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Executive Summary
Centrica plc's British Gas division provides energy and residential services to a large portion of the United Kingdom. It maintains boilers, provides power and handles gas for millions of people. Sales, customer service, and answering general enquiries all come from the company's call centre. Market value-added services, answer consumer calls, and resolve their enquiries in my role as a call centre advisor. Working on the front lines like this helps identify persistent operational problems that have a negative impact on agent productivity and customer satisfaction. The massive amount of recurrent enquiries, frequently brought about by inadequate initial resolution, poses a significant challenge to contemporary operations. Customers are irritated, wait times are extended, and call centre employees are stressed out as a result. The availability of information is uneven, agents have poor real-time assistance tools, and they have limited visibility into call histories. An AI-driven real-time agent assist system that connects to customer relationship management software is what I propose. In real time, advisors would be able to access client sentiment analysis, solution suggestions, and context-relevant prompts through this technology. Improving customer happiness, decreasing handling time, and increasing first-call resolutions are the goals of this notion. Based on the 4Ps model proposed by Tidd and Bessant, the concept is a process innovation. Using Lewin's Force Field Analysis, we were able to determine its feasibility and identify major motivators, such as enhanced customer experience and operational efficiency, and manageable constraints, such as challenges with system integration. British Gas' innovation-friendly climate might be a boon to implementation, according to the report.
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[bookmark: _Toc206944368]1. Introduction to the Organisation and Role
[bookmark: _Toc206944369]1.1. Overview of British Gas
Among the UK's energy companies, British Gas is one of the best-known. The energy and gas needs of millions of homes and businesses in the United Kingdom are met by British Gas, a subsidiary of Centrica plc. Boiler servicing, heating insurance and emergency repairs are all services provided by British Gas. The company fights for market dominance in a controlled, cutthroat field. Superior customer service, streamlined operations, and fresh ideas are essential for this (Afiat and Rijal, 2023). Through advocating for sustainable energy practices, digital technologies, and smart energy consumption, British Gas assists the country in reaching net zero. This is in addition to the energy it provides. An integral part of British Gas's business model is its customer service operations. A vast network of call centres typically handles these, and they are vital for sales, customer service, and other related issues (Shah et al., 2023). Call centres are vital to a company's image and bottom line because they are the initial point of contact for many consumers. 
[bookmark: _Toc206944370]1.2. Description of My Role
I work as an Inbound Call Centre Advisor for British Gas's customer care department. Answering calls from clients in their homes, I take care of issues with billing, service, products, and complaints. It is critical to guarantee that all customers receive prompt, polite, and accurate service. In addition to resolving customer complaints, I need to discover strategies to upsell and cross-sell services and products, such as boiler covers and smart meters. 
[bookmark: _Toc206944371]1.3. Operational Challenges
There are a lot of obstacles for company operations to overcome in this setting. Long wait times and tension for both personnel and customers are constant results of the consistently high call volumes. It might be challenging to strike a balance between speed and quality when dealing with tough or angry customers. Burnout is frequent among employees, particularly when dealing with high demand or systems that are slow or sluggish (Bakker et al., 2021). The level of effort required to meet upselling goals while still satisfying customers' needs is high. There needs to be a fresh approach to these problems if we want to increase productivity, delight customers, and speed up processes.
[bookmark: _Toc206944372]2. Critical Analysis of the Importance of Creativity and Innovation to the Sector
[bookmark: _Toc206944373]2.1. Overview of the UK Energy Sector
The energy sector in the UK is experiencing a period of fast transformation due to factors such as new technologies, environmental regulations, and evolving consumer demands. Energy providers like British Gas, operating in a deregulated market, need to adhere to sustainability, affordability, and dependability regulations set down by the government (Chowdary et al., 2025). Considering how tightly regulated the energy sector is. Increased operational efficiency, decreased costs, and enhanced service quality without compromising compliance or customer satisfaction is a tall order for businesses. A new technological revolution is the engine that propels this fundamental shift. Electronic self-service portals, smart meters, and alternative energy sources are helping energy businesses maintain their relevance (Das, 2024). Standard utility services and the United Kingdom's net-zero goals are the responsibility of the energy sector. The need for innovative solutions and better services has increased as a result. 
[bookmark: _Toc206944374]2.2. Importance of Innovation in Call Centres
To contact their clients, energy companies rely on call centres. Billing enquiries, technical difficulties, customer complaints, and upselling supplementary services are all part of their job description. Client satisfaction is an important metric for success in the energy sector. With the help of innovation, call centres are able to control expenses, give continuous value to customers, and boost efficiency (Wirtz, 2020). Chatbots driven by artificial intelligence, sentiment analysis, and improved customer relationship management systems are quickly being implemented to improve efficiency, lessen agent weariness, and offer more customised service. High call volumes, lengthy response times, and worker fatigue are some of the sector concerns that these technologies can help with. Customer value and performance are both improved when call centres implement new processes and services. Call centres are turning into value producers for customers because of innovation. In spite of internal limitations like strict KPIs and limited autonomy, creative call centres can triumph over them (Lloyd, 2020). Because of this, call centres can offer proactive customer service that aims to solve problems. 
2.3. Tidd & Bessant (2018) and the Value of Incremental Innovation
Innovation can be subtle, enhancing preexisting services and procedures (Tidd and Bessant, 2018). Enhancements to knowledge base access or automated scripting are two examples of targeted process changes that can have a significant impact on customer service in a call centre. Improving the quality of service is British Gas's goal, and innovation, which is defined as "doing what we do, but better," fits the bill. 
[bookmark: _Toc206944375]2.4. Theoretical Frameworks Supporting Innovation
To better understand the impact of company culture on innovation, consider Dobni's Innovation Culture Framework. Leadership buy-in, readily available resources, and a willingness to take risks are key tenets of the paradigm. Frontline workers at British Gas would be able to propose and execute process improvements in an innovative culture, which would boost morale and productivity (Yeshitila et al., 2021). It is important to differentiate between disruptive and incremental technologies. Completely automated service platforms have the potential to transform call centres in the long run, but for the time being, more practical improvements, such as real-time agent support tools, are preferable. These innovations are less difficult to adopt, encounter less resistance, and boost operational effectiveness and consumer delight. 
Conclusion
To thrive in a dynamic market, energy companies must constantly innovate and be creative. British Gas customer service call centres are more efficient, happier, and more devoted to their customers as a result of innovation. By embracing a mindset of constant improvement and implementing small but significant advances, British Gas can strengthen its operational resilience and remain competitive in the long run.
[bookmark: _Toc206944376]3. The ‘4 Ps of Innovation’
[bookmark: _Toc206944377]3.1. Understanding the 4Ps Model of Innovation
The 4Ps of Innovation framework, developed by Tidd and Bessant (2018), categorises innovation into four distinct dimensions: Product, Process, Position, and Paradigm. This model helps organisations understand where innovation is taking place and what kind of change is being introduced. The goal of product innovation is to address customer needs by developing or enhancing items already on the market. In order to maximise efficiency and decrease operational costs, process innovation enhances the supply of services or products (Bag et al., 2020). The term "position innovation" refers to a shift in the way a product or service is perceived by an emerging market segment. Finally, "paradigm innovation" describes a dramatic shift in the fundamental ideas or business models of a company, which frequently impacts its day-to-day operations (Nguyen and Hoang, 2021). Businesses can better comprehend and categorise their ideas with this method. In order to thrive in today's dynamic business climate, more and more organisations are utilising a combination of these strategies.
[bookmark: _Toc206944378]3.2. Classification of the Proposed Idea: Process Innovation
The real-time agent help system that is driven by artificial intelligence and is used in the British Gas call centre is an example of a process innovation (Enemosah, 2021). This solution offers live assistance to advisors during contacts with customers, which has the potential to transform engagements with customers. Real-time analytics will be utilised by the technology in order to provide representatives with hints, answers, and emotional tone analysis in order to assist them in resolving issues on the very first contact. Numerous calls to British Gas result in repeated interactions because the solutions provided are either insufficient or inaccurate. By implementing this innovation, live call decision-making would be enhanced, operations would be streamlined, and cognitive load on workers would be reduced (Kudyba et al., 2020). By achieving the goal of "doing what we do, but better," as stated by Tidd and Bessant (2018), this would result in a reduction in the average handling time (AHT), an increase in the level of satisfaction experienced by customers, and an improvement in the efficiency of the call centre. 
[bookmark: _Toc206944379]3.3. Potential Paradigm Shift
Although Process Innovation is the primary classification, Paradigm Innovation is also something that should be taken into consideration. When applied in live consumer encounters, artificial intelligence tools have the potential to challenge the views held by call centres that call quality is only determined by their level of experience (Buhalis and Moldavska, 2022). This modification has the potential to establish a culture that is data-driven and proactive, in which agents perceive technology as a tool rather than a threat. This shift in mentality may have an effect on the operational strategy and performance measures of the organisation over time. In conclusion, the majority of the innovations that were delivered were Process Innovations, and they also included Paradigm Innovations, which reflected a more profound culture shift inside the call centre technology.
[bookmark: _Toc206944380]4. Creativity Process Used
[bookmark: _Toc206944381]4.1. Introduction to the Creativity Process
Disciplined innovation was necessary to provide British Gas's call centre with the innovative solution it needed to increase operational efficiency (Widdicks et al., 2023). I wanted to find a way to decrease the number of times customers had to call and increase their happiness because of how quickly and purposefully the company moves. Brainstorming, mind mapping, SCAMPER, and Wallas' Four-Stage Model of Creativity were my tools for the job.
[bookmark: _Toc206944382]4.2. Application of Wallas’ Four-Stage Model
1. Preparation
The first step was to take stock of the difficulties I face daily in my role as an advisor for a contact centre. The discomfort caused by frequent calls due to unanswered enquiries became apparent after informal conversations with coworkers and personal observations. Due to the prior agent's lack of contextual knowledge or inability to resolve the issue, customers frequently had to repeat the call. The result was a spike in calls but a decrease in happiness among both customers and agents (Altman et al., 2021). 
2. Incubation
I allowed the problem to "sit" throughout incubation while I looked into how other companies dealt with comparable situations. Artificial intelligence (AI) and real-time analytics were the primary research foci of my dissertation. According to my research, a number of businesses have implemented sentiment detection or real-time prompts to improve operators' performance in live chats. This is when my mindset had to shift from being reactive to being proactive (Shahin et al., 2024).
3. Illumination
The realisation that an AI-powered Real-Time Agent Assist System could solve the issue I was seeing finally hit me. Connecting with British Gas's CRM was my goal for a solution that could provide agents with timely, relevant advice while on the phone. In order to implement this system, real-time analytics, consumer sentiment, and past data would be utilised. Because of this, agents may be able to fix problems on the first try, which would be great for both efficiency and the consumer. As part of my mind mapping process, I sketched out a basic representation of the central concept. I arranged my thoughts according to "support tools," "real-time help," and "customer resolution." 
4. Verification
Phase three involved me honing the plan with an eye on cost, system compatibility, and data protection. I was able to accomplish this by checking in with my coworkers and going over their comments. To find out whether the current assistance scripts or manual knowledge bases could be enhanced or replaced by an automated aid system, I utilised the Substitute and Adapt approach of the SCAMPER process. I also thought about doing a modest test project to see if the proposal would work without spending a lot of money up front. 
[bookmark: _Toc206944383]4.3. Iterative and Reflective Thinking
Throughout the creative process, I found myself going back to earlier stages to check my assumptions and investigate other possibilities. After some initial thinking, the idea was refined into a set of implementable features. Included were pop-ups that the agent encouraged, automatic alerts for emotional tone, and smart ideas for escalating the situation. We made sure the solution was practical for the call centre setting, grounded in operational concerns, and innovative by using an iterative and reflective approach. I was able to offer British Gas a fresh and suitable answer for their call centre operations by combining structured creative ideas with practical techniques.
[bookmark: _Toc206944384]5. Lewin’s Force Field Analysis – Evaluation of the Idea
[bookmark: _Toc206944385]5.1. Introduction to Lewin’s Force Field Analysis
The effectiveness of change initiatives can be assessed using Kurt Lewin's Force Field Analysis, a method for strategic decision-making. The model considers all potential changes in light of the driving and restraining factors involved (Christiansen and Vidskjold, 2023). Change can only be successful if it either strengthens motivating factors or weakens constraining ones. Because it shows both the possibilities for and the challenges of implementation, this tool is great for evaluating business innovation proposals. I tested my AI-powered Real-Time Agent Assist System with British Gas's call centre using Force Field Analysis. Technology like this increases happiness among customers, decreases customer contact, and improves first-call resolution. To do this, it provides agents with contextual guidance and real-time prompts while they are on the phone (Pacella et al., 2024). 
[bookmark: _Toc206944386]5.2. Driving Forces
· Improved Customer Experience: Customers are more satisfied as a result of the system's ability to resolve their concerns more quickly and accurately, thanks to the real-time support it provides to call centre operators (Burnett and Lisk, 2021). 
· Cost Savings: Call volume and operational costs associated with manpower can be decreased by improving average handling time (AHT) and decreasing the number of repeated calls. 
· Increased Operational Efficiency: The system streamlines processes by eliminating the need for time-consuming manual troubleshooting and offering instantaneous access to pertinent data and ideas. Instantaneous information is provided to do this (Aslam, 2023).
· Management Buy-in Potential: Leadership at British Gas places a premium on data-driven innovation with a solid basis in rationale because of the company's dedication to digital transformation and operational success (Prestidge, 2022). Since the solution satisfies both strategic and customer service objectives, it is more probable to receive support from management. 
[bookmark: _Toc206944387]5.3. Restraining Forces
· Implementation Costs: There can be a hefty price tag associated with AI software, CRM system integration, and license costs. 
· Staff Resistance to Change: In the minds of some employees, the prospect of job loss or increased surveillance brought about by automation raises red flags and dampens morale. 
· Training Time and Resource Allocation: In order to make good use of the new technology, employees will require extensive training. More investment may be necessary, and there may be a short-term impact on manufacturing (Demirkan et al., 2022).
· System Limitations: Integration problems with the IT infrastructure could impede deployment or restrict functionality if older technologies are incompatible (Ogunwole et al., 2023). 
[bookmark: _Toc206944388]5.4. Strategies to Strengthen Driving Forces
Leadership and frontline employees need to know how the system will benefit the company in order to increase driving forces. System use will be enhanced by this. In order to establish trust, pilot programs could demonstrate anticipated improvements in first-call resolution rates, customer satisfaction, and cost savings. Increasing management's support for innovation is possible by connecting it to the company's objectives, such as digital transformation and improved ESG performance via efficient energy support services. Businesses can accomplish this by integrating innovation into their overall strategy (Zhao et al., 2023).
[bookmark: _Toc206944389]5.5. Strategies to Reduce Restraining Forces
To cut down on implementation expenses, the project might be started in stages or with a pilot. Before expanding, test the waters with a small call centre crew to see how the project goes and how much money you can make. Employees' hesitation can be overcome by open communication and their participation in development. By incentivising early adopters and presenting the system as an adjunct rather than a replacement, the company hopes to increase acceptance. Simultaneously with deployment, user-friendly interfaces and continuing micro-training modules can be offered to shorten training duration (Díaz Redondo et al., 2021). To lessen IT worries, get the IT staff involved early on to find integration problems and compatible platforms. 
[bookmark: _Toc206944390]Conclusion: Assessing Viability
The Force Field Analysis suggests that British Gas might use the Real-Time Agent Assist System, which is powered by artificial intelligence. When backed by well-thought-out plans for execution, driving reasons are more powerful than limiting pressures. Improved customer service, streamlined operations, and long-term viability could result from implementing this approach. It accomplishes this by placing an emphasis on value creation, engaging stakeholders, and implementing innovation in stages.
[bookmark: _Toc206944391]6. Organisational Climate for Innovation
[bookmark: _Toc206944392]6.1. Introduction to Organisational Innovation Climate
One of the biggest variables in whether an organisation encourages, develops, and implements new ideas is its innovation ecosystem.  A digital and customer-focused energy business makes innovation a competitive advantage and strategic imperative for British Gas (Al-lami et al., 2024).  I used Amabile's Componential Theory of Creativity and Innovation to analyse the company's willingness to accept the AI-driven Real-Time Agent Assist System during evaluation.  This theory states that innovation is the result of domain-relevant skills, creativity-related skills, and task motivation, all supported by an appropriate organisational environment (Zhao et al., 2023).

[bookmark: _Toc206944393]6.2. Applying Amabile’s Componential Theory at British Gas
Domain-Relevant Skills: British Gas has a solid foundation in its industry thanks to its advisers' intensive training, advanced CRM systems, and deep awareness of customer service rules.  Consultants can handle billing, technical, and other client issues.  Training programs and ongoing mentoring are needed to guarantee that staff have the domain expertise to benefit from and contribute to breakthrough solutions like real-time AI support tools (Challoumis, 2024).
Creativity-Relevant Skills: British Gas is highly organised and process-driven, yet it has taken steps to stimulate innovation within operational restrictions.  Advisors are sometimes requested to comment on system functionality, and team leaders often encourage agents to offer process improvements (Spring et al., 2022).  However, innovation is more informal than institutionalised, and strict KPIs and time limitations prevent some employees from proposing or testing new ideas.  This location has growth potential.
Task Motivation: Workers who provide high-quality customer service show intrinsic motivation.  However, repetitive tasks, limited autonomy, and strong performance pressure can lower motivation (Malek et al., 2020).  However, work-management systems like the artificial intelligence system shown can enhance task motivation by lowering cognitive load and enhancing job satisfaction.
[bookmark: _Toc206944394]6.3. Organisational Environment: Support for Innovation
 Amabile says an innovative environment has managerial encouragement, autonomy, resources, and creative acknowledgement. British Gas works in this area. The company's digital transformation plan invests in innovation by modernising infrastructure, improving user self-service, and using data analytics to adapt service delivery (Das, 2024). Internal communications feature innovation success stories, and digital champions help adopt new technologies. British Gas also promotes innovation through training and development.  E-learning systems and regular training are available to advisers.  The company also conducts technical pilots and experiments as part of its transition process, showing its willingness to try new ideas. However, there are few institutions for bottom-up innovation, thus frontline workers cannot contribute and implement ideas.  Feedback is always welcome, but team leaders may not relay it to senior decision-makers unless explicitly requested.  Therefore, grassroots inventions cannot obtain recognition and momentum.

[bookmark: _Toc206944395]6.4. Likelihood of Idea Acceptance
 The proposed Real-Time Agent Assist System aligns with management team priorities, including improving customer satisfaction, cutting operating costs, and using AI.  British Gas has invested heavily in artificial intelligence (AI) for customer-facing services like chatbots, suggesting it is open to deploying comparable technologies inside. The idea also supports call centre KPIs including reducing average handling time and improving first-call resolution. Moderate to high cultural innovation readiness.  Most staff have used CRM and performance tools and are used to system upgrades and process modifications. The technology's acceptability will depend on whether it's presented as a monitoring system or a helping tool. British Gas has a cautious risk tolerance due to the heavily regulated energy industry.  The company has nonetheless participated in pilot programs and incremental rollouts for new projects.  These tactics may benefit this concept if tested in a moderately risky context.
[bookmark: _Toc206944396]6.5. Conclusion: Enabling or Blocking Climate?
 According to Amabile's approach and existing data, British Gas partially fosters innovation.  Despite subject expertise, leadership backing, and strategic alignment, structural and cultural barriers, including restricted grassroots innovation mechanisms and cautious risk posture may impede implementation.  However, the organisational atmosphere is more facilitating than blocking, making the proposed innovation likely to be adopted.  A good change management plan and clear benefits communication are needed.
[bookmark: _Toc206944397]7. Conclusion
This study looked at the working conditions at the British Gas call centre and how innovation can help with current issues. Even though they play a crucial role in ensuring customer happiness and income generation, call centre advisors face challenges such as excessive handling times, employee tiredness, and repetitive calls. By streamlining operations and enhancing call resolution, the suggested AI-powered Real-Time Agent Assist System maximises service delivery. This was accomplished by utilising the 4Ps paradigm proposed by Tidd and Bessant (2018). Brainstorming, mind mapping, and Wallas' Four-Stage Model were all part of the creative process. This allowed for a methodical, deliberate process of drawing on prior knowledge and experience in the field to create a workable solution. Lewin's Force Field Analysis demonstrated that the concept is valuable due to the fact that pushing factors, such as management alignment and customer experience, are more significant than restraining factors, such as cost and training. According to Amabile's Componential Theory, British Gas has a creative work environment. Another way to improve innovation readiness is to include frontline workers and establish innovation channels. Regardless of the presence of domain knowledge and direction for strategy. Finally, the suggested solution provides British Gas's call centre operations with an innovation that is practical, significant, and in line with their strategic goals. A smaller pilot project with buy-in from many departments and a business case demonstrating improvements to key performance indicators like average handling time and first request resolution should be the next stage. Measured testing and widespread adoption would be made possible by this approach.
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