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Best Website — British Gas Business

Summary

British Gas Business is the area of British Gas targeted to serve business customers.

Customer research showed that they lacked understanding of the industry, costs and legislation
associated with energy and ultimately wanted to know how the cost of their energy is calculated.
Many of British Gas Business’s customers are small owner-operated businesses without a dedicated

resource for energy or facilities management. For many, lack of understanding and often interest has
resulted in them being locked into uncompetitive contracts with little or no ability to stabilise or
reduce rapidly increasing energy bills or understand the factors that can impact their bills.

To combat this, we set up ‘Energy made simple’ an area of the existing British Gas Business website
to demystify how the energy industry works, explaining, in simple terms, energy basics, what makes
up the cost of energy, billing and contracts and how to save energy.

The results have been fantastic. Visitors spent an average of 24 minutes on the site vs an average of
4.25 minutes on other areas of the site, it’s now used by the customer services department as a
‘bible’ when answering complaints; and all content has been endorsed with the Crystal Mark for
clarity.

(200 words)

i) About British Gas

British Gas is the leading energy and home services provider in the United Kingdom to over 16
million accounts. It is a trading name of British Gas Services Limited and British Gas New Heating
Limited and is a subsidiary of Centrica.

ii) Strategy — broader business issues

British Gas Business is the area of British Gas targeted to serve business customers. It serves 1
million business supply point contracts and 650,000 customers, making it the largest energy supplier
to small businesses in the UK, supplying Gas, Electricity and Energy Services



Research showed 57% of SMEs believe their energy suppliers use too much complex jargon, with a
third (34%)called for simple explanations in everyday language published as an easily accessible

guide.

Research conducted amongst target customer groups on attitudes towards British Gas, and towards
the energy industry as a whole, highlighted a number of issues that needed addressing:

e Customer understanding of the basic mechanics of the industry, costs and legislation is
limited and exacerbated by negative perceptions of suppliers

e There is a sentiment that the ‘Big 6’ energy firms have a monopoly on supply, therefore
prices are fixed and high

e  Customers also don’t understand how to implement low or no-cost energy efficiency
changes

British Gas Business acknowledged these issues and wanted to clear the confusion by providing
content to demystify the energy industry.

iii) Objectives of the campaign

Ultimately, the key objective was to put British Gas Business in the top 3, of the big 6 for brand NPS,
putting them on the podium for customer loyalty.

The long-term aim is to provide customers with easy to understand, salient information about the
energy sector. This includes everything from new technologies, changes in government regulations,
industry changes, and changes within British Gas Business that may affect customers.

In order to credibly deliver this we needed to:

e Demonstrate that British Gas Business is prepared to be open, honest and transparent with
its customers

e Demystify how the energy industry works, explaining, in simple terms, energy basics, what

makes up the cost of energy, billing and contracts and how to save energy

iv) The target audience

Many of British Gas Business’s customers are small owner-operated businesses without a dedicated
resource for energy or facilities management. Managing energy supply is not central to their daily
role or skill-set. For many, lack of understanding and often interest has resulted in them being locked
into uncompetitive contracts with little or no ability to stabilise or reduce rapidly increasing energy
bills or understand the factors that can impact their bills. Limited supplier loyalty exists amongst this
target audience but British Gas Business believes this can be changed.

v) Media, channels or techniques used




It was important for British Gas Business to address the questions head-on, whilst keeping costs
down and utilising owned-media to aid control of the message in an environment familiar to
customers.

Renewed internal communication was needed to demonstrate to employees that their ideas have
been actioned.

Insight which formed media use

1) Customers were familiar with the existing British Gas Business site and therefore this would
be a relevant channel to use

2) Customers didn’t want jargon-filled content they wouldn’t understand

Proposition
‘Energy Made Simple’

We developed Energy Made Simple, a dedicated area of the British Gas Business site focused on
being direct, and honest about the energy industry, explaining simply how energy is bought, how
that affects customers bills, and providing information about new Smart technologies. The site will
evolve over time and with ongoing content generation, will truly facilitate dialogue by offering
customers a forum to provide their feedback on content they want to see.

The content was developed working in conjunction with British Gas Business customers and front-
line customer service teams.

Creative solution

Energy Made Simple was split into four key areas:
e Energy basics
e Cost of energy
e Contracts & billing

e Saving energy

Each of these areas uses clear concise language, coupled with engaging, illustrative visuals and clear
customer journeys to help them find the required information and crucially, to understand it.

A ‘soft launch’ was used in order to ensure the content was relevant internally before opening the
campaign to an external audience.
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You are here: British Gas Business Home > Energy Made Simple > Energy basics

° All topics

Energy basics

This guide to understanding the
basics of energy In business covers
everything from where energy comes
from to why prices can go up and
down.

World energy
markets

Discover how energy is traded
across the world, and how you
and your energy supplier fit into
the wider picture.

> Find out how the energy
market works and affects you

D)

Bringing energy
home

Understand how your business's
energy supply relies on international

Pricing your energy A changing industry

relationships, from the depths of the
North Sea to the deserts of the Middle
East.

Investigate the major factors and forces
that shape wholesale energy prices, and
why the market will always be so hard to

Explore the shifts that have
transformed the energy industry from a
state-owned sector to a compelitive

predict. free market, and how this affects you.

> See how energy makes its way to

your business > Look at what influences the price of > Leamn about change in the energy

your energy industry

: |

o What else would you like to see here?

I there's another topic you'd like us to include in this section,
please let us know.

Send us your feedback

Products & Services Get A Quote Energy Efficiency Manage Account British Gas - At Home
Business Electricity Electricity Quote Energy Management Submit Electricity Meter Reading Electricity

Business Gas Gas Quote Legal Obligations Submit Gas Meter Reading Gas

British Gas BusinessCare Dual Fuel Quote Smart Metering Reguest Copy BIl Gas & Electricity

Energy Management MultiSite Quote
Connections & Metering Retrieve Quote Moving Premises
Brokers Payment Information

Our Green Credentlals Reguest Statement of Account HomeCare

Boller Installation

Terms & Conditions | Privacy Policy | Accessibllity | Centrica | Careers | News \ Sitemap | Complaints | Contact Us | About Us © British Gas 2012

(Energy Made Simple homepage)
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You are here: British Gas Business Home > Energy Made Simple > Cost of energy > What goes into a bill ° All topics

What goes into a bill

The wholesale cost of gas or electricity makes up, on average, just
under half of your energy bill. Here we reveal the four main elements
influencing the other half.

1. Distribution costs
These are the fees charged by independent distributors to deliver energy to your
business through their gas pipes or electricity wires. They are overseen by the
energy regulator Ofgem. Distribution costs will vary based on your location in the
country.

2. Operating costs
These include everything that keeps our customer accounts running smoothly, from
gas engineers to customer call centres.

3. Taxes and environmental contributions
Environmental contributions include government-imposed duties like the Climate
Change Levy. Taxes include VAT and corporation tax, which energy suppliers like
British Gas pay like any other business.

4. Profits
These are our retumns to shareholders, like pension funds, as well as investments in
future energy supplies like wind and solar power.

0 Gas 2 Electri Rollover the segments to find out more

‘What goes into your Gas bill

EXTERNAL COSTS INTERNAL FACTORS
Wholesale energy Bl Operating costs
B Distribution costs Bl Profits

Taxes and
environmental contributions

? Do you need help or more information?

» Watch our video explaining how to understand your bill
> Ask for a copy of your bill

Other relevant pages

» Energy contracts
> Renewing your pricing deal
> Why you pay green taxes

° Did you find this page useful?

Yes or no, we'd love to hear your feedback so we can make
this website better.

Send us your feedback

Products & Services Get A Quote Energy Efficiency Manage Account British Gas - At Home
Business Electricity Electricity Quote Energy Management Submit Electricity Meter Reading Electricity

Business Gas Gas Quote Legal Obligations Submit Gas Meter Reading Gas

British Gas BusinessCare Dual Fuel Quote Smart Metering Request Copy Bl Gas & Electricity

Energy Management MultiSite Quote Our Green Credentials Reguest Statement of Account. HomeCare

Connections & Metering Retrieve Quote Moving Premises Boller Installation

Brokers Payment Information

Terms & Conditions | Privacy Policy | Accessibliity | Centrica | Careers | News | Sitemap | Complaints | Contact Us | About Us © British Gas 2012

(Showing customers how their bill is calculated)



British Gas

Support Centre  In an emergency

At Home For Business For Corporate

Search 3

| Home Products & Services Get a Quote Help & Advice Energy Efficiency Manage Account Energy Made Simple

You are here: British Gas Business Home > Energy Made Simple > Saving energy > Cash flow

Products & Services
Business Electricity
Business Gas

British Gas BusinessCare
Energy Management
Connectins & Metering
Brokers

Cash flow

Businesses like yours are the life-blood of the UK economy and your
success is critical to its recovery. But your business can't succeed
without a steady flow of cash.

Here are some tips to help with your company's cash flow.

each number to find out more

Simple steps to help
your business cash flow

Forecast

H % and budget

ahead

SMART METER Get d
smart meter

Tell your supplier
if you're having
issues

Check your
energy contract
renewal terms

Get energy
efficient and
cut your costs

o Did you find this page useful?

Yes or no, we'd love to hear your feedback so we can make
this website better.

Send us your feedback

@ Al topics

Other relevant pages

> What we'rs doing
> What you can do

> Smart meters

Get A Quote Energy Efficiency Manage Account British Gas - At Home
Electricity Quote Energy Management Submit Electricity Meter Reading Electricity

Gas Quote Legal Obligations Submit Gas Meter Reading Gas

Dual Fuel Quote Smart Metering Request Copy Bl Gas & Electricity
MultiSite Quote Our Green Credentials Request Statement of Account HomeCare

Retrieve Quote Moving Premises Boller Installation

payment Infarmation

Terms & Conditions | Privacy Policy | Accessibliity | Centrica | Careers | News | Sitemap | Complaints | Contact Us | About Us

(Tips to help company cash flow)

© British Gas 2012



vi) Timescales of the campaign

These details were provided to judges in the original submission but are commercially sensitive and
therefore confidential.

vii) Budgets — Confidential, not for disclosure

These details were provided to judges in the original submission but are commercially sensitive and
therefore confidential.
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Energy basics Cost of energy

Making business
energy simple. r’n

From tariffs to terminology, the energy. business
is complox and constantly changing.

lp you
S0 wo've put togather a guide to h
undorstand your business enorgy - from gatting
to grips with the basics to leaming how to control
your energy usage and cash flow.

Contracts Saving energy

& billing
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Updated: What goes into a bill?
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5 Read the changes

(Across multiple platforms)

viii) Results

Despite launching with no above the line advertising or direct marketing, the website has seen
fantastic success, exceeding all objectives and expectations.

Due to Energy Made Simple being a brand new part of the British Gas web estate, there can be no
direct comparison made to an older version of the site. However, over the three months post
launch:

e Visitors spent an average of 24 minutes on the site vs an average of 4.25 minutes on other
areas of the British Gas Business site

e Over 50% of traffic was driven by natural search - showing the relevance of the content to
what customers and prospects are looking for via search engines



e The site is now used as a resource by the customer services department as a ‘bible’ when
answering complaints and helping customers understand the energy they use.

e All content has been reviewed in partnership with the Plain English Campaign who have
endorsed it with their Crystal Mark for clarity

e These details were provided to judges in the original submission but are commercially
sensitive and therefore confidential

Customer feedback:

e “Great looking site - can you add some videos or DIYs?”; “Good to understand.”; “This site
looks really good - Hope you add more info related to such areas”

e “Energy made simple is perfect and gives all the information a person could need, keep up
the good work.”

o “l think the site is already very informative and it gave me everything | needed to know.”

Internal feedback:

o “llike the way it looks, needs to be added to our bills / renewal offers, so all customers are
aware of what we offer.”

2

e “This is a great tool for us to help our customers improve and implement savings on energy.”

e “Having gone through the web pages, | am very impressed with the subjects and content. |
work within High Level Complaints and so many of the complaints | look at are covered by
these.”

ix) Client testimonial

“Many B2B organisations are seeking new ways to engage their customers and build trust and the
energy industry is no exception. Energy Made Simple is a groundbreaking piece of work for British
Gas Business that sets us apart from our competitors, demonstrates our commitment to openness
and honesty and gives us a foundation to continue to engage customers in an open way.”

Steve Wilson — Head of Digital, British Gas Business

- Submission ends -



