately, the findings reveal that British Gas HomeCare enjoys a robust brand presence on a national scale. Still, it must remain alert to the threats posed by competitors introducing innovative or lower-cost services and the potential risk of losing dissatisfied customers to rival companies.
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1. [bookmark: _Toc184938575]Introduction

This report focuses on British Gas HomeCare, a segment of the larger Centrica corporation, which also encompasses British Gas. The report frequently discusses Centrica due to their shared strategic vision. British Gas HomeCare is essential within the retail sector and contributes to the company's diversification strategy, helping to establish a competitive advantage in a fast-evolving market (Oladimeji and Udosen, 2019). This topic illustrates the significance of each department in the organisation and its contribution to revenue enhancement, brand strengthening, and overall operational synergy. British Gas HomeCare provides boiler repair and maintenance services, plumbing and drainage, electrical coverage, and central heating, allowing customers to choose the most suitable package for their needs (British Gas, 2024). 

In light of the swift and continuous changes occurring globally, it is imperative for businesses to not only adapt but also embrace agile management strategies in order to maintain their competitive edge in the marketplace (Matarelli, 2018). To thoroughly assess the external factors that impact the company, the PESTEL analysis proves to be a highly effective instrument for scrutinising various political influences, such as government policies and initiatives aimed at achieving net zero emissions, as well as economic conditions that encompass inflation and rising prices, alongside the significant impact of technology in our contemporary society. 
The report delved into Porter's Five Forces, an analysis of industry competition that reveals British Gas HomeCare's rivalry with both local and larger companies, the potential threat from new entrants, and the pressure from buyers who consistently seek the best prices and services (Department for Business, Innovation and Skills, 2011).  
After this, the VRIO framework was applied to investigate internal strengths, including their brand reputation, specialised workforce, innovative technologies, and the ability of their organisational structure to endure strong competition. This assignment aimed to assess the strategic environment and industry-impacting factors, with the findings guiding recommendations to bolster British Gas HomeCare's strategic position. 
This analysis draws upon the insights presented in "The care of one" by McKinsey & Company (2020), which highlights that a company's future hinges on the tailored services it provides to its clientele, its ability to foresee, avert, and address issues proactively, and the technological tools it employs. 
2. [bookmark: _Toc184938576]PESTEL Analysis
 
Managers formulate strategies to plan and achieve their goals, utilising strategic management to convert these objectives into actionable steps, ultimately granting the company a competitive edge (Sinnaiah et al., 2023). It is crucial for a company's survival to adopt a strategic stance that effectively allocates resources and skills to address external challenges and seise opportunities (Whittington et al., 2020). In the view of Johansen (2007), although the future is unknown, one can take measures to be prepared.  PESTEL analysis provides the necessary information to develop strategic scenarios. 

 
2.1 [bookmark: _Toc184938577]Political 

British Gas aligns its operations with the standards set by the British government, focusing on the reduction of greenhouse gas emissions through the use of renewable and low-carbon energy sources, with a target of achieving net zero by 2050 (Burnett et al., 2024). The company aims to reach this target even sooner, potentially by 2045, by implementing heat pumps and hot water tanks and encouraging the adoption of electric vehicles, working collaboratively with its customers (British Gas, 2024). The government's financial support for individuals transitioning to heat pumps and solar panels enhances their ability to meet these goals (Ofgem, 2024). The energy price cap increased in 2024 and is set to rise again in January 2025, boosting the company’s profits (BBC, 2024; Lise et al., 2010). In 2023, British Gas directed these financial gains towards future green-focused growth and future investments (Centrica, 2023). The involvement of the British government through these grants makes these sustainable technologies accessible to the population and reduces energy bills depending on the size of the house (British Gas, 2024). However, regarding political factors, the windfall tax is displeasing to the managers of this company because part of the profits that could have been spent on investment and development have decreased (Williams, 2022). 
 
2.2 [bookmark: _Toc184938578]Economic 

Following the pandemic and Russia's invasion of Ukraine, prices have surged significantly, resulting in high household expenses.  The increase in prices not only impacts consumers' finances but also places strain on the overall economy, contributing to rising inflation rates and reductions in GDP, wages, and productivity (Oner, 2024).  British Gas Energy Trust, founded in 2004, has rendered aid to more than 700,000 individuals by issuing grants and has invested over £175.8 million in programs aimed at debt relief, energy efficiency upgrades, and other financial support mechanisms (Energy UK, 2023). When customers choose a monthly payment plan with British Gas HomeCare, they achieve financial stability, allowing them to predict and budget for fixed expenses while steering clear of sudden price changes during inflation. British Gas bolsters its reputation by highlighting its commitment to responsive customer service, offering discounts and personalised quotes that empower customers to manage their finances effectively (British Gas, 2024). 

[bookmark: _Toc184938579]2.3 Socio-cultural 
 
British Gas takes the initiative to contact nearly 2 million clients at or near retirement age, stressing the importance of applying for Pension Credit for those who meet the eligibility criteria. This campaign aims to resolve the issue of unclaimed benefits, as approximately 760,000 pensioners in the UK qualify for Pension Credit but do not currently receive it, leading to an estimated £166 million in unclaimed financial assistance (Centrica, 2024). British Gas emphasises its commitment to valuing its customers and recognising the trust they place in the company. The organisation aims to consider feedback while striving for efficiency and continuous improvement. This approach extends beyond customers to include employees, as evidenced by the implementation of the Employee Share Scheme, which serves to appreciate, retain, and motivate staff (Centrica, 2023). 
 
[bookmark: _Toc184938580]2.4 Technological  
 
British Gas acknowledges that automation and smart home technologies represent the future. With Hive thermostats, users can lower their energy costs by activating the heating at specific temperatures. They can manage the system remotely, including turning it off when no one is home (British Gas, 2024). The company encourages digital transformation through its apps, enabling users to schedule engineer appointments and efficiently manage their accounts (British Gas, 2024). The advancement of sensor technology represents a pivotal development in the “Internet of Things”, enabling devices to interact and gather data that assists organisations in forecasting potential challenges and enhancing operational efficiency by addressing issues proactively, ultimately benefiting consumers (Centrica Business Solutions, 2024). 
 
 
[bookmark: _Toc184938581]2.5 Environment 
 
British Gas places a strong emphasis on environmental sustainability and takes proactive measures to tackle pollution issues. The company offers electric vehicle charging stations and supplies a range of devices that allow users to turn off their heating systems when they are not at home, which helps lower carbon emissions. Their strategic goal is to achieve net-zero operations by 2045 while supporting customers in reaching net-zero by 2050 (Centrica, 2023). The government supports a new initiative in collaboration with British Gas called the Boiler Upgrade Scheme (BUS), which encourages the replacement of conventional central heating systems with heat pumps (British Gas, 2024). To facilitate this transition, the program provides a financial incentive of £7,500. Additionally, British Gas has launched a similar program, the Warm Home Promise, aimed at assisting customers in moving towards more environmentally friendly heating solutions, demonstrating its dedication to replacing gas boilers with sustainable alternatives (Centrica, 2023). 


[bookmark: _Toc184938582]2.6 Legal 
 
British Gas prioritises the protection of customer data in line with GDPR regulations, ensuring that all customers can easily access their terms and conditions. By adhering to the Code of Practice for bills and payments, the company guarantees that its billing practices are fair, clear, and accessible to consumers (British Gas, 2024). The annual report on consumer complaints demonstrates British Gas's dedication to fulfilling the requirements set by the Gas and Electricity (Consumer Complaints Handling Standards) Regulations 2008 (British Gas, 2024). In 2017, the energy regulator Ofgem required British Gas to pay £9.5 million in compensation due to a billing system that produced incorrect invoices for its business customers (Megaw, 2017). Ofgem has declared its intention to monitor complaints associated with the recent improvements in information technology (Ofgem, 2023).  Another legal requirement introduced in recent years, 2019 by the British government and which British Gas is one of the companies that must adhere to is Streamlined Energy and Carbon Reporting (SECR) and which aligns with the new requirements which help the UK achieve its net-zero carbon emissions target by 2050 (British Gas, 2024). 
 
[bookmark: _Toc184938583]3. Porter’s Five Forces 
 
[bookmark: _Toc184938584]3.1 Competitive Rivalry 
 
After examining the macroenvironmental factors affecting British Gas, managers can utilise Porter's framework to better understand the company's positioning within the industry. Mastering this framework helps maintain a competitive edge and emphasises the significance of implementing the right strategy (Magretta, 2011). According to Magretta (2011), competition revolves around uniqueness rather than simply being the best. British Gas resonates with this perspective, asserting it is "uniquely and brilliantly placed to help make real progress" (British Gas, 2024). With over 200 years in the industry, British Gas serves millions of homes and businesses in the UK, leading as the top boiler installation company (British Gas, 2024). Furthermore, clients can access a range of services known as Homecare cover packages, which provide them with the "largest force of expert engineers" to ensure their peace of mind (Plews, 2023). Centrica's official document (2023) highlights that competition benefits consumers by allowing them to select the company that best meets their needs. A report from Chris O'Shea indicates satisfaction with British Gas's performance, noting an increase in consumer satisfaction and a higher customer retention rate while emphasising the goal of attracting new customers soon (Centrica, 2023). Elston (2024) points out that other companies, such as Boiler Central, 24/7 Home Rescue, and Hometree, offer superior services compared to British Gas regarding home cover and boiler service. Conversely, Allison (2023) recommends British Gas as the most comprehensive option for home emergency cover, although Hometree is recognised as the most trustworthy. 
 
 
[bookmark: _Toc184938585]3.2 Threat of New Entrants  
 
New entrants into the market are intricately connected to the dynamics of competition and should be taken into account, as they possess the potential to penetrate the market to seise market share, which can subsequently lead to price fluctuations, either increasing or decreasing (Porter, 1980). The author (1980) emphasises that when a new entrant confronts formidable competitors equipped with significant resources, they may face aggressive retaliation from these more dominant adversaries. The capacity for a new company to successfully enter the market is contingent upon various factors, including the level of competition, regulatory considerations, sourcing and delivery mechanisms, and overall costs (Johnson et al., 2017). At present, British Gas HomeCare does not encounter any emerging competitors that pose a threat to its established market position, as it primarily competes against well-established rivals such as Octopus Energy, E.ON, and Scottish Power, all of which provide a similarly wide array of maintenance services (Gallizzi, 2024). Porter elaborates on the concept of diversification through the acquisition of companies operating in entirely different sectors, which enhances brand positioning, which can be considered  "as entry even if doesn't add a competitor in the literal sense" (Porter, 1980, p. 32). In 2004, British Gas undertook a series of acquisitions, including that of Dyno-Rod, a company specialising in plumbing and drainage services, which enabled them to expand their footprint within the on-demand service sector (Centrica, 2004). 
 
[bookmark: _Toc184938586]3.4 Bargaining power of buyers 

Customers hold the ability to request additional services, negotiate lower prices, or switch to competing companies (Harvard Business School, no date). British Gas HomeCare primarily serves individual customers. It prioritises customer satisfaction and enhances it by heavily investing in call centres staffed with trained professionals who provide reliable support (Centrica, 2023). In the first half of 2023, British Gas received over 348,000 complaints, but by 2024, improved services helped reduce this number by nearly 50% (British Gas, 2024). To keep their customers happy and loyal, British Gas offers various packages (such as heat pumps, Hive thermostats, and solar panels), runs competitions, and provides discounts for Blue Light cardholders and members of the Defense Service (British Gas, 2024). British Gas provides assistance to vulnerable individuals, including those with health issues, allowing them to enrol in the Priority Service Register (British Gas, 2024). The company established the British Gas Energy Trust, an independent entity that supports families facing energy debts and offers grant applications. Through partnerships, British Gas contributes to community welfare. Collaborating with NatWest, Places for People, Sero, and Tallarna, British Gas aims to transform the retrofitting of 1,000 social housing units (Centrica, 2024). In terms of performance, British Gas received the Best Overall Improvements award in 2024 and enhanced its Trustpilot rating, leading to better customer service and an improved app, as per customer feedback (British Gas, 2024). The strategic report highlights that the company distinguishes itself from competitors and that customers express overall satisfaction with Homecare Services (Centrica, 2023). 
 
[bookmark: _Toc184938587]3.5 Bargaining Power of Suppliers 

According to Ecobici (2024), suppliers can raise prices when there is a strong demand for their products. The strategic report highlights that suppliers are selected through thorough evaluations, including site audits and surveys, ensuring they maintain fair practices regarding product quality (Centrica, 2023). Additionally, the report emphasises the ongoing collaboration between the company and its suppliers, with continuous monitoring to ensure that partners uphold high standards and appropriate measures will be taken if they fail to do so. The same document notes that investing in trained apprenticeships in low-carbon technologies is a forward-looking strategy, eliminating the need to rely on external companies in the future (Centrica, 2023). 
 
[bookmark: _Toc184938588]3.6 The threat of substitutes 

Johnson et al. (2017) defines substitutes as products or services that deliver equivalent benefits but differ in form and that managers typically evaluate competitors within their industry, often neglecting the threats posed by substitutes. British Gas actively invests in green technologies, including heat pumps, hydrogen boilers, Hive thermostats, EV chargers, and battery solutions, to assist customers in achieving net-zero emissions by 2050 (Centrica, 2023). By offering innovative solutions such as energy-efficient heating systems, renewable energy integration, and smart home technologies, British Gas positions itself as a leader in the transition to a low-carbon future. This focus on sustainability, coupled with a strong reputation, reduces the risk of facing significant competition from substitutes in the market (Centrica, 2023). However, services like TrustATrader, and Checkatrade, which provide customers with quick and flexible options without a monthly commitment like British Gas, may pose a threat, but large companies utilise their financial resources and software to suppress competition (Bessen and Frick, 2018).

3. VRIO  

The VRIO framework functions as a mechanism for internal analysis, enabling organisations to scrutinise their resources and capabilities to ascertain their capacity for achieving and preserving a competitive advantage (Barney and Hesterly, 2018). The author argues that if a company uses its resources and capabilities to invest in opportunities and eliminate threats, it will see results in greater profit margins. 
 
[bookmark: _Toc184938589]4.1 Value  

To generate value for consumers, companies must secure a sustainable competitive advantage, which leads to customer satisfaction and, consequently, business prosperity (Saloner et al., 2001; Cater, 2003). Organisation achieve this advantage by leveraging their internal capabilities while considering external factors (Srivastava et al., 2001). British Gas identifies its unique workforce, widely recognised brand reliability, extensive distribution efforts, and commitment to zero-carbon energy as key competitive advantages (Centrica, 2023). The company also views the optimisation of smart home devices, data analytics, and innovative practices that provide high-quality services, such as personalised packages, as competitive advantages over industry rivals (Centrica, 2023). The British Gas Boiler IQ, a sensor that detects malfunctions and is monitored in real-time by engineers who notify customers, represents a valuable service that distinguishes the company from others in the market (Energy Company Numbers, 2023). Additionally, the Priority Services Register assists customers with visual impairments by offering Braille or audio letters and video interpretation for British Sign Language users, showcasing the company's commitment to all customers through innovative services (British Gas, 2024). According to Barney and Hesterly (2018), British Gas HomeCare has achieved a competitive advantage, which contributes to the company's added value, as evidenced by its transition from losses in 2022 to significant profits in 2023(Centrica, 2023). However, Makortoff (2024) notes that this profit surge primarily resulted from Ofgem's increase in the energy price cap. 
 
[bookmark: _Toc184938590]4.2 Rare  

In 2024, British Gas partnered with Mixergy to provide smart hot water tanks that users can control via an app or voice commands. These tanks heat water five times faster and consume about 40% less energy (British Gas, 2024). This innovative technology gives British Gas a temporary edge over competitors like Scottish Power, which lacks such devices but offers its clients similar products like the Smart Immersion Controller, but with less technological integration (Scottish Power, 2024). By introducing its own product line, Hive, a subsidiary of British Gas and the leading smart heating technology brand in the UK, establishes a unique resource that grants a temporary competitive advantage (British Gas, 2024). The rollout of Hive smart meters, Hive sockets, and Hive EV charging, complemented by installation services from expert engineers, adds significant value to the company (British Gas, 2024; Centrica, 2015). Their strategic report highlights additional opportunities in carbon capture, usage, and storage (CCUS) and hydrogen technologies, which could significantly reduce emissions and offer a realised temporary competitive advantage if British Gas adopts them earlier than competitors (Centrica, 2023). Last year, British Gas partnered with Glen Dimplex Heating & Ventilation to introduce a cutting-edge technology that changes the traditional storage heater into a heat battery. This initiative aims to facilitate the electrification of heating in buildings, thereby offering them a significant competitive edge (Centrica, 2023). 
  
[bookmark: _Toc184938591]4.3 Imitability 

Imitability represents a scarce resource that can be fleeting if it is easily replicated (O'Riordan, 2006). Although British Gas HomeCare launched much later, we must acknowledge its unique asset: a brand heritage spanning over 200 years, which no one can replicate. British Gas boasts a nationwide network of engineers and technicians, translating to significant financial, temporal, and resource advantages. In contrast, Octopus has initiated a new installer partnership program that employs individuals already trained to install its products. Both companies offer similar services, but customers prioritise price and service efficiency (Octopus, 2024). Being part of a large corporation allows British Gas to provide a wider array of services, a capability smaller firms lack (Staples, 2022). British Gas focuses on customer satisfaction and invests heavily in technology, reflecting strategies similar to Octopus's. However, Octopus has emerged as the largest electricity supplier this year, successfully attracting new customers and indicating that British Gas can be replicated and are not intangible (EIBI, 2024). The article does not specify how many Homecare customers switched to the competing company. 
4.4 Organisational support  

British Gas articulates its dedication to achieving net zero by leveraging renewable technologies, helping customers live sustainably throughout the winter, and nurturing a workplace environment where all employees can flourish (Centrica, 2023). As outlined in their report, the company points out that supporting suppliers is crucial for maintaining a reliable supply of services and solutions for customers, contributing to business growth and well-being programs. However, not everything is flawless; Ofgem's 2023 report indicates it launched an urgent investigation into British Gas's practices regarding vulnerable customers. The table presented below illustrates the resources and capabilities that either confer a lasting competitive edge or are merely transient until competing firms can develop or acquire the necessary competencies to undermine British Gas's advantage. 
   
British Gas HomeCare VRIO’s Analysis 


	Resource or Capability   
	Valuable  
	Rare  
	Inimitable and non-substitutable  
	Organised to Exploit  
	Impact on Competitive Advantage  

	Brand    
	Yes   
	Yes   
	Yes   
	Yes   
	Realised Sustainable Competitive Advantage  

	Personalised packages   
	Yes   
	Yes   
	Yes   
	Yes   
	Realised sustainable Competitive Advantages  

	Mixergy Smart water tanks   
	Yes   
	Yes   
	No    
	Yes   
	Realised Temporary Competitive Advantage  

	Data analytics  
  
	Yes  
	Yes  
	No  
	Yes  
	Realised Temporary Competitive Advantage  

	Boiler IQ   
	Yes   
	Yes   
	No   
	Yes   
	Realised Temporary Competitive Advantage  

	Workforce  
	Yes  
	Yes  
	No  
	Yes  
	Realised Temporary Competitive Advantage  

	Dimplex Quantum Storage 
	Yes 
	Yes 
	No 
	Yes 
	Realised Temporary Competitive Advantage 

	Hive Products 
	Yes 
	Yes 
	No  
	Yes 
	Realised Temporary Competitive advantage 


[bookmark: _Toc184945330][bookmark: _Toc184945576]Table 1 British Gas HomeCare VRIO Analysis



[bookmark: _Toc184938592] 5. Strategies 

A company's strategy encompasses its mission, values, and vision for achieving goals. For British Gas, this means prioritising customer care, demonstrating courage, collaborating with customers and suppliers, fulfilling commitments, and remaining adaptable (Centrica, 2023; Whittington et al., 2020).  

[bookmark: _Toc184938593]5.1 Net zero 

Centrica (2023) identified British Gas HomeCare as a component of their retail segment within their business model and strategy. Their goal is to deliver exceptional customer service and experiences, assist customers in finding the best deals, and promote carbon footprint reduction through innovative technologies, all while addressing customer needs. This approach aligns with British Gas HomeCare's future strategy to pursue zero-carbon initiatives (Centrica, 2023). Engaging in green energy projects and effectively communicating these efforts to customers will enhance brand loyalty and boost profits (Kasradze et al., 2023). The chosen strategy aligns well with the British government's commitment to tackling climate change through renewable energy sources, with a target of achieving net zero by 2050, eliminating public infrastructure barriers, and implementing new regulations concerning the water sector, biological diversity and home insulation (UK Parliament, 2024). 

[bookmark: _Toc184938594]5.2 Partnership  

In a strategic partnership, British Gas and Toyota have launched Toyota HomeCharge, an initiative focused on increasing electric vehicle usage by providing the first domestic wall box charge point (Centrica, 2024). This technology can stimulate job creation in the UK economy. At the same time, customers will find heat pumps more cost-effective in the long run but incur greater installation costs. However, government financial assistance is vital for the success of this initiative (Climate Action, 2022; Casalis, 2024). 
[bookmark: _Toc184938595]5.3 Diversity and inclusion jobs 

To strengthen its workforce, British Gas plans to recruit apprentices daily until 2030, anticipating a growing need for positions in this industry. The management is focused on promoting gender diversity, with a goal of having half of the new hires be women and highlighting that 40% of their workforce is over 30 (British Gas, 2024). 

[bookmark: _Toc184938596]5.4 Improving customer service 

Despite the advancements in customer service over the past year, additional efforts are required to continue this trend (Centrica, 2023). By utilising a robust customer relationship management (CRM) system, businesses can offer tailored services, enhance revenue potential, decrease expenses, and maximise effectiveness with minimal resources, which will aid in drawing in new customers and gaining insights into the preferences of existing ones (Ruchi, 2014). 

[bookmark: _Toc184938597]5.5 Diversification and risk management 

The strategy must prioritise diversification, enabling the company to respond effectively to external changes, manage risks, foster long-term growth, and enhance its brand reputation (Buzhymska et al., 2024). The previous discussion highlighted the acquisition of various firms and the launch of new products, including heat pumps, smart water tanks, smart thermostats, and new applications. Recently, Centrica has also mentioned solar farms and battery storage assets, which could potentially impact HomeCare by integrating these renewable energy initiatives to offer new service options (British Gas, 2024). Additionally, the strategic report incorporates risk management, addressing HSE and financial aspects, and emphasises the importance of "assessing and mitigating data security risks amidst evolving geopolitical conditions" (Centrica, 2023). However, Juhola et al. (2024) point out that many companies consider extreme weather events and their consequences, shifts in government policies, and market risks, yet it remains nearly impossible to fully grasp the damages caused by complex systemic risks, such as "cross-border impacts or cascading risks," (p.1906) including the possibility of another pandemic. 
 
[bookmark: _Toc184938598]6. Wider implications of strategies 
 
The strategy's broader implications are evident in various organisational departments, and effective leadership should encompass technical, human, and conceptual skills, as per Katz (1974). The chairman announced that the company has successfully improved its performance by concentrating on individual priorities and defining its future direction while stressing the importance of continuous learning and adaptability (Centrica, 2023). British Gas fosters a culture that values collaboration, creativity, and adaptability by centring its efforts on customers and communities and promoting a diverse and engaged workforce (Centrica, 2023). For example, the shift from gas boilers to heat pumps provides quick installation, expert advice, a 5-year warranty, and a money-back guarantee if the temperature does not match traditional systems, serving as a strategic marketing approach (British Gas, 2024). This alignment encourages innovation by supporting new ideas and agile practices, effectively allowing the organisation to address challenges and progress towards the net-zero objective. This commitment to innovation promotes sustainable solutions, integrates renewable energy into its products, and solidifies the company's leadership in sustainable energy (British Gas, 2024). By maintaining ethical practices and transparency, the company builds stronger relationships with stakeholders, including customers, employees, and communities, thereby fostering long-term trust and loyalty (Centrica, 2023) 
 
[bookmark: _Toc184938599]7.Conclusion 
 
British Gas HomeCare has clearly illustrated its significance within the broader framework of British Gas, showcasing a shared commitment to ensuring customer satisfaction. This dedication is evident through their ongoing efforts to enhance the quality of services provided to their clientele. They are actively expanding their workforce by establishing new call centres, which allows them to deliver a more personalised experience. Additionally, they are offering vital support and financial assistance to those who find themselves in challenging situations. Furthermore, British Gas is engaging with local communities, educating them on improving their energy efficiency (British Gas, 2024). Regarding innovation and environmentally friendly technology, British Gas provides a range of products, including smart thermostats, smart electric vehicle chargers, smart radiator valves, smart plugs and lighting, smart meters and heat pumps. These energy-efficient products are designed to guide customers on their path toward achieving net-zero emissions. British Gas HomeCare actively maintains and installs these devices while providing promotional packages that include these innovative technologies for customers (British Gas, 2024). The company also emphasises its commitment to employees and suppliers, focusing on employee well-being, diversity, training, and the bonuses awarded as a form of recognition (Centrica, 2023). Additionally, British Gas values its suppliers as stakeholders, acknowledging their crucial role in the organisation's success (Centrica, 2023). 
 
[bookmark: _Toc184938600]8.Recommendations 

Given that Octopus Energy has surpassed British Gas to become the leading electricity supplier, it is essential to investigate the factors contributing to this shift, the strategies they employed that differed from British Gas, whether this outcome was anticipated or surprising, and if there are any strategies that could help British Gas reclaim its market leadership (EIBI, 2024). This development has had an implicit impact on British Gas. In terms of innovation, British Gas has yet to adopt available technologies like Smart grid and high voltage transmission, which could provide them with a sustainable competitive edge; this can be evaluated through the balanced scorecard framework (Bucher, 2017; Kaplan and Norton, 1992). In terms of marketing strategies, companies can provide incentives to current customers who refer new clients, which may involve a single offer or multiple offers based on the number of referrals (Ballestar et al., 2019).  
British Gas's customer acquisition strategy rewards current clients with vouchers for successfully referring new customers. Both existing and new customers can receive financial incentives or Amazon vouchers (British Gas, 2024). Additionally, British Gas could consider establishing partnerships, such as with Apple, to offer discounted mobile phones to customers who purchase their products or services or to collaborate with a broadband provider for similar promotional opportunities. Despite enhancements in customer service, businesses must maintain their focus on this area, as satisfied customers tend to remain loyal, and acquiring new customers is generally more expensive than retaining existing ones (Khadka and Maharjan, 2017). Additionally, businesses continue embracing digital transformation to enhance overall performance, achieve better results, boost operational efficiency, and facilitate easier resource access (Yu et al., 2024).  
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