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"We're bringing Britain the 

smooth running homes of 
today and tomorrow."

• Serving around twelve million homes in the 

United Kingdom, British Gas is the biggest 
energy supplier in the country and is 

considered one of the Big Six dominating the 

gas and electricity market in the United 

Kingdom.

• British Gas has been trading for over 200 years 
and employs almost 30,000 colleagues and 

generated £948m in profit in 2021.

• British Gas’s mission statement is 

“We're empowering communities to use 

energy efficiently, supporting households in 

need and helping to build skills for a bright 
future.”



3.4 Rating On

Reviewing the feedback left for British Gas on 
TrustPilot, it's clear there is a service 
opportunity. British Gas scored 3.4 compared to 
Octopus Energy at 4.8. It is evident that there 
needs to be someone picking up customer 
complaints. This could be something the Senior 
Customer Service Manager could implement. 

• Employ someone to respond to TrustPilot's
complaints and resolve them. 

• Provide insight and analysis based on the 
feedback provided broken down to each 
delivery area within British Gas (e.g energy, 
boilers, engineers etc). 

• Create innovative solutions to improve the 
root cause of the complaint. 

• Octopus Energy gets most of its traffic from 
TrustPilot so this represents a massive 
income driver if successfully implemented. 



Service Level Agreement

Reviewing British Gas's website, it's impossible to find the 
purpose and standards expected of British Gas. Compared 
to Octopus Energy which has guaranteed standards of 
performance. This not only gives the customer reassurance 
of the type of service they will get but I can imagine this 
empowers staff with a feeling of purpose. 

• Provide a similar set of performance standards so 
customers and colleagues alike know what to expect from 
British Gas. These should be measurable, SMART and 
easy to find on the website. 

• Create a commission scheme based on any interaction 
with people working for British Gas. Those working in the 
call centres will receive bonuses for receiving certain 
levels of feedback and potentially a % of the sales 
generated by upselling British Gas's add-on services. 



63% of Website Traffic Comes From YouTube

63% of website traffic comes from social media, 
specifically YouTube. This represents a massive 
opportunity as the channel only publishes one 
video per month.

• Each video gets views from 30k to 50k. Yet 
there is no call to action on any of the videos 
in terms of linking products to the content 
covered. 

• The services British Gas provide are crucial 
to people's security (e.g keeping warm). 
Videos could be linked to those risks. For 
example, not maintaining boilers, wasting 
energy etc. Those videos could then offer an 
upsell that can help people with those risks. 



Why Is Emma The Perfect Fit For 

I have a proven record of success with the following:

Experience managing large customer facing teams

I have over 20 years experience leading teams of over 200 colleagues in 

stores taking over £30m per year. Most recently in 2018, my store was 

voted store of the year because we had the highest customer satisfaction 

score on our Region. 

Delivered an additional £3m per year via a successful sales 

campaign

I have grown the revenue of my store by over £3m per year because of my 

ability to spot missed sales opportunities. In the last year, I have 
introduced a number of brands, along with 3rd party concessions that 

have added an extra £3m per year revenue to my store. 

Increased customer loyalty by 80%

Developed and implemented a strategic marketing campaign that 
increase loyalty card sign ups by 80% in 2017. Customers with a loyalty 

card typically spend £60 more per shop than the average customer and 

this generated roughly £800k of additional sales across the year for my 

store. 



Let’s Chat

What I love about your company is: 

Sustainability – Net zero 2045

British Gas is committed to reducing its environmental 

impact, and your sustainability initiatives really appeal 
to me because it is something very close to my heart. 

I’m passionate about ensuring the environment my kids 
and grandchildren grow up in is a safe and secure one. 

Career Progression

The scale and diverse range of services offered by 
British Gas really excites me. In Retail, my role has 

allowed me to develop within many areas of the 
business, grow as a person and add value. I believe I 

can make a similar impact within British Gas. 


