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British Gas ISO 9001:2000

Background:

As a FTSE 100 company Centrica’s vision is to “become a leading supplier of energy and home services related provider in our chosen markets, in order to maximise value to our share holders.”
Centrica business units comprise of the following, amongst others:

British Gas

Centrica Energy

British Gas Business

Direct Energy

This case study focuses upon British Gas which was formed into a private company in 1986 from a nationalised concern. Since then British Gas has undergone a number of structural and business changes, most notably the separation of the transmission and distribution of gas supplies from the front end supply and service business.  

British Gas Organisation

British Gas Headquarters are located in Stockley Park, Uxbridge, Windsor and Staines. The company is divided into two main functions:

1. British Gas Service: (BGS) consists of 6 Area Service Centres in Uddingston, Leeds, Stockport, Leicester, Oldbury and Edinburgh employing approximately 5,000 staff, serving approximately 9,000 service engineers and installers. In all British Gas serves over 4 million service contracts and carries out over 9 million jobs per year.

2. British Gas Residential Energy: (BGRE) has 6 contact and back office centres in Edinburgh, Glasgow, Leeds, Manchester, Cardiff Southampton employing approximately 15,000 staff. BGRE provides a billing service for its 15 million customers across the UK. 

Both businesses are supported by central services providing Human Resources, Legal, Insurance, Information Systems, Finance and Customer Relations Services.

British Gas Company Wide Business Management System

British Gas has developed a Business Management System (BMS) which incorporates the systems and processes that defines how the company operates its business. This comprises of four primary elements and eight principles which also meet requirements of 
ISO 9001:2000:

The Four Primary Elements are:

· Business Management – Managed and owned by the business, process owners are responsible for design, delivery and management of company processes and procedures.
· Quality Management – The primary principles of quality management are, Document Control, Management Review, Internal Audits, Corrective & Preventive Actions, Process Change Control, Customer Complaints and Communication.
· People Management – Learning & Development, Employee Engagement and Personal Development Reviews.
· Environmental Management – Working to defined business targets including, waste management, recycling and energy management (NB Companies certified to 
BSI 14001 Environmental Standard will need to meet specific requirements).
The Eight Company BMS Principles are:

· Customer Focus

· Process Ownership

· Involvement of People
· Process Approach

· Effective Internal Interfaces

· Continual Improvement

· Factual Approach to Process Performance

· External Supplier Interfaces.
British Gas and ISO 9001:2000:

Following a phased rollout across British Gas Service sites starting in 1996, BGS achieved Company Wide Certification to ISO 9001 in 1998. Quality Management Systems were introduced into each site and this included implementing:

· Defined vision and mission company statement

· Formal documentation of processes and procedures

· Register of forms and records and documented retention periods

· Documented Quality Manual

· Internal audit schedule
· Corrective & Preventive process

· Improvement process
· Regular Management Reviews.
As a result of the benefits realised it was decided in 1998 that British Gas Residential Energy sites would go for ISO 9001 certification. These included:

· A consistent approach  in the deployment of common processes and procedures 

· Continual improvement of processes which led to enhanced customer service

· Involvement of people in improvement ideas and initiatives

· Clearly defined targets

· Improved relationships with suppliers

· Cost savings as a result of improved processes reducing unnecessary rework

· Internal audits to ensure documented processes are working and followed.
The first successful assessments in BGRE took place in 1999, by 2003 all sites gained certification to the ISO standard using  experience, knowledge and best practice with BGS 

External assessments take place on an annual basis at each site by BSI. Schedules are agreed and include looking at the Quality Management System and agreed processes and procedures.

Any non-conformances or issues identified at the assessment will be discussed at the feedback session and if required, a formal corrective action plan logged with BSi within 14 days of the assessment.

Continual Development of BMS

British Gas has recognised the benefits of a formal business management system, focussing on established management principles. The complexity of multiple processes, interdependencies and size of the organisation, operating in an ever changing commercial environment requires a structured and controlled approach provided by a robust business management system.

The company has now developed an Integrated BMS incorporating all business processes and visibility of the system across the company to all employees. This integrated approach takes advantages of reducing complexity and avoidance of duplication of effort. The recognition of the importance to the business of the  “Internal Customer” principle.

Current developments also include the integration of a process based Safety Management System, linking the common processes of audit and review, into a single entity.

Advantages of the integrated system are:

· Combination of audits in common areas

· Integration of review processes

· Recognition of the interdependencies between different systems

· Reduced external audit costs and time

· Reduced impact on business as usual activities

· Remote electronic audit techniques. 

British Gas have recognised that the using the principles of ISO 9000 provides a platform for building a system designed to meet specific business needs and delivers genuine business benefits.

Suggested Question:

1. Explain the importance of primary elements and company principles and how do they relate to quality?

2. Identify the benefits of ISO 9001 certification.

3. What is meant by terms such as an ‘integrated approach’, ‘internal customer’, ‘robust business management system’ and ‘processes of audit’?
4. How might certification influence the competitiveness of British Gas?

Taken from Standards in Action
Page 4 of 5
www.bsieducation.org/standardsinaction 
David Needham

[image: image1.jpg]