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[bookmark: _Toc139731769]Introduction
This report's main goal is to examine British Gas's ethical and sustainability policies and to investigate theoretical frameworks that can help the business enhance its CRM tactics. As a marketing manager I would examine these regulations to find potential areas for improvement and make suggestions that are in accordance with ethical norms, sustainable goals, and customer-centered strategies. 
According to their website, British Gas is a Centrica PLC subsidiary company, that has made a name for itself as a reliable and market-leading energy supplier in the UK committed to meeting the evolving demands of its consumers. British Gas employs up to 30,000 individuals, including qualified engineers and customer service agents, all of whom are committed to providing their clients with top-notch services. British Gas' 2022 profit, as reported in Centrica's annual report, was £72 million, 39% less than in 2021. On the other hand, the business has seen an increase in the number of residential clients.
[bookmark: _Toc139624681][bookmark: _Toc139626207][bookmark: _Toc139731770]Ethical Practices 
Business ethics, according to Carroll and Buchholtz (2018), Business ethics is the study of events, actions, and decisions in which questions of right and wrong are concerned. It is a methodical investigation into moral issues in business, looking at moral or ethical rules and issues that come up in a corporate setting and conundrums that appear in business operations and decision-making. 
In the context of business, ethics refers to the moral principles and values that influence how individuals and organizations behave and make decisions. It entails carrying out business in a way that is ethically correct, just, and socially responsible while considering how decisions will affect stakeholders, society, and the environment. Nearly all ethical difficulties in business revolve around unethical behavior or workplace problems.
British Gas has engaged in several unethical activities that have hurt its credibility and sparked doubts about its commitment to moral corporate conduct, prompting client complaints and legal action. British Gas is committed to recovering the trust of its customers, despite ethical difficulties that damaged the company's reputation. 
[image: Business Ethics: Definition, Principles, Why They're Important]
Figure 1. Business ethics
By issuing several reports and guidelines, British Gas has increased the transparency of its pricing and terms and conditions. According to their philosophy, they work hard to offer services and solutions that cater to customers' demands, guaranteeing equality and eliminating any type of discrimination.
British Gas has a strong commitment to ethics, especially in areas like anti-corruption and bribery. Integrity and conformity British Gas conducts business with integrity and complies with all local laws, rules, and accepted international standards. They explicitly forbid giving or taking bribes or indulging in other corrupt behavior. Their operations will be carried out ethically and transparently thanks to this commitment.
British Gas places a strong emphasis on treating all customers fairly. Their actions are intended to improve labor, health, and safety standards and actively have a positive effect.
British Gas continues to be attentive in its efforts to combat modern slavery. Even though they haven't yet found any examples, they always keep an eye out for and deal with any threats. Their Code offers unambiguous guidelines on bribery and corruption, outlawing erroneous payments and payments made for facilitation regardless of the value or place of origin.
Training and reporting mechanisms are implemented by British Gas through their Financial Crime Unit, which also offers anti-bribery training, particularly for higher-risk professions. They regularly provide colleagues with Code refresher training, reiterating their dedication to moral conduct. The business promotes a secure atmosphere for reporting by encouraging staff members to use their private Speak Up helpline to report any issues or suspected Code violations.
British Gas maintains a strong governance framework to keep an eye on issues related to compliance and ethics. The Safety, Environment, and Sustainability Committee, as well as the Audit and Risk Committee, provide quarterly monitoring, and the Ethics and Compliance team investigates reported concerns. Important issues are brought to the Board's notice, establishing accountability, and reinforcing the business's dedication to moral behavior.
Putting ethics first could enhance a company's reputation, increase customer loyalty, and improve employee morale. To maintain ethical integrity across its operations, the corporation must also deal with potential higher expenses, overcome ethical conundrums, and manage complex supply chains.
[bookmark: _Toc139624682][bookmark: _Toc139626208][bookmark: _Toc139731771]Sustainability Initiatives
According to Callicot and Mumford (1997) and Sutton (2004), sustainability is the capacity to preserve elements or characteristics that are important to the physical environment while still addressing human needs.
It is only natural that a sustainable strategy becomes the standard for consumption and production given the cumulative tensions that our planet is experiencing rising demand brought on by a growing population and depleting natural resources of fundamental ecological reserves. Sustainability, according to strategy and marketing consultant Fisk (2006), is one of the major trends influencing marketing today. It is obvious that markets that integrate sustainable practices will be more desirable and successful in the shifting commercial landscape. Consumer behavior will change as businesses are encouraged to investigate and profit from sustainable marketplaces, creating a need for sustainable goods and services. This change in demand creates prospects for profitable expansion and a favorable business climate.
British Gas' dedication to sustainability is demonstrated by several programs that address market changes, lower carbon emissions, and assist customers and communities. British Gas develops itself as a responsible energy supplier by embracing moral and environmentally friendly practices. British Gas works to enhance the lives of people in its communities and contribute to a sustainable future through its sustainable initiatives and dedication to social and environmental responsibility.
[image: Solar panels and onshore wind farm with mountains in the background]
Figure 2. Renewable energy
These initiatives include:
· assist disadvantaged customers by accepting donations through the British Gas Energy Support Fund and the British Gas Energy Trust.
· utilizing modern technology like Hive to assist clients in cutting back on consumption and saving money on bills.
· reducing consumer costs while assuring the availability of services and energy that are necessary.
British Gas develops appropriate practices to handle this issue considering the impact of the energy market volatility:
· by making investments in flexible generation technology, long-term energy prices can be lowered and stabilized.
· assist clients in achieving net-zero emissions by 2050 and aiming to become a net-zero business by 2045.
· putting into practice carbon-reduction strategies including enhancing property efficiency and encouraging behavioral changes.
· reducing carbon emissions by an astonishing 82% since 2019 through several programs.
· establishing electric vehicle fleets to reduce the internal carbon impact of the corporation.
British Gas prioritizes establishing inclusive communities and serving all customers equitably. The business exhibits its dedication by:
· delivering products and services that satisfy customers' demands while providing aid to those who require it.
· collaborating with nonprofit and community groups to tackle important social concerns.
· motivating coworkers to take part in volunteer work and fund-raising initiatives for humanitarian organizations.
British Gas recognizes the value of environmental stewardship and makes a conscious effort to promote sustainability by:
· recognizing, controlling, and minimizing its environmental impact.
· show support for social and environmental welfare by making donations and organizing fundraisers for neighborhood causes and emergency circumstances.
Although British Gas has made progress in sustainability, there is still room for improvement. The company could consider increasing its investment in renewable energy sources, expanding energy efficiency programs, and further promoting sustainable living to its customers.
[bookmark: _Toc139624683][bookmark: _Toc139626209]British Gas must face the challenges of being both ethical and sustainable while integrating them into its CRM system.
[bookmark: _Toc139731772]Challenges of Being Sustainable and Ethical
While being ethical and sustainable has numerous advantages, there are also several difficulties that organizations like British Gas may encounter:
· Price: Adopting ethical and environmentally friendly practices might frequently be more expensive than using conventional methods. This is because it necessitates the purchase of potentially more expensive new technologies, methods, and materials.
· Competition: Businesses that prioritize cost-effectiveness over ethical considerations may compete with those that are committed to ethics and sustainability. Market share and pricing competitiveness may be impacted as a result.
· Consumer demand: Prices sometimes outweigh moral factors in buying choices, therefore there may be little demand from consumers for ethical and sustainable goods and services.
· Government regulations: Businesses may find it challenging to negotiate and implement necessary adjustments if there aren't enough or unclear government rules that encourage ethical and sustainable practices.
British Gas may successfully include ethical and sustainable practices into its CRM system by recognizing and actively tackling these difficulties. With this strategy, British Gas will be positioned as a trustworthy and sustainable energy supplier in the market, improving customer trust, staff participation, and decision-making processes.
[bookmark: _Toc139624680][bookmark: _Toc139626206][bookmark: _Toc139731773]CRM is an evolving system that compiles all client data into a database and uses it to organize the sales, marketing, and customer support teams so that they can collaborate easily and provide the best possible customer service. As a result, working theories and the proper course of action may alter in response to changes in the external environment or in the relationship between the customer and the business. This suggests that CRM calls for an ongoing investment of time, money, or additional resources in the customer-company relationship. The concept also suggests that the business is responsible for carrying out most of the labor involved in preserving a mutually beneficial partnership.
[bookmark: _Toc139624684][bookmark: _Toc139626210][bookmark: _Toc139731774]Best Practices in the Industry
According to the website, Ethical Consumer, the following companies have the best practices in the energy industry:
· Good Energy is recognized as the top-ranked energy supplier for its strong commitment to renewable energy and its efforts to support the transition to a low-carbon economy. The company sources 100% renewable electricity invests in renewable energy projects and actively promotes energy efficiency.
· Ecotricity is another leading energy supplier that focuses on renewable energy generation. The company has its own wind and solar farms, providing clean energy to its customers. Ecotricity also invests in green gas production and operates a pricing model that promotes renewable energy use.
· Octopus Energy is renowned for its fair and transparent pricing policies. The business provides rates for renewable energy and actively promotes the expansion of renewable generation in the UK. Additionally, Octopus Energy provides outstanding customer service and has gotten recognition for it.
These businesses have become well-known for their use of renewable energy, financial support of renewable projects, open pricing policies, and morally upright business conduct. It's important to remember, that British Gas is also working to be more sustainable and has its own programs in place.
The Heating Report Card (2022) acknowledges the energy industry's efforts to be sustainable and reduce heating-related emissions, as well as areas for development. Although there have been modest improvements in heat pump installations and residential insulation, overall progress is still too slow to reach the goals established by the Climate Change Committee (CCC). There is still a need for major reductions because heating emissions are still very high.
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The quality models developed by Deming, Juran, and Crosby are well-known and have significantly improved the discipline of quality management. Deming's offers businesses an organized framework for handling quality and ongoing development. The Deming Cycle (PDCA) - Plan, Do, Check, and Act - emphasizes continual improvement. Juran (1995) created Juran's Quality Trilogy, a thorough quality management framework based on three core procedures: quality planning, quality control, and quality improvement. 
According to Crosby (1979), companies should prioritize paying attention to consumer demands and preventing product problems. According to Smith et. al (2019), British Gas CRM can benefit from applying Deming's PDCA cycle to improve organizational performance and customer satisfaction by evaluating customers’ behavior before making changes, observing results, and making any corrections. 
[image: 1 Deming's cycle. Source: Authors. | Download Scientific Diagram] 
Figure 3. Deming’s Cycle
Since the cycle is iterative, businesses like British Gas can adapt and react to shifting consumer needs, which leads to better CRM results. Deming (1982) has created a list of 14 Points that offer a framework for efficient management and quality enhancement to assist individuals in understanding and applying his philosophy. [image: Deming's 14 Points: Total Quality Management Principles | ASQ]
Figure 4. Deming’s 14 points for Total Quality Management
Deming understood that enhancing quality increases productivity. Each of the guiding principles is essential for forming organizational culture, encouraging staff engagement, and fostering long-term change that ultimately improves customer happiness and the success of the organization.
Although it has been widely adopted and applied in a variety of industries, including customer relationship management (CRM), British Gas CRM should consider some limitations of Deming's theory, for example:
Deming's approach may not specifically address consumers’ unique demands and preferences while emphasizing continual improvement and systemic thinking. Future studies should incorporate ideas from the literature on service quality into the Deming management framework. If customer happiness mediates between service quality and business performance, this is an essential question to investigate. To do this, it is necessary to examine the differences between the concepts of service quality and customer satisfaction and to choose the best strategy for measuring customer happiness using the right tools.
British Gas can cultivate a customer-centric culture that prioritizes quality and creates lasting customer relationships by connecting its organizational purpose with a focus on customer value. It is crucial to keep in mind that market research is necessary to comprehend consumer requirements and desires to build goods and services that will improve the consumer's quality of life in the future. One might be able to significantly lower the overall cost by investing a bit extra money in one place.
[bookmark: _Toc139624686][bookmark: _Toc139626212][bookmark: _Toc139731776]Customer Service
British Gas has made large expenditures in this area after seeing the value of improving the customer experience. Over the last two years, they have set aside £100 million to enhance customer service. With this investment, the organization has been able to improve the training of customer care agents, implement revolutionary technology, and cultivate a customer-centric culture. In addition, British Gas has created a dedicated staff to gather and evaluate customer feedback from multiple sources, including surveys, social media, and phone calls to customer support. 
[image: What Is Customer Service, and What Makes It Excellent?]
Figure 5. Customer Service
These initiatives show how dedicated the business is to getting client feedback and enhancing both its goods and services. To help customers, get the best offers, British Gas has also made switching suppliers easier and worked with comparison websites. Additionally, the business has made openness a priority by issuing reports and guides on pricing and terms and conditions as well as offering an online platform where clients can obtain information on energy bills and money-saving solutions.
[bookmark: _Toc139624687][bookmark: _Toc139626213][bookmark: _Toc139731777]Conclusion
[bookmark: _Hlk139372143]British Gas has made progress in putting ethical and environmental standards into practice, but there is always potential for improvement. British Gas can improve its brand, improve consumer trust, and contribute to a more sustainable future by integrating its CRM tactics with moral values and environmental objectives. To be successful in their CRM endeavors over the long run, the organization must address issues, work with stakeholders, and maintain a commitment to continual improvement.
Customers are more inclined to engage with and trust a business that exhibits a sincere dedication to moral and sustainable business practices. Increased customer retention, stronger revenue, and long-term profitability are the results of this trust.
Additionally, these regulations support an innovative, motivated, and happy workplace culture. An ethical and sustainable CRM system promotes open dialogue, teamwork, and idea sharing, which enhances the quality of the data and the analysis of it.
[bookmark: _Toc139624688][bookmark: _Toc139626214][bookmark: _Toc139731778]Recommendations
The following suggestions are put forth to improve the effect of ethical and sustainable policies on British Gas' CRM system. First, make sure that ethical and sustainability values are consistently communicated and included in the CRM system to promote alignment among the business, staff, and clients. Second, keep making investments in fresh technologies, procedures, and supplies that support CRM operations that are sustainable, like automation, data analytics, and renewable energy sources. Thirdly, grant employee education and training a top priority to promote moral and ecologically responsible behavior and encourage active engagement in the accomplishment of business goals. Finally, work together with important stakeholders, such as clients, staff members, and outsiders, to collect insightful comments, support, and ideas for developing ethical and sustainable business practices.
By implementing these recommendations, British Gas can further enhance the impact of ethical and sustainability policies on its CRM system. This will lead to improved customer trust, employee morale, collaboration, and decision-making, ultimately driving long-term success and sustainability for the company.
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