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We conduct regular dialogue with all our key stakeholders
through a range of direct and indirect channels. We use
feedback from these engagements to help us identify material
issues, risks and opportunities. Key feedback is fed into
decision-making at different levels and, where most relevant, it
is reported to the CR Committee and the Executive Committee.
The main objectives of our stakeholder dialogue and our key
stakeholders are summarised below. Explore our stakeholder
matrix for further information and to find out details of our
engagements in 2009.

Customers

We aim to build trust among our customers by listening to their
concerns and using feedback to improve our customer services
and our product offerings. 

Investors

We engage with investors to ensure that they understand the
commercial rationale for our low carbon agenda and to meet
their priorities through our approach to corporate responsibility.

Employees

We engage with our employees in order to create a working
environment in which everyone can flourish.

Suppliers and business partners

We engage with our suppliers and business partners to ensure
they manage their operations in line with our business principles.

Governments and regulators

We engage with political and regulatory stakeholders to increase
their understanding of our business and to shape the policy
environment in which we operate.

Communities

We actively consult with local communities to understand and
manage the social, economic and environmental impact of our
operations.

NGOs

We work with NGOs, charities and consumer organisations to
inform and communicate our position on a range of social and
environmental matters.

Media

We engage with the media to ensure that the public perception
of us is as closely aligned to reality as possible.

Trade unions

We work closely with trade unions to manage changes and to
help avoid disputes.

Shaping the policy
environment 
We operate in highly regulated markets around the world where
public policy decisions can affect all aspects of our operations,
including investment decisions, consumer protection and
employment relations. We do not favour any one political party
and work closely with political stakeholders to inform policy
formation on important issues such as energy, environment,
consumers and employment relations. 

As a leading integrated energy company, policy-makers are
particularly keen to understand our perspectives on securing
energy supplies, carbon emissions reduction strategies,
competitive pricing and protecting vulnerable customers.

We have specific employees within the Group Corporate Affairs
Department to engage in and coordinate planned lobbying

Overview

Structured engagement with all relevant stakeholders is fundamental to the way we do
business. It helps to build trust, demonstrate transparency and identify risks and
opportunities.

Stakeholder dialogue
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activity. In North America we have four dedicated Government
and Regulatory Affairs teams set across our four operating
regions: Canada East, Canada West, US North and US South.

Lobbying

Lobbying is a normal, accepted and important part of the
legislative process, but must be carried out transparently as well
as in compliance with all applicable legal requirements. Laws
and regulations governing the activities of public affairs
practitioners or attempts to influence the policy environment vary
around the world. We are committed to upholding the spirit and
letter of all relevant laws. 

Our Group policy on political involvement sets out the
responsibilities of all our employees. The policy prohibits direct
or indirect contributions or any form of inducement to political
parties, individual politicians or government employees while
representing Centrica. We do not make any political
contributions and fully comply with the UK Political Parties,
Elections and Referendum Act 2000. 

Key political stakeholders

Our key political stakeholders include the UK Government, EU
Commission, UK and EU politicians and their advisers, Scottish
Parliamentarians, Welsh and London Assembly members, civil
servants, and trade associations. In North America we engage
with regulators on federal, national, state and provincial levels,
as well as a wide variety of other public officials and
stakeholders.

Engagement

We respond to formal consultations by Government, opposition
parties, select committees and others and often join forces with
other organisations to raise awareness of key issues. We
arrange for officials to visit our sites to gain first-hand experience
of our business. We also work closely with the UK Foreign and
Commonwealth Office to support our international gas
exploration and procurement activities.

Our engagement with government and regulators mainly
focuses on the following issues relevant to our industry:

• Regulatory frameworks 

• Energy market competition

• Fuel poverty

• Pricing and customer rights

• Support for energy efficiency and low carbon technologies

• Security of supply

• Low carbon generation

• Smart metering

• Carbon markets

• Skills. 

For more detail on specific engagements, please explore our
stakeholder matrix.

We publish our consultation responses and position statements
on issues from climate science to fuel poverty on our website at
Centrica Views. This information provides a deeper
understanding of our role within the energy debate.

In 2009, we responded to UK consultations on:

• The future of Britain’s electricity networks

• A framework for developing clean coal

• Adaptation Reporting Power in the Climate Change Act 2008

• Pricing and communications to customers

• Greenhouse gas emissions reporting

• Renewable electricity financial incentives consultation 

• The role of carbon markets in preventing dangerous 
climate change.

See Centrica Views to read our consultation responses.

Memberships

Centrica is a member of a select number of organisations
actively involved in shaping the policy environment in our
markets. For example, we are members of the UK Business
Council for Sustainable Energy, which provides a forum for
dialogue between the energy industry, government and other
stakeholders on key issues shaping the deployment of
sustainable energy.

Stakeholder matrix 

We communicate with our stakeholders on a wide range of
issues.

The table below, which is not exhaustive, indicates highlights of
our stakeholder engagements in 2009. These engagements are
explored further in the following pages.
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Stakeholder: Customers 
Issue: Business ethics

Public attitudes

In 2009, we worked with Ipsos MORI to understand the attitudes
of the British public towards business ethics and corporate
responsibility issues in general and in relation to British Gas in
particular. The findings showed the recessionary economic
climate has led to a sharp decline in the importance of
‘responsibility’ to purchasing decisions. The public is also more
critical of many companies’ corporate responsibility, including
leading retailers. 

We also conducted research in partnership with the Institute of
Business Ethics on public trust in business. We are using the
results of these surveys to help us understand long-term trends
in consumer attitudes, shape our strategy and messaging. 

Issue: Health and safety

Carbon monoxide

In the UK we engage customers on carbon monoxide safety
through our membership of the Carbon Monoxide Consumer
Awareness Alliance (COCAA). COCAA conducted research in
December 2008 that showed only 25% of homes in the UK have
audible carbon monoxide alarms. In 2009, we supported the
Alliance’s annual campaign to raise awareness and increased
our efforts to promote greater uptake of detectors. All British Gas
engineers carry carbon monoxide alarms in their vans and they
are trained to set them up and explain them to customers. In
2009, we provided over 340,000 carbon monoxide alarms.

Issue: Customer relations

Customer insights – British Gas

We use a combination of focus groups, workshops interviews
and larger-scale telephone, postal and online surveys to gain
insight into customers’ perceptions, identify the needs of specific
groups and tailor our products and services accordingly. 

Our customer service advisers, technicians and engineers talk
to thousands of customers every day. We encourage them to
capture feedback on concerns and opinions that will help us to
improve our service. We also encourage customers to give
direct feedback via our websites and call centres and have
introduced an automated system in some of our call centres
enabling customers to leave feedback immediately after a call.

We launched EnergySmart following feedback from customers
that they disliked estimated bills. The tariff enables customers to
receive accurate bills and provides them with information and
help to control their energy usage. Customers also told us that
when they are waiting for an engineer to call, they want to know
when he or she will arrive. In response, we introduced a new call
ahead service and our engineers now let customers know they
are on their way.

We also engage with our business customers. In 2009, we
listened to over 11,000 of these customers through surveys,
focus groups, in-depth interviews and immediate feedback
following a call to understand what our customers value and
what can still be improved. We also undertake automatic
surveying at a rate of at least 15,000 surveys each month. At the
start of each year, we identify priority projects based on the
insights gained through customer feedback.

We’re Listening campaign

British Gas launched a ‘We’re Listening’ campaign towards the
end of 2009 giving customers the opportunity to input into our
business more directly. We launched the campaign with an open
letter in national newspapers and senior executives participated
in a number of web chats in public forums, including Mumsnet.
We toured with a mock-up of a British Gas Living Room, visiting
shopping centres and other public places to give people a
chance to talk to us directly. British Gas Managing Director Phil
Bentley was directly involved in these events.

The open letter invited people to join a Customer Panel which has
unprecedented access to explore our business and is being
monitored by USwitch. Members of the panel have visited power
stations, call centres, head office and energy academies. The
panel will be reporting back publicly on its findings and making
recommendations for improvements. This engagement continues
in 2010 and we will report on the outcomes in our next CR report. 

Product and service innovation

We recently established a British Gas Ideas Factory, an online
forum where customers can give us their views on ideas for new
products and services and this is likely to be a development area
for us in 2010.

We have a ‘Voice of the Customer’ team to understand how
business customers feel about new products and services. For
example, following the launch of our Energy360 product in 2009,
we asked corporate customers for their reaction and they
suggested that Energy360 needs to be tailored for different
customer groups. As a result, we have refined the Energy360
services to ensure they add value for the customer, reducing 20
possible propositions to just six. This has allowed the team to
target their efforts and resources. 

British Gas Business also listened to the needs of its 1 million
small and medium enterprise customers to support them through
the recession by introducing the SAVE (small business advice
and value expertise) initiative in 2009 which provides these
customers with a single point of contact for help and advice on
managing their energy costs. 

Customer insights – Direct Energy

In 2009, we conducted over 15,500 surveys of our residential
energy customers, which identified customer concerns on
pricing, sales and renewal processes. In response to this
feedback, we have developed pricing and sales strategies to
address the unique challenges in each market and redesigned
bils to make key information easier to find.
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We also improved our understanding of our home services
customers in Canada through 20,600 surveys. Customers
identified issues of concern to them that included first time
completions and suitability of appointments. As a result, we
increased our management focus in these areas during 2009
and this will remain a focal point for 2010.

Vulnerable customers

We communicate regularly with our more vulnerable customers,
sometimes directly and sometimes through our charity partners.
For example, in December 2009 we sent letters to all customers
on our Essentials tariff to explain our commitments to Essentials
customers. To support this, we trained a team of customer
service advisors to respond to the specific needs of vulnerable
customers when they called for advice or with queries.

Issue: Marketplace

Transparency

We work hard to ensure that our communications with
customers are open and credible, and that the right procedures
are in place to deal with any concerns.

We work closely with, and commit to follow, the code of conduct
of the main trade associations, which include: 

• Ofgem  

• Ofcom  

• Advertising Standards Authority (ASA)• 

• Committee of Advertising Practice (CAP)  

• Broadcast Advertising Clearance Centre (BACC)  

• Radio Advertising Clearance Centre (RACC)  

• ISBA

• Direct Marketing Association (DMA)  

• Association of Productivity and Quality Control (APQC).  

This helps us to ensure that all our communications, from
advertising to telesales, are conducted in accordance with
relevant industry standards. In addition, we help to shape
industry best practice through our representation at board level
within ISBA and The Marketing Society.

Pricing

Pricing is a particularly sensitive issue for our customers and we
have worked hard to make our communications as clear as
possible. Our 2008 MORI research found that those surveyed
wanted us to focus more on pricing. As a result, in 2009 we
significantly increased the volume of pricing information. For
example, we produced a ‘simple guide’ to pricing and
understanding what makes up an energy bill. We sent this to all
customers. In addition, when we announced our price cut in
February 2010, we coordinated all our external communications
and then measured on a regular basis how clearly our messages
were being understood through customer surveys.

Issue: Climate change and the
environment

Energy efficiency and microgeneration

Our dialogue with customers on climate change and
environmental issues has increased significantly in recent years
across all of our markets.

We are focusing our efforts on new markets in energy efficiency
and small-scale renewable technologies. To do this effectively,
we are engaging with customers to understand their needs and
opinions and to ensure that they are aware of the options
available. For example, our British Gas service and repair
business includes energy efficiency information on the customer
checklist left after each visit and advice on energy efficiency is
becoming a standard part of our customer interactions. Our
Direct Energy service customers are provided with energy audit
information detailing available options for improving efficiency.

We are also using learning from our Green Streets project in the
UK and Milton Energy Management System project in North
America to understand consumer behaviour and to showcase
new technologies. Our involvement with different communities is
providing opportunities for dialogue with both customers and
non-customers. We are using their feedback to develop new
ideas, delivery mechanisms and products and services. 

Brand

In 2009, we surveyed members of the public on their opinions of
our corporate responsibility approach, identifying whether they
were British Gas customers or not in the process. While 51% of
our customers felt that we were helping them to be more energy
efficient, 36% thought we should be doing more for the
environment and society. Respondents continued to view
protecting the environment in general as the top priority for
energy companies, followed by climate change specifically. Our
challenge is to ensure that customer perceptions of our brand
increase to match the recognition that we are receiving from
other stakeholders for our activities. 

Stakeholder: Investors 
Issue: Marketplace

Corporate responsibility

We engage regularly with both mainstream investors and the
socially responsible investment (SRI) community. In 2009, we
conducted research among both sets of investors to understand
how long-term sustainability affected their investment decisions
and what non-financial information they wanted from companies
like ours. We found that although it was the SRIs that were more
interested in non-financial information, mainstream investors are
increasingly interested in companies’ long-term sustainability.
Unsurprisingly, carbon and environmental management is a key
issue for many of our investors because of the potential financial
implications for us. 
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We are addressing carbon emissions in our communications
with investors, as seen in the 2009 Annual Report and Accounts
and analyst presentations. This is also an underlying theme in
our new corporate strategic priorities. 

Socially responsible investing

We participate in a range of benchmarking initiatives by the SRI
community. Centrica is included in the Dow Jones Sustainability
Indexes and FTSE4Good. 

FTSE4Good originally excluded companies that operated or had
major stakes in nuclear power generation and in 2009 we
discussed with them our desire to invest in the nuclear power
market. We participated in discussions FTSE4Good were
holding on a set of criteria that would allow nuclear energy
companies to join their indices and agreed procedures that will
allow our inclusion. 

Strategy

We held an analyst day in December, which was also webcast
through our website, to discuss strategy. Other communications
with mainstream investment analysts are often one-to-one,
especially with our Investor Relations team. 

During the year, senior management held 127 one-to-one
meetings and 18 group briefing sessions with institutional
investors. Corporate responsibility issues featured in these
discussions.

Reporting corporate responsibility performance is now a key
feature of all our results announcements and financial reporting.
This is the main way we communicate with shareholders who
have smaller holdings, especially through the annual report and
the annual general meeting. We send a postcard encouraging
shareholders to access the annual report online at
www.centrica.com/report2009 and let us know what they think. 
Some shareholders prefer to receive hard copy reports and in
March 2010, we sent out approximately 100,000 Annual
Reviews and 5,000 full Annual Reports 

Issue: Climate change and the
environemt

Carbon Disclosure Project

We participate in the Carbon Disclosure Project, providing
transparency on emissions for the investment community. In
2009, we increased our disclosure score by 10 percentage
points to 84%, achieving a place in the Carbon Disclosure
Leadership Index for the third consecutive year. We were the
highest performing utility in Europe and continue to see this as
an important means of communicating our climate change
performance to investors and responding to their requests for
information.

Adaptation

During the year we took part in SRI research on climate change
adaptation, sharing our experiences and challenges. The results
of this research were published by Acclimatise and
demonstrated widespread uncertainty on how business should
be adapting. As a result of this increasing investor interest in
adaptation, we have been mapping our risks and exploring how
to report more fully on adaptation in future.

Issue: Nuclear

Nuclear strategy 

Prior to our investment in British Energy, we held a nuclear
power presentation for analysts to explain our strategy. The size
of the investment also required an Extraordinary General
Meeting giving all shareholders the chance to question our
Board on the decision. Investors overwhelmingly supported the
investment.

Stakeholder: Employees 
Issue: Business ethics

Employee attitudes

To understand our employees’ views on business ethics at
Centrica, we asked whether they thought our business principles
are adhered to throughout the company and whether they
perceive our working culture as ethical. Through an online
survey and a series of focus groups in 2009, we found that
understanding of our ethical standards is high across the
business. 

Of those surveyed, 92% agreed that they clearly understood
the standards of appropriate business behaviour expected of
them at Centrica. However, only 60% agreed that people at
Centrica act in accordance with high ethical standards, and
just 45% agreed that unethical behaviour is always
challenged at Centrica. This has helped us identify clear
areas to focus on and we used this feedback in the
development of a Group-wide business ethics strategy for
implementation in 2010. 

Fraud

Our main focus around fraud is on prevention. We have run 12
fraud workshops across the business where employees think
through how their roles give them the opportunity to commit
fraud. This has helped to identify risk areas and gaps, raised
awareness among key employees and given them a channel
through which to highlight fraud concerns. We have also trained
a nucleus of people who sit within the business units to act as a
focus point for fraud issues.
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Speak Up helpline

Employees can raise any concerns related to business ethics
through our confidential ‘Speak Up’ helpline. Use of information
provided via the helpline is governed by our Group public
disclosure interest (‘whistleblower’) policy. All concerns raised
are treated extremely seriously. See ‘Business principles
performance’ for more information.

Issue: Health and safety

Workplace safety

We have health, safety and environment forums at all locations
across the business where employees can make suggestions,
raise concerns and discuss issues. For example, Centrica
Storage runs a monthly newsletter for safety representatives
and holds regular events for them to meet with managers as part
of the STEP Change in Safety network. In response to feedback
from safety representatives, Centrica Storage has also
introduced a three-day bespoke training course that focuses on
their role in communicating with their peers and investigating
incidents.

Within Centrica Energy, we have also implemented a number of
ideas from employees, including new rubber mats for boiler
gratings at South Humber Bank power station and formalised
monthly routine checks of rescue equipment at our Roosecote
facility.

In North America, we convene an annual health, safety and
environment conference for the gas production part of the
business, which involves management, field staff and
consultants. Attendees participate in seminars and workshops to
discuss ideas and issues. In Canada, our services businesses
run quarterly Master Health and Safety Committee meetings
with senior leadership and management and employee
representatives. These meetings serve as a forum for best
practice sharing, problem solving, programme evaluation and
planning.

Issue: Customer relations

Customer service

Our employees have direct contact with customers and their
feedback and experience can help us improve customer service.
A feedback tool for British Gas customer service advisers,
launched in July 2008, received more than 90,000 entries in its
first year. We have implemented a number of improvements
based on this feedback, which have led to a reduction in the
number of incorrectly raised appointments and a saving of
£192,000.

Our frontline debt collectors for business customers told us that
many customers needed longer term payment arrangements to
help their cash flows. As a result, we established an ‘Expert
Credit Solutions’ team to support small and medium-sized
businesses with a package of measures to support customers
through difficult economic times.

We also ensure that employees have the opportunity to access
feedback from customers. For example, in 2009, we launched a
Customer Comment hotline where employees can listen to
verbatim comments from recent customer surveys. We have
also launched a dedicated ‘Our Customers’ page in our North
American employee magazine, Spark, where employees can
read customer feedback and gain insight into our performance.

Vulnerable customers

Our employees have been involved in assisting our vulnerable
customers by sitting on a panel reviewing applications for grants
requested through The Family Crisis Fund. The panel
recognised when families were struggling to pay energy bills and
wanted to be able to help them more effectively. British Gas then
arranged for one of our charity partners, National Energy Action,
to provide the panel with one day’s training on energy
awareness. Our employees spent over 30 hours in total on the
panel gaining an in-depth understanding of our partnership as
well as the impact the grants panel had on the local community.

Issue: Marketplace

Business awareness

We aim to keep our employees informed and engaged with our
company objectives. We communicated our new corporate
strategic priorities, updated in February 2010, through a
dedicated intranet portal. Employees had an opportunity to
review and discuss the priorities through online forums and a
series of interactive presentations with senior managers at
selected office sites. 

Issue: Workplace

Employee engagement

Dialogue with employees is critical to their engagement in the
business and is essential in the context of restructuring. We
engaged with all employees affected by restructuring in 2009,
which resulted in some 

redundancies. As well as communicating directly with those
affected to provide information and offer redeployment and
outplacement assistance, we also worked with recognised trade
unions and outplacement assistance, we also worked with
recognised trade unions and employee representatives to
discuss plans.

We use the survey to measure employee engagement and
commitment to the company in a comprehensive and consistent
way. Almost 33,000 people – 90% of our employees – completed
the survey in 2009 and group-wide employee engagement
scores increased by nine points to 66%. 

In 2009, the survey found that engagement scores increased
across the company and that there are few employees who are
actively disengaged. However, some businesses experience lower
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levels of engagement than others and have enacted wide-ranging
initiatives to strengthen employee commitment, for example,
providing greater levels of support for career opportunities. 

Restructuring

Dialogue with employees is critical to their engagement in the
business and is essential in the context of restructuring. We
engaged with all employees affected by restructuring in 2009,
which resulted in around 1,000 redundancies. As well as
communicating directly with those affected to provide
information and offer redeployment and outplacement
assistance, we also worked with recognised trade unions and
employee representatives to discuss plans. A dedicated intranet
site provides employees with updates on restructuring plans. 
Continual communication with employees was also essential to
the integration of our new acquisition, Venture, in 2009. We used
regular communications, meetings and an online portal called
‘the Bridge’ to provide information to existing Centrica
employees and Venture staff. The portal also provided an
opportunity for employees to give feedback and question senior
managers about forthcoming changes. 

Attracting prospective employees

The Centrica Recruitment Team is making use of social media
and networking to increase the number and diversity of
candidates we can reach. As our social media presence grows,
we aim to increase engagement with prospective employees
and position the company as an innovative employer.
In 2009 we ran live web chats for those interested in applying to
join our graduate recruitment scheme. Some of our existing
graduates also write blogs about what it is like to work for us,
giving prospective applicants the chance to comment and ask
questions.

Issue: Climate change and the
environement

Green teams

Employees play a critical role in helping us meet our targets to
reduce environmental impacts from our operations. Our network
of ‘green teams’ help us engage with employees about our
environmental footprint and work towards targets to reduce
energy, waste, water and paper use. We use an online
newsletter, ‘The Green Grapevine’, to communicate with our
green teams who act as a local point of contact for employees
on environmental issues. 

Leadership 

We conducted a survey of 500 employees in 2009 to gauge their
attitudes to the environment and how they feel Centrica is doing
on this issue. The results showed our environmental
communications and internal campaigns have successfully
engaged employees, with 92% of respondents aware of our
targets on office energy use, waste and recycling. We also found

that 91% of respondents are concerned about climate change
and 94% would like to see Centrica demonstrate leadership in
tackling this issue. 

The survey also provided an opportunity for employees to give
us feedback and suggest ideas about how we could do more to
reduce our and their environmental impacts. We have used their
ideas to inform our communications and activities and we are
acting on their most popular suggestion with plans to install
microgeneration equipment at our offices. 

Issue: Nuclear

Nuclear strategy

In 2009, we invested in a 20% stake in British Energy, which
operates eight nuclear power stations in the UK. We recognise
that nuclear energy can be controversial to some people and we
set out to communicate with employees, who are key
stakeholders, about the reasons we chose to pursue this
investment to secure low carbon future energy supplies. To do
this, we created a dedicated portal on nuclear energy on both
our intranet and internet, which includes a video on the subject.

Issue: Local impact

Employee involvement

Employees participating in Direct Energy’s 2008 opinion survey
on community investment were able to see the impact of their
feedback in our refreshed approach and over 80% of those
surveyed in 2009 said Direct Energy’s community programme
gives them pride in the company. 

We set up regional Community Investment Councils in North
America in response to feedback from employees to give them
a greater say in what charities to support and in response to
local market issues and needs. This has helped us increase the
impact of the community investments we make in addition to
increasing employee volunteering by nearly 250%. 

See Local impact section for more on employee volunteering
and community investment.

Stakeholder: NGOs
Issue: Business ethics

Trust

Centrica is a member of the Institute of Business Ethics (IBE)
and we engage with them regularly to understand best practice
and to benchmark our approach against other companies. In
2009, we collaborated on research into consumer trust in
business, confirming that the banking crisis has negatively
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impacted trust in all businesses. Respondents to the research
wanted greater transparency and openness from companies
and we have sought to improve the information available on
our website.

Issue: Customer relations

Consumer issues

We engage regularly on energy industry issues with the
consumer watchdog Consumer Focus – the statutory body that
campaigns for a fair deal for consumers. In 2009, examples of
specific requests from Consumer Focus that we responded to
included:

• Protection from disconnection for vulnerable customers 

• Opening times 

• Tariff structures

• Consumer Focus Confidence Code for Switching Sites 

• Customer redress 

• Vulnerable customers

We work closely with charity partners to help us reach
vulnerable customers effectively and understand their needs.
For example, in 2009 British Gas set up a think tank project with
National Energy Action (NEA) to facilitate discussion and debate
between NEA and British Gas policy-makers on fuel poverty.
These workshops focused on payment methods, new
technologies and arrangements after 2012, when the
Community Energy Savings Programme (CESP) is due to end.
We have used the outputs of this project to develop our
vulnerable customer strategy and to inform continual
improvements. 

See our vulnerable customers section for more information on
our work with charity partners in 2009.

Stakeholder: Government
and regulators 

Issue: Health and safety

Workplace safety

We work closely with the UK Health and Safety Executive (HSE)
and in 2009 we signed the HSE pledge – a UK-wide initiative
which aims to bring organisations from all sectors together to
commit to making their workplaces as safe and healthy as
possible. The pledge is a way for organisations to show their
support for HSE’s new strategy, based on strong leadership and
a practical approach to improve health and safety performance
and bring about real business benefits. We have committed to
continue working closely with the HSE and its partners.

We also engage with regional public bodies on health and safety
issues. For example, in 2009 we joined an East Midlands
Regional Public Health body project on reducing obesity. We

contributed information on our experiences as an employer and
on the issues we face. Recommendations from this project were
presented to the government in March 2010. 

In Ontario, Canada, Direct Energy has a taken a leadership role
in chairing a new industry Services Sector Labour Management
Health and Safety Committee. The aim is to educate residential,
industrial, commercial and institutional property owners about
their role and responsibilities in helping ensure the safety of
tradespeople who service their premises. Specific issues being
addressed by this group include safe access to equipment and
provisions for fall protection on multi-storey buildings. 

Issue: Customer relations

Consumer issues

We hold regular discussions with the UK energy regulator
Ofgem and the North American regulators across our markets.
The wide range of energy-related issues covered in 2009
included debt and disconnection, consumer representation and
complaint handling standards, as well as fuel poverty and
consumer policies.

In 2009, we implemented the recommendations from Ofgem’s
Energy Supply Probe. This included improving the information
provided to customers on their bills and helping small business
consumers with better information on the terms and conditions
of their contracts.

We have also responded to specific requests for information on
prepayment meters, energy efficiency advice, consumer
protection and the application of VAT.

Vulnerable customers

In 2009, we worked closely with the UK government’s
Department for Work and Pensions (DWP) to develop a pilot
data-sharing scheme that will help to identify people in need of
more support. Together with the other main energy suppliers, we
will use DWP information to provide cash rebates to all
customers who are pensioners receiving pension credit. We
have been involved throughout the development of this pilot and
helped to shape the final project plan, which is due to be
implemented in 2010.

British Gas also continues to be represented on the Fuel Poverty
Advisory Group, which exists primarily to report on the delivery
of the Government’s Fuel Poverty Strategy in England.

In Alberta, Canada, Direct Energy worked closely with the
Alberta Ministry of Employment and Immigration to help improve
access to bill payment assistance for vulnerable customers. We
streamlined our bill payment assistance referral programme as a
result and will continue to work closely with the Ministry.

Issue: Marketplace

We respond to formal consultations by Government, opposition
parties, select committees and others and often join with other



11Corporate responsibility report 2009: Stakeholder dialogue

organisations to raise awareness of key issues. We meet
regularly with policymakers and arrange for officials to visit our
sites to gain first-hand experience of our business. 

Competition

In 2009, we responded to consultations on the future of
Britain’s electricity networks and on pricing and communication
to customers. We provided evidence to all parties of
competition in the marketplace. We believe that the market is
working effectively and that further regulation is unnecessary.
We responded to similar consultations in North America where
we believe that the competitive market model should be
embraced further.

Security of supply

We engage policymakers on security of energy supplies and the
policy frameworks required to encourage investment. We also
work closely with the UK Foreign and Commonwealth Office to
support our international gas exploration and procurement
activities. 

In 2009, this included arranging a visit for four MPs from different
parties to see our Centrica Storage terminal at Easington. The
purpose was to show the MPs, all members of the Commons
Energy and Climate Change Select Committee, the major
investment Centrica is making in storage facilities and to see a
storage site in action. It was also an opportunity to set out the
company’s position on how the upstream tax regime could be
improved to encourage future investment. 

Issue: Workplace

Skills 

We engage with the UK government and other bodies on the
skills agenda to help ensure that the country’s workforce has the
right capabilities to develop and deliver new technologies.
Specialist skills are an essential component of our involvement
in the installation of 47m smart meters and the building of new
nuclear power plants. 

The UK government has sought to work with business on a wide
range of skills development, from basic literacy, numeracy and
employability to advanced qualifications and training for high-
technology and environmental industries.

We support the government’s focus on skills, especially through
our British Gas Energy Academies, providing opportunities for
apprenticeships to tackle the shortfall of domestic gas
engineers. The prime minister, Gordon Brown, opened our new
facility in Leicester, and Scottish First Minister, Alex Salmond
opened our academy in Hamilton, Scotland. 

Our chief executive Sam Laidlaw has personally contributed to
the debate on the role of business in supporting higher
education by heading the Confederation of British Industry
(CBI)’s Higher Education Taskforce. The taskforce explores how
business, government and universities can partner to develop
the UK’s skills base. 

We also work directly with universities to improve education
standards and build students’ skills through internships and
providing access to real-life projects. Centrica executive
sponsors participate on department advisory boards and
contribute to course content.

Issue: Climate change and the
environemt

We respond to formal consultations by Government, opposition
parties, select committees and others and often work with other
organisations to raise awareness of key issues. We meet
policymakers regularly and arrange for officials to visit our sites
to gain first-hand experience of our business. 

Environment policy – UK

In 2009, we responded to consultations on financial incentives
for renewable electricity, the role of carbon markets in preventing
dangerous climate change, reporting greenhouse gas emissions
and a framework for developing clean coal.

We were pleased when the government boosted support for
renewables by doubling the allocation of Renewables Obligation
Certificates (ROCs) to offshore wind farms. This led directly to
our decision to go ahead with the 250MW Lincs offshore wind
project. We also lobbied in favour of the introduction of a feed-in
tariff and renewable heat incentive, which the government
announced in early 2010, as these will support the take-up of
microgeneration. During the year, we supported the
government’s increase to the Carbon Emissions Reduction
Target (CERT) obligation by 20% and we strongly supported the
uplift in support for insulation. This has helped to increase the
viability of our new insulation business.

Centrica is a member of organisations involved in shaping the
policy environment in our markets. For example, we are
members of the UK Business Council for Sustainable Energy,
which provides a forum for dialogue between the energy
industry, government and other stakeholders on key issues
shaping the deployment of sustainable energy.

Environment policy – North America

The policy environment in North America is particularly
challenging with regional, state, provincial and national-level
regulators. Yet, through our affiliations with the Alliance to Save
Energy and the Business Council for Sustainable Energy
(BCSE) as well as direct engagement with government, Direct
Energy participates in discussions on a variety of climate
change, carbon and energy efficiency issues, helping to shape
the policy agenda.

For example, results of preliminary and on-going discussions
have demonstrated progress with comprehensive national
energy efficiency legislation in development in the United States.
As a board member of the BCSE, Direct Energy moved the
discussion to competitive market delivery of energy efficiency.
This supports both our business model and belief that
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Relationships

Our trade union relationships in the UK fall into three main areas:

• British Gas engineers (GMB)

• British Gas office and field debt staff (Unison and GMB)

• Centrica Energy Power Stations (Amicus and Prospect)

In North America our trade union relationships fall into two
categories:

• Direct Energy Services Technicians (CEP, USWA, UA, IBEW,
VA, CCQ) 

• Direct Energy Home Services clerical staff (CEP)

We communicate through sharing information, consultation and
negotiation, which occurs at national and local meetings. For
employees not represented by a union, we put in place
consultation arrangements as the situation requires, e.g. for
change programmes and redundancies.

Stakeholder: Media 

Issue: Marketplace

Brand and strategy

After every major media campaign we assess the effectiveness
of our engagement with media. 

We also conduct annual research on the impact of Centrica and
British Gas media activity, measuring ourselves against three
criteria:

• Journalists’ perceptions of Centrica/British Gas –
benchmarked against sector and FTSE 100 peers

• Impact of key communications campaigns over the year – 
in terms of favourability of coverage and penetration of 
key messages

• Journalists’ views of effectiveness of media relations team –
benchmarked against sector and FTSE 100 peers

In 2009, the audit rated Centrica highest of 42 major UK
companies. Media stakeholders’ favourability towards Centrica
and British Gas increased significantly compared to a year
earlier. They said Centrica took strong steps forward in
establishing itself as a leading integrated energy company. 

Journalists said they expected North America to be more of a
focus in 2010 and requested further disclosure on our strategy.
We are aiming to improve our communications to all
stakeholders on this issue. 

competitive markets are the best way to achieve real reductions
in carbon emissions at the lowest costs. 

In California, Direct Energy played a significant role in the
Renewable Energy Certificate (REC) legislation recently passed
by the California Energy Commission. The decision, which
allows retailers to import out-of-state RECs to meet Renewable
Portfolio Obligations, has helped protect Direct Energy’s retailing
business.

Through BCSE, we voiced support for comprehensive climate
and energy legislation and we produced a consensus paper
supporting carbon pricing via mechanisms such as cap and
trade.

Adaptation

In 2009, the UK government’s Department for Food and Rural
Affairs (DEFRA) confirmed that we would be required to report
on climate change adaptation for our power business in 2011.
We are still working to understand the implications of this
direction and the detail that will be required. As part of this, we
have met with the Association of Electricity Producers to discuss
opportunities to work together as a sector, consulted with
DEFRA and attended seminars on prediction modelling. 

In North America, we are also acutely aware of the physical
implications of climate change and in 2009 Direct Energy
expanded relationships in the academic community to further
work in this area. We maintain an active relationship with the
Sustainability Practices Centre at the Faculty of Environment of
the University of Waterloo on issues related to climate change
adaptation strategy and sustainability.

Issue: Nuclear

As a new participant in the UK’s nuclear industry, we held a
number of discussions with government agencies and regulators
including the Nuclear Installations Inspectorate (NII), the
Environment Agency and the Office for Nuclear Development at
the Department of Energy and Climate Change (DECC). Topics
ranged from our anticipated role in new nuclear plant projects to
nuclear licensee regulatory requirements. 

We participated in consultations with the Office for Nuclear
Development on decommissioning and waste management,
which addressed funding arrangements to support these issues
in new nuclear plant projects. We also submitted comments on
the draft National Policy Statements relating to planning policy
for new nuclear plant projects and major infrastructure. 

Stakeholder: Trade unions 

Issue: Workplace

Around 46% of Centrica employees are members of a trade
union, covering issues such as recognition, membership and
procedural and substantive items such as pay. 
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Stakeholder: Communities 

Issue: Climate change and the
environment

Energy efficiency and carbon reduction

We are engaging with communities in the UK on climate change
through our Green Streets initiative. In 2008, we worked with 64
households across eight communities to reduce energy use and
carbon emissions. In 2009 we invited applications from
community projects for the next phase of the competition and
hosted ‘Dragons’ Den’ style roadshows across the country to
shortlist the projects. We selected 14 ideas and in 2010
launched Green Streets 2, a year-long project during which we
will work closely with the participants. We are already learning
important lessons about community-based carbon reduction,
such as the role that seed-funding can play in providing a kick-
start to motivated communities. 

British Gas is also working with schools in UK communities to
encourage children and their families to save energy through
Generation Green. As part of this programme, we supported the
formation of the UK’s first environmental think tank for children
aged seven to 14. The think tank brought 20 young people
together to develop a Green Manifesto which they then
presented to the government. 

Direct Energy held a series of energy efficiency education
sessions in Alberta and Ontario in Canada, and Pittsburgh and
Texas in the United States, to advance the conversation in North
American schools and communities. This included an ideas
exchange around energy efficiency and greenhouse gas
emission reduction, as well as broader education around the link
between the environment and energy. We also made
contributions to not-for-profit organisations such as Scientists in
Schools and Alberta Education and Environment.

Issue: Local impact

Renewables in the UK

We engage in dialogue with communities near our existing and
proposed wind farm sites to keep them informed and enable
them to raise any issues about these projects. 

We also redeveloped our web pages on renewables in 2009,
with additional information on our community approach.
Downloads from the refreshed site rose from 1,600 in 2008 to
2,500. These included a Responsible Renewables newsletter
designed to inform communities near our renewables projects
about our activities in the area.

Nigeria

We consult with communities near our gas exploration
operations in Nigeria through a Project Advisory Committee
(PAC), drawn from each of the five communities in the Mbo
Local Government Authority, the Mbo Local Government and the
Akwa Ibom State Government, as well as Centrica Resources
Nigeria Limited. The PAC provides a forum for community
engagement, enabling its members to exchange information and

ideas to promote a sustained mutually beneficial relationship
between Centrica and host communities. North America
Through our social media platform we were able to track online
conversations about our efforts for National Week of the
Volunteer, and heard commendation of our efforts from the
online news portal, Canadian Business Online, and other
individual stakeholders.

India 

We work with the OM Foundation and agency partners (Hewitt
and EXL) on an ongoing basis, with regular meetings and
informal discussions to gain feedback and ensure we are
providing maximum benefits to communities near our operations
in India.

Our continued relationship with our agency partners has led to a
collaborative of volunteering effort, with 100 employees from
Hewitt, EXL and Centrica participating in activities to improve the
projects.

Swimming partnership

As part of our community investment programme, we are
helping to provide swimming facilities around the UK. Our
Founding Partner Panel, made up of the top 25 pool operators
that we partner with and British Gas employees, meets at a
summit twice a year to discuss how best to use the resources
British Gas has committed to increase participation in swimming.

Stakeholder: Business
partners
Issue: Business ethics

Procurement

We regularly engage with our suppliers on topics within our
business principles as we implement the responsible
procurement programme implementation. We discuss business
ethics and corporate responsibility (CR) issues including health
and safety and environmental impacts as we introduce CR
clauses into supplier contracts. 

Issue: Marketplace

Workshops

In May 2009, 30 key suppliers attended our second workshop
on responsible procurement in the UK. The workshop
introduced and sought feedback on Centrica’s CR strategy and
CR Policy for suppliers. It also addressed some of the
challenges of implementing responsible procurement
standards and shared solutions. 

The discussion highlighted the need for a standard process to
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assess suppliers’ CR management systems and conduct audits.
Feedback from workshop participants indicated that Centrica is
a leader in the UK’s energy industry on responsible procurement
by including CR clauses in contracts and proactively engaging
with suppliers on this issue. 

Issue: Nuclear

Working relationships

Following our purchase of a 20% stake in British Energy, we
established effective working relationships with EDF Energy to
support the management of our joint ventures on the existing
power stations and new nuclear projects. We have positions on
boards governing both the existing British Energy fleet and the
nuclear new build joint venture. We work with EDF Energy to
ensure information flows between the companies are sufficient
to enable us to execute our governance responsibilities. 

Previous commitments

• Encourage support for a regulatory, policy and fiscal 
framework in the UK that will deliver a significant 
increase in investment in renewable generation, 
non-renewable low-carbon investment including carbon
capture and storage and nuclear generation 

• Encourage a policy framework to allow for a significant
increase in installed capacity of microgeneration
technologies and to encourage energy saving in the 
most effective way 


