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Summary

The Basis of Reporting (BoR) outlines the scope of each of the 13 key performance indicators
(KPIs) assured in our 2011 CR Performance Review. This document is an update to the Basis

of Reporting for the 2011 Annual Report and Accounts.

Deloitte have assured our KPIs as stated within their Assurance statement, available at
www.centrica.com/CRassurance. To review the assured KPls, see page 6 of the 2011 CR
Performance Review PDF report, accessible from www.centrica.com/CRreportinghub.
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UK power generation carbon intensity

Description

The carbon intensity of UK generated power is one of the key non-financial KPIs in both
Centrica’s annual and corporate responsibility reports. Measured as the amount of carbon
dioxide emitted per unit of power produced, it is often used by the company to demonstrate
Centrica’s environmental performance and contribution to the UK carbon reduction targets.

Calculation methodology

Unit of measure
Grams of carbon dioxide per kilowatt hour (gCO,/kWh)

Scope

Centrica has committed to carbon reporting based on average annual emissions from all wholly
owned or partially owned UK power generation assets and all other power generation assets
from which Centrica is entitled to output under site-specific contracts — based on verified
emissions data as defined by the European Union Emissions Trading Scheme (EU ETS). This
methodology, whilst defined by Centrica, is consistent with the approach presented in the Fuel
Mix Disclosure in determining own generation versus residual power.

Any power generation from a new asset, either wholly owned or as part of a site-specific
contract, will be included from the commencement of ownership, or contract start. Previous
emissions reporting will not be restated based on the new asset.

Any small emissions sources (back up generators etc), which fall outside the definition of an
installation as defined by the EU ETS will not be included.

Table A below details which emissions are included within the scope of the targets
Table A — Scope of the carbon intensity targets

Included in scope Out of scope

Power generation from wholly owned assets, n/a
including our power stations

Power generation from other power generation Power generation from contracts that could
assets from which Centrica is entitled to output be fulfilled from the open market
under site specific contracts

Emissions covered by the EU ETS Emissions that do not fall within EU ETS
Generation from in-scope assets located within Generation from assets located outside the
the UK UK

This definition reflects our investment decisions and avoids ambiguity over the emissions
associated with contracts that could be fulfilled from the open market. It also accommodates any
re-financing of assets to part ownership.

Calculation methodology
Carbon intensity will be calculated as:
= Carbon Intensity (g CO,/kWh) = Sum of EU ETS emissions from all in-scope

generation sites during subject period / Sum of power available for sale from all in-
scope generation sites during subject period
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Power available for sale is that provided to the distribution network and is net of any
transmission losses on the generation side. Losses associated with supplier distribution are not
accounted for.

Data quality, collection and reporting frequency

Data quality

The EU ETS emissions data used to calculate the carbon intensity are subject to annual
verification during March/April of the following year. Only these verified figures can be used to
calculate the official annual carbon intensity figure.

If data is reported prior to receiving the EU ETS verification it will be caveated to that extent.

Data collection and reporting frequency

Carbon intensity figures are compiled quarterly, based on the preceding three months data, for
internal tracking of cumulative carbon intensity for the year to date. The carbon intensity figure
for the previous calendar year is reported externally on an annual basis — using annual
emissions data as verified by an independent EU ETS verifier.

Emission calculations
In the compilation of carbon intensity figures, two general approaches are used:

= Unverified Emissions calculations — calculated internally — each quarter - based on
gas chromatography samples of actual gas consumed for all thermal generation
assets; and

= Verified Emissions calculations — evaluated annually using the finalised internal view
of emissions for the calendar year and then verified by an accredited third party for
compliance with the EU ETS.

Assumptions
Assumptions are included in Table B.
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Table B — Calculations and assumptions

Category Owner Source Calculation Assumptions
Power from wholly | Power Business Provided quarterly, for the Sum of power generation n/a
owned assets Development, Centrica | preceding three months, by volumes in MWh, across months,
Energy Centrica Energy, Power and across all assets.
Generation Operations Team.
Power from other | Power Business For wind and nuclear assets the Sum of power generation n/a

generation assets
under site specific
contracts

Development, Centrica
Energy

data is provided quarterly, for the
preceding three months, by
Centrica Energy, Back Office
Power Generation Settlements
Team. Whilst generation from
Other Power Purchase
Agreements (PPAs) is provided
by the Back Office PPA Contracts
Manager.

volumes in MWh, across months,
and across all assets.

CCGT Emissions

Power Business
Development, Centrica
Energy

Provided quarterly for the
preceding three months, by
Centrica Energy, Power
Generation Operations Team.
Verified emissions data provided
annually by an accredited third

party.

Sum of emission volumes in
tonnes, across months, and
across all assets.

Unverified emissions, are derived
from gas consumption, and are
indicative until verified emissions
are available. Where carbon
intensity is reported externally
prior to the provision of verified
emissions, the figures will carry a
caveat to that extent.

Nuclear
Emissions

Power Business
Development, Centrica
Energy

Nuclear power stations have low,
but non-zero emissions, as a
result of standby combustion
plant. Centrica do not have sight
of these emissions pre
verification, and as such, for the
purposes of the Cl metric, have
assumed a carbon intensity of
1g/kwh.

The 1g/kWh is an assumption
based on the actual verified
carbon intensity of the nuclear
generation for 2010.

Unverified emissions, are derived
from a prudent assumption, and
are indicative until verified
emissions are available. Where
carbon intensity is reported
externally prior to the provision of
verified emissions, the figures will
carry a caveat to that extent.
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Global internal carbon footprint target

Target

Centrica has committed to: ‘Reduce the annual carbon footprint of our core offices,
company vehicles and travel by 20% by the end of 2015 (from 2007 base year)’.

Target structure

Centrica has not set an absolute reduction target to our entire (present and future) business due
to our planned expansion. We are however committed to applying good practice in reducing the
impacts of both our existing and future businesses. Accordingly, we have set ourselves an
ambitious target in relation to our core business (existing in 2007) and are committed to
applying the same good practice to our future businesses where practicable.

This target uses a 2007 base year.

Scope of target
Organisational boundary

Table C - Organisational boundaries of the target

Emissions included in scope Emissions excluded from scope
Existing business ¢  All in-scope assets and activities e  Emissions from new businesses”
associated with the businesses acquired through merger or
within Centrica plc as at 31 acquisition (including equity share)
December 2007. and joint ventures since
¢ Organic growth of the existing 31December 2007
business which does notinvolve e  Emissions from new assets” since
new assets 31 December 2007 that can be
e Activities and assets associated isolated in the financial accounts
with organic growth or new e Emissions from business
business that can not be isolated divestments since 2007
in the financial accounts
Geography Activity associated with Centrica’s n/a

global businesses

New businesses and new assets are excluded on the basis that the company is in growth mode
thus allowing for consistency of scope and on-going comparability with our 2007 baseline
business.

Furthermore, we aim to ensure new businesses have best technology applied from the outset
(e.g. a low emission vehicle fleet), thus limiting the opportunity for further significant
improvement during the target period.

Out of scope assets and activities will be accounted for separately. In only excluding future
growth that can be isolated within the accounts, a conservative approach is taken and our on-
going carbon footprint is over-estimated rather than under-estimated.

* A new line of business that can be individually isolated through the financial accounts (typically through cost codes)
2 A new asset is an additional asset, whether additional vehicle or office, which does not replace an existing asset
(irrespective of whether it's a result of new business or organic growth)
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Operational boundary

Table D - Operational boundaries of the target

Emissions included in scope

Emissions excluded from scope

Internal carbon e Annual emissions associated with e Annual emissions from upstream (gas,

footprint energy and fuel consumption from power, etc) assets
our occupation of offices, our e Annual emissions from assets and
commercial fleet, our company activities other than listed opposite
cars and our business travel (see
below)

Offices e Office accommodation e Offices on sites and for the express
permanently occupied by Centrica purpose of upstream generation and
personnel, including wholly storage (gas terminals and power
occupied and partially occupied, stations)
owned and leased offices e Offices and other facilities owned or

e Emissions associated with the use leased by Centrica but not occupied by
of gas and electricity Centrica employees
e Home-worker offices
e Use of ozone depleting substances
(ODS) within office facilities®
o Diesel consumption at offices®

Commercial fleet e  Utility vehicles used by Centrica, e Non road legal vehicles, including
including downstream service heavy plant
engineers and upstream site based e  Franchisee commercial vehicles
vehicles

e Vehicles used by long-term
contractors working under Centrica
management control

e Shuttle buses’

Company cars e Emissions from all cars owned, e Emissions associated with personal
leased or hired by Centrica for use mileage
by Centrica employees for e Emissions associated with privately-
business purposes owned vehicles used for business

purposes (which includes Direct
Energy since company cars are not
provided)

e Instances where fuel costs are
claimed, as opposed to mileage5

Business travel e Air and rail travel undertaken by e Air and rail travel undertaken by

Period of target

Centrica employees booked via
corporate travel providers

All data years are calendar years (January to December)

Centrica employees not booked via
corporate travel providers (with the
exception of NA flights in 2007 and
2008)°

International rail travel, e.g. Eurostar
NA rail travel

Taxis

Buses

® Emissions of ODS and from diesel use are not considered to have a material impact on the total footprint and therefore

are not included

“ Buses used to transport Centrica staff to and from Centrica offices and local public transport/amenity facilities

® Claiming fuel costs as opposed to mileage for business purposes is not in line with Centrica expenses policy and
therefore is a rare occurrence and considered immaterial
® A central booking system was not fully implemented until 2009 in North America, refer to Table F for further details
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Rationale for target period

Selection of base year - the Greenhouse Gas (GHG) Protocol produced by the World
Resources Institute and the World Business Council for Sustainable Development states;
‘Companies should choose as a base year the earliest relevant point in time for which they have
reliable data’

2007 has been selected as a base year for Centrica as it is the earliest year for which we have
reliable data.

2015 is the end year. This means that the emissions associated with the 12 months of 2015 will
be compared to those of 2007 to determine the overall reduction.

Calculation methodology

Base year re-calculation

The 2007 base year emissions will not be re-calculated for mergers and acquisitions (outside
scope), but in order to ensure we do not claim credit for simply down-sizing our business, the
base year emissions will be reduced following divestment of any part of the existing business
that was in existence during 2007.

This will entail the identification of the in-scope emissions associated with the assets and
activities of the divested business and the removal of such, from the 2007 base year emissions.

We recognise that GHG accounting at the individual level can be difficult and that the separation
of divested businesses is not always clear cut. Accordingly, in an effort to remain credible, a
conservative approach will be taken designed to avoid positive bias in the data (i.e.
overestimation of the base year footprint) and detailed records maintained for transparency.

Base year to end year comparison

The following methodology will be applied to ensure an accurate comparison between the 2007
base year and the 2015 end year.

= The property portfolio, as defined in the boundaries and scope, in existence in 2007 is
documented along with the corresponding energy use and GHG emissions. This forms
the core property of the ‘existing businesses’.

= Should any site close or be vacated, we will cease to account for emissions from the
point of vacancy. Historical emissions data will not be removed from the baseline and
subsequent years unless the office was vacated due to a divestment. Where vacated
sites are directly replaced by a new site(s), the new site will be included in scope from
the point of occupation. The replaced site(s) will also stay in scope so that the data
during Centrica’s occupation is retained.

= The commercial and company car fleet portfolio, as defined in the scope, during 2007
is documented along with the corresponding fuel use and GHG emissions. This forms
the core fleet of the ‘existing businesses’.

= Business travel is accounted by cost centre. In this way, any travel associated with
new, out of scope business can be identified and accounted for discretely.
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Data quality

Where available we will take direct use / sources as defined in Table E. Estimations are made
for serviced offices’ and fuel card user private mileage, see Table E.

Data collection and reporting frequency

Data is compiled on a quarterly basis, UK and EU data is captured using an online software
solution - ourEnvironment. Direct Energy data will transfer to the ourEnvironment system in
2012. The system is designed to receive the quarterly data by reporting entity and by indicator.
The data providers (such as fleet department) submit and validate the data in the system and
can attach supporting documents, as well as commentary. Where appropriate, the system
automatically calculates the carbon dioxide equivalent (CO,e) using referenced emission factors
where required.

The internal footprint is internally reported to the Centrica Executive Committee on a quarterly
basis and reported externally on an annual basis through the Corporate Responsibility Report.

Emission factors

Emission factors relevant to each year will be applied, recognising that a time-lag is often
present. In the case of DEFRA the emission factors are published two years after the reporting
year, with the exception of electricity emission factors which are updated annually for all years.
This methodology is consistent with good reporting practice and is the methodology applied in
the Corporate Responsibility Report. The final two years, 2014 and 2015, will use the most
recent factors available.

The ‘Total GHG’ direct emission factors are used. These include the global warming potential of
carbon dioxide, methane and nitrous oxides. This total GHG approach is considered to be most
reflective of the company’s actual in-scope carbon footprint.

Refer to Tables E and F for the actual emission factor values used (correct as of February
2012).

7 Serviced offices — Centrica occupies space within a number of third party owned offices. Staff numbers can range from
hundreds to less than five. In most cases we do not have access to energy use data and have little or no influence on
the energy efficiency of the building or the actions of the other occupants. For completeness, we do include these
offices within our emission data, but calculate the emissions in accordance with Tables E and F
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Table E - UK and European emission factors

Category Owner Source Calculation Emission factors Assumptions
Offices
Electricity Group Solely occupied sites: | Consumption (kWh) x DEFRA'’s Five Year Grid n/a
Property meter readings emission factor Rolling Average (GRA)
validated against bills (recalculated annually for all
years)
Serviced offices: Average Centrica power As above There will be a lower rate
calculated using use per FTE x FTE in of improvement in the
average Centrica office x emission factor serviced offices; therefore
power use per FTE an average (2009)
Centrica power use/FTE
value is applied to all years
Gas Group Solely occupied sites: | Consumption (kWh) x DEFRA'’s Gross Calorific Value n/a
Property meter readings emission factor
validated against bills.
Serviced offices: Average Centrica gas use | As above There will be a lower rate of
calculated using per FTE x FTE in office x improvement in the serviced
average Centrica gas | emission factor offices; therefore an average
use per FTE (2009) Centrica gas use/FTE
value is applied to all years
Fleet
Commercial Group Fleet | Fuel card data Fuel volume (l) x emission | DEFRA Total Direct GHG emission factor All Fleet activity is for
factor relevant to fuel type business purposes
Company Group Fleet | Expenses data Mileage (m) x emission Vehicle-specific manufacturers tail-pipe Mileage claims are accurate
cars provided by external factor emission factors (where this is not available an
HR provider emission factor based on a Centrica average
by vehicle type will be used)
Fuel card data Volume (I) x emission DEFRA Total Direct GHG emission factor 47% of fuel use is private and
factor relevant to fuel type therefore excluded (based on
a March 2010 review and an
expanded review in
November 2011)
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Category Owner Source Calculation Emission factors Assumptions
Travel
Ralil Group External corporate Passenger miles x DEFRA'’s ‘National Rail’ category All rail journeys are
Procurement | travel provider emission factor categorised as ‘National Rail’
Air travel Group External corporate Flight km x Short Haul (= 500km) = DEFRA’s Domestic It is assumed that all flights
Procurement | travel provider 109% uplift flight emission factor are booked according to
factor x Medium Haul (>500km < 4000 km) = DEFRA standard company policy that

emission factor

Short Haul flight emission factor
Long Haul (> 4000km) = DEFRA Long Haul
flight emission factor

long haul and transatlantic
journeys are business class,
while other flights are
economy class

Table F — Non-European emi

ssion factors

Category Owner Source Calculation Emission factors Assumptions
Offices
Electricity Group Solely occupied sites: | Consumption Emissions & Generation Resource Integrated n/a
Property meter readings (kWh) x location Database eGRID Year 2007 Summary Tables
validated against bills | specific Environment Canada Electricity Intensity
emission Tables 2008 data
factors
Serviced offices: Square footage (as above)
square footage and X consumption Consumption rates (by location and building
type rate (by type) from Energy Information Administration
property type) x (EIA)
state/province
emission factor
Gas Group Solely occupied sites: | Consumption National Inventory Report 1990-2006, n/a
Property meter readings (m®) x gas Environment Canada

validated against bills.

emission factor

Serviced offices:
square footage and

type

Square footage x
consumption rate

(by property type)

X gas emission
factor

Consumption rates (by building type) from EIA
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Category Owner Source Calculation Emission factors Assumptions
Fleet
Commercial Group Fleet | Fuel card data Fuel volume (1) GHG Protocol Tools (WRI), GHG emissions All Fleet activity is for
X emission from transport or mobile sources 2011 business purposes
factor
Travel
Rail N/A N/A N/A N/A Emissions associated with rall
travel are considered
immaterial due to low levels
of use
Air travel Group External corporate Flight km x Short Haul (< 500km) = DEFRA’s Domestic It is assumed that all flights
Procurement | travel provider 109% uplift flight emission factor are booked according to
factor x Medium Haul (>500km < 4000 km) = DEFRA standard company policy that

emission factor

Short Haul flight emission factor
Long Haul (> 4000km) = DEFRA Long Haul
flight emission factor

long haul and transatlantic
journeys are business class,
while other flights are
economy class

In 2007 and 2008 not all
North American flights were
booked through the corporate
travel provider. To account
for the ‘leakage’ a 1.5
correction factor has been
applied to the corporate travel
provider data to more
accurately reflect actual
emissions. The factor was
calculated by assessing the
flight spend ratio between the
corporate travel provider
spend and the total flight
spend
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Lifetime CO, savings under CERT

Description

The Carbon Emissions Reduction Target (CERT) obligation on British Gas requires us to promote
energy efficiency measures and products to domestic consumers living in the existing housing stock
within England, Scotland and Wales. In 2011, the measures primarily used to deliver CO, emission
reductions are the professional installation of loft, cavity wall and solid wall insulation.

Our internal target for CO, emission reductions for 2011 was 16.3 mtCO, of which 40% was to be
delivered by promoting energy efficiency measures to a specified Priority Group (PG) made up of
vulnerable consumers. In addition, new CERT regulations introduced in April 2011 have identified a
new subset of the Priority Group, called the Super Priority Group (SPG). An obligation target has been
set for SPG as an equivalent to 15% of the total CERT obligation extension target, which was
increased pro-rata from the original CERT target for 2010, subject to revision for a change in domestic
gas and electricity market share. This revised overall target figure was also used as the basis for a
new professionally installed insulation target, equivalent to 68% of the total CERT obligation extension
target. In practice, this means that the vast majority of measures promoted to PG and SPG groupings
will be professionally installed loft and cavity wall insulation, the most effective energy saving
measures.

Calculation methodology

Unit of measure
Lifetime million tonnes of CO,

Scope

The CERT programme applies to domestic energy consumers in England, Scotland and Wales.

CO, savings are reported for the calendar year. The metric is calculated based on carbon savings
achieved over the life of the product or measure.

Area of Business
The metric covers the CERT programme as administered by British Gas.

Conversion factors

Under the CERT programme, qualifying energy efficiency products and works are attributed with a
lifetime CO, emission value by Ofgem, as part of a wider approval process for supplier-submitted
schemes for delivering energy efficiency products. The emission value can relate to either a ‘works
project’ such as loft insulation in a three bed, semi-detached house, or a ‘product’ such as a new
energy efficient boiler.

Estimations

Actual insulation installation data are used wherever possible. For non-insulation schemes operating in
early 2011, accruals were used. For example, our retail partners would provide three weeks of actual
sales data via their EPoS systems and accrue for a month’s sales by adding in a proportional number
of sales, based on the number of days to the month-end, to make up a monthly forecast. Actual figures
are used when available.

Assumptions

All CO, claims will be eligible for ‘banking’ where approved scheme requirements have been met (no
retrospective adjustments to scheme rules by Ofgem/DECC). Banking is the process of submitting
official lifetime CO, emission reduction claims to Ofgem, along with associated supporting evidence,
as defined by Ofgem. Ofgem will then confirm the CO, savings achieved, based upon the submission.

Attributed lifetime CO, savings values will not be adjusted during the scheme period, either by a
change to the value by adjusting for previously unconsidered factors, or an adjustment to product life.
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Data quality, collection and reporting frequency

Data collection

Progress towards our CERT obligation as reported to the corporate responsibility team are based
upon figures derived from our financial systems, and are underpinned by invoiced expenditure. We
report separate figures to Ofgem, which are based upon actual insulation installations and product
data as provided by internal and external suppliers. These two sets of figures will vary from time to
time because of recognition period timing differences and operational requirements, such as obligation
trades and delays to the verification of figures. This basis has continued for reasons of historical
comparison.

For professional insulation and heating measures, the full name and address details of customers and
properties where installations occur are recorded. This data will also include details of any benefits
received by members of the household that would indicate eligibility of the CERT Priority and Super
Priority Groups. This also contributes towards our monitoring of services to vulnerable customers.

The majority of this data is recorded on the MIDAS system operated by Walker Martyn Ltd on behalf of
British Gas. The remaining data is recorded either on British Gas’ Social Housing database or the
British Gas New Energy (BGNE) Database. The former records insulation in social housing data, while
the latter records heating, behavioural measures and appliance data. Property details are forwarded to
the Energy Savings Trust for de-duplication processing and submission to the Home Energy Efficiency
Database (HEED).

Insulation and heating measures installed within Social Housing projects are recorded in British Gas’
own social housing database. This data is recorded as and when it is received (usually daily) and will
include full details of name and address, property type, measures installed. This scheme also requires
the completion of a declaration by the social housing provider stating the percentage of tenants who
receive measures that are in receipt of Priority Group and Super Priority Group qualifying benefits.

Retail Partners and suppliers with whom we have factory gate schemes for products and product
subsidies will provide monthly sales and delivery data. Some of these products (for example goods
provided to consumers free of charge) must be ‘requested in writing by the consumer’ hence, the
name and address and any benefit details are recorded and submitted to the fulfilment house working
on behalf of British Gas. Here, they are subjected to a de-duplication process to prevent multiple
claims from single household.

Data quality

All key scheme delivery partners have had their data and processes reviewed by the British Gas’
CERT Compliance Team. Activity data is submitted to Ofgem quarterly for performance reporting.
During 2011, the CERT programme was reviewed by Ofgem Audit, the CR Data Assurance Review,
and statutory audit.

Finance and activity data is formally reviewed in detail by senior management twice every month. The
first review is performed at the monthly CERT finance meeting which seeks to understand and verify
the performance of each scheme, and compare actual performance to the predicted outturn. The
second review is within the monthly business review attended by the BGNE Managing Director and
the Heads of CERT/Policy, Finance and Insulation, as well as the CERT Innovation/Insulation and
Compliance Managers.

Reporting frequency
The metric is reported on a monthly basis.
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British Gas net promoter score (NPS)

Description

NPS is a measure of customer advocacy and has been shown to be linked to company growth. It
uses a scale of 0 to 10, to measure how much a customer would recommend a company.

Calculation methodology
Unit of measure
NPS is calculated by categorising customers into three groups based on how they answer the

guestion: How likely is it you would recommend British Gas?

On a scale of 0-10 with 0 being Definitely Not Recommend and 10 being Definitely Recommend, how
likely is it that you would recommend British Gas?

0 1 2 3 4 5 6 ‘ ‘ 9 10
Passives Promoters

NPS = % Promoters - % Detractors

Scope

British Gas NPS measure is a composite metric combining NPS scores for Residential, Services and
Business divisions. There are multiple NPS metrics from multiple separate survey sources that go into
making up this composite score (outlined below — Figure 1), using the weightings shown.

Figure 1
‘ {1) British Gas NPS ‘
‘ (2) Overall Contact NPS (67%) ‘ | (3) Brand NPS (33%)
(4) British Gas Residential (BGR) (5) British Gas Services (BGS) (6) British Gas Business
NP$ (62%) NPS (34%) {BGB) NPS (4%)
2 ! 2
- Energy First (EF) NPS (57%) - Service & Repair (S&R) NPS - Small Medium Enterprises
- Premier EI"IEl'g}p" I:PE:] NPS |:21 0’_.:'::] |i53°,-‘&) Core I::SME COFE) MNES I::250,"::.':|
- Pay as You Go Energy (PAYGE) « Central Heating Installation (CHI) « Small Medium Enterprises
NPS (22%) o NPS (22%) High Valug (SME HV) NPS
- Electrical Services (ES) NPS (25%)
(12%) « Multi-Site (MS) NPS (25%)
« Dyno NPS (12%) « Journey NPS (25%)
+ British Gas Community Energy
(BGCE) (1%)
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Types of measurement

The British Gas NPS is made up of two types of measurement: Contact NPS across Residential
Energy, Services and Business divisions and Brand NPS across Residential Energy and Services
divisions. The Contact NPS measures customer advocacy soon after an interaction (call centre or
engineer visit across both Residential and Services). Brand NPS measures customer advocacy
among all Residential customers, including customers with no recent interaction with the business.

Table G - Outlines type of measurement used

Metric Measurement Composition / inputs
type
(1) British Gas Blend of Contact British Gas Contact NPS (67%) + British Gas Brand
NPS and Brand NPS NPS (33%)
(2) British Gas Blend of British British Gas Residential NPS (62%) + British Gas
Contact NPS Gas Residential, Services NPS (34%)+ British Gas Business NPS (4%),
British Gas each of these scores are in themselves derived from
Services and scores based on multiple surveys. Weightings
British Gas determined by volume of accounts
Business NPS
(3) British Gas Brand NPS calculated from one survey which is
Brand NPS representative of residential customers
(4) British Gas Contact Energy First (EF) NPS (57%) + Premier Energy (PE)
Residential NPS (21%) + Pay as you go energy (PAYGE) NPS
NPS (22%) Weights determined by call volumes. Each of

these scores are in themselves derived from scores
based on multiple surveys.

(5) British Gas Contact Composite of Service & Repair (S&R), Central Heating
Services NPS Installation (CHI), Electrical Services (ES), Dyno,
British Gas Community Energy (BGCE) NPS scores
weighted based on profit margins

(6) British Gas Contact Average of Small Medium Enterprise (SME), corporate
Business NPS markets and end to end customer journey view, non-
weighted reflective of actual completed survey
volumes

Calculation methodology

For all business areas within the contact measurement types, the NPS is calculated monthly by
calculating the percentage of promoters for that month, the percentage of detractors for the month and
subtracting detractors from promoters.

Brand NPS

The Brand NPS monthly score is calculated as a rolling 3 month average. The study is designed to
ensure that the results are representative of residential customers and as such are weighted based on
whether customers are duel fuel or single fuel, what type of Homecare product they purchase, and
their method of payment (cash/cheque, direct debit or Pay As You Go).

The monthly total completed surveys are 1,500 (3 month average based on 4,500). The 2011 year
end score for Brand NPS was the 12 month average, January 2011- December 2011.
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British Gas Residential NPS
NPS calculations are first done for each of the business areas (EF, PE, and PAYGE). Weighting for
monthly British Gas Residential NPS is determined by call volumes.

Monthly completed survey totals for British Gas Residential in 2011 were 1,730 up until May 2011.
This consisted of a combination of EF, PE and PAYGE completed telephone surveys — collected by an
external research agency.

In June and July 2011, EF and PE surveys moved to an automated telephone survey while the
methodology for PAYGE remained as an outbound telephone survey administered by external
research agency. The total completed number of surveys for June and July 2011 was 117,400.

From August 2011 the methodology for each of EF, PE and PAYGE has been an automated phone
survey. Between August and November 2011 the number of monthly completed surveys was 127,000.

The 2011 year end score for British Gas Residential is based on the weighted average of the three
year end NPS scores for PE, EF and PAYGE. The year end score for each individual area is a moving
annual total (MAT). However, MAT for EF was calculated from January 2011 to November 2011 due
to the automated telephone survey collection being put on-hold. As a result there is no composite
British Gas Residential NPS metric for December 2011. The surveys were put on hold in order to allow
the agents to deal with increased levels of call volumes, allowing British Gas to focus on servicing
customers as quickly as possible during the critical winter months.

British Gas Services NPS

NPS calculations are first done for each of the business areas (S&R, CHI, ES, Dyno, and British Gas
CE). Weighting for combining these scores into overall British Gas Services NPS is determined by
operating profit.

Monthly number of completed surveys for British Gas Services in 2011 ranged between 23,000 and
27,000.

The year end score for British Gas Services is a weighted average of the year end scores for each of
the separate British Gas Services survey inputs. The year end score is MAT calculated across
December 2010 to November 2011, due to the 1 month lag in postal survey methodology.

British Gas Business Contact NPS

NPS is an average of SME Core (Core Service Centre inbound and outbound), SME HV (inbound and
outbound), MS (inbound and outbound) and Journey (including Sales, Billing, Connection & Metering,
Retention, Credit, Business Movers, Save) non-weighted, reflective of the actual number of completed
surveys.

The Journey score was introduced in 2011 and did not exist in 2010, therefore this has to be taken
into account when comparing 2010 British Gas Business Contact NPS vs. 2011 British Gas Business
Contact NPS (not 100% comparability). In SME HV October— December 2011 a new proposition
called Business Energy Insight was introduced into SME HV, in the initial phases of launch between
October and December these customers were omitted from SME HV (a volume of 1,071 surveys, 13%
of SME HV total completed surveys or 2% of British Gas Business).

Overall British Gas Contact NPS
The Overall Contact NPS is calculated by combining British Gas Residential, British Gas Services and
British Gas Business NPS scores using the weighting outlined in Figure 1.

Overall British Gas NPS
The Overall British Gas NPS is calculated by then creating a weighted average of Brand NPS (33%)
and Overall Contact NPS (67%).

Basis of Reporting centrica
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Data quality, collection and reporting frequency

British Gas Residential NPS

Prior to July 2011 telephone interviews were conducted by an external research agency. On
a daily basis, British Gas sent a list of customers from each of the business areas (EF, PE, and
PAYGE) who had called into British Gas Residential call centres, the files being transferred in a secure
manner. These files were then de-duped from customers surveyed in the last month.

From June 2011 agents receiving calls from customers within PE and EF would invite customers to
participate in an automated telephone survey, at the end of the call. If the customer agreed, they
would be transferred to the automated system.

As noted earlier, in June 2011 and July 2011 PAYGE NPS surveys were based on outbound
telephone survey methodology administered by an external research agency.

As of August 2011 all three inputs to the British Gas Residential metric were based on automated
telephone surveys.

British Gas Residential reporting is available on the 5™ of the month, reporting on the previous month.

British Gas Services NPS

The methodology employed in 2011 for S&R, and Dyno is a postal survey, administered by an external
research agency. Each week each of these business areas provide a list of all customers who had a
visit from an Engineer in the previous week. These customers are then sent a paper survey to
complete and return, and the agency calculate the monthly NPS score for S&R and Dyno.

There is no data for Dyno On-Demand from June 2011 to December 2011. (Dyno On-Demand makes
up 22% of overall Dyno NPS, the other 78% coming from Dyno Contract Survey). Prior to June 2011,
Dyno On-Demand was an in-house paper survey administered in-house by British Gas Dyno On-
Demand team. Due to a re-organisation this team were no longer available to administer the survey
and so it was put on hold until an alternative methodology could be put in place.

BGCE and CHI customers are surveyed by post, administered internally by British Gas. Each week
each business area pulls together a list of all customers who have had an engineer visit in the prior
week. All of these customers are sent a paper survey. Completed surveys sent back by customers are
analysed by British Gas and NPS scores created.

ES customers are surveyed by an outbound automated phone survey. Each week a dialler file is
created for all customers who have had an ES Engineer visit in the previous week. The file is uploaded
to externally hosted secure FTP site, and customers are called automatically and invited to participate
in the survey.

All metrics are provided to an external agency who in 2011 created the composite overall British 