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Welcome to Trading Standards Scotland’s 
Business Plan for  2020/21. Trading Standards 
Scotland is a national resource intended to 
complement local authority trading standards, 
by tackling cross council border consumer 
detriment.

This year is a particularly challenging year for us all 
as we seek to adapt to living with Coronavirus and 
the necessity to be socially distant. Commerce has been particularly hard hit 
and many business sectors have been forced to cease trading for pronged 
periods of time. At the same time, the pandemic has created opportunities 
for illicit trade and scams as unscrupulous individuals exploit consumers’ 
vulnerability. 

TSS’s intelligence capability has enabled it to identify these emerging issues in 
‘real time’. Using this information, TSS has developed a continuously evolving 
programme of consumer and business awareness materials throughout 
lockdown and it will continue to do so throughout the pandemic. It has 
published these widely via its website and on social media as well as using 
its network of contacts in local authorities, Scottish Government, the third 
sector and other stakeholder groups. Consequently it has become a Scottish 
Government ‘trusted source’ of information on consumer related issues. 

Although Covid-related consumer detriment will undoubtedly feature for the 
rest of the year, ‘normal’ consumer detriment  is also likely to re-emerge as 
sectors of the economy re-open. TSS will continue to monitor intelligence to 
assess the developing picture and adapt its focus accordingly.

I hope that you will find the Business Plan informative and that it will encourage 
stakeholders to make use of the national resource to improve outcomes for 
consumers and businesses as the nation seeks to recover from the impact of 
the pandemic.

Foreword

Kelly Parry

COSLA Spokesperson for the Community & Wellbeing Board and 
Chair of the Trading Standards Scotland Governance Board
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Trading Standards Scotland  is a team delivered through COSLA and 
funded by UK government to add capacity to local authority trading 
standards services in Scotland. The team is funded to:

• tackle consumer detriment occurring across local authority 
boundaries

• provide expertise in cybercrime investigations 

• provide national intelligence capability and 

• tackle illegal money lending across Scotland and undertake 
initiatives to prevent individuals from turning to this source of 
lending.

Introduction
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Being part of COSLA means that Trading Standards Scotland is 
at the heart of policy development for local government; linking 
consumer protection issues to other relevant policy areas such as 
health and social care, community safety and sustainable economic 
growth. 

TSS represents Scottish trading standards at the UK Consumer Protection Partnership 
(CPP); the forum through which partners1  in the consumer landscape come 
together strategically and operationally to address UK national consumer issues. 
The partnership shares intelligence and coordinates its approach to emerging 
consumer issues.

TSS also engages with Scottish Government which has devolved 
policy responsibility for consumer advice and advocacy and its 
delivery body – Advice Direct Scotland (ADS). Complaints data 
gathered by ADS is the main source of intelligence for trading 
standards; from which rogue traders and their trading malpractice 
are identified. TSS and ADS have established a strong partnership 
and work together on campaigns to inform consumers of emerging 

issues such as the miss-selling of energy efficiency products and the illicit sale of 
puppies from puppy farms. The campaigns are intended to prevent consumer 
detriment and also encourage consumers to report issues so that a better picture 
of detriment can be established. 

TSS has also been working with Scottish Government to assist in the formation of 
the new body, Consumer Scotland which will have a strategic role in relation to 
consumer advocacy and advice when it comes into being in 2021. TSS has been 
involved in the Data Sharing Working Group which seeks to identify the data sharing 
needs of the new body and it has also worked with Scottish Government on its 
scams strategy. TSS’s involvement in the scams strategy has led to agreement by 
SG to match fund TSS’s procurement of call blockers which it will disseminate in 
partnership with local authority trading standards in the second half of 2020/21.

TSS represents trading standards at the Scottish Crime Campus and engages with 
Police Scotland, HMRC, Border Force and other enforcement agencies at the various 
multi agency groups that meet there. Through its involvement at the Campus, 
trading standards is able to request assistance and resources from partner agencies 
in order to undertake large scale investigations. In turn, TSS offers its resources 
to assist other enforcement agencies where appropriate. The intelligence sharing 
partnership at the Campus has meant that the service now has an understanding 
of the involvement of serious organised crime groups in consumer related crime 
which it otherwise wouldn’t have. 

1  In addition to TSS, the Partners are: BEIS, Competition and Markets Authority; Citizens Advice (England and Wales), 
National Trading Standards (England and Wales), Chartered Trading Standards Institute, Trading Standards Northern Ireland, 
Consumer Council of Northern Ireland, Advertising Standards Authority, Financial Conduct Authority

5 Engagement & Representation
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Authorisation

In order to undertake an enforcement role TSS receives delegated authorisation 
from councils which it obtains by virtue of the Local Government (Scotland) Act 
1973. Authorisation by one council is sufficient for TSS to exercise its powers across 
Scotland by virtue of a provision within the Consumer Rights Act 20152  which allows 
authorised officers of a local authority trading standards service to exercise powers 
in a part of Scotland which is outside that authority’s area. 

Local authority trading standards services have oversight of the investigations 
TSS undertakes through the national tactical tasking process.  Referrals to TSS 
are scrutinised at the bi-monthly tactical tasking meeting which are attended by 
TSS management and representative heads of trading standards from the north, 
west and east of Scotland. Referrals are assessed against agreed criteria including 
evidence that the issue is cross border and the amount of consumer detriment 
meets a threshold that merits TSS involvement.

Governance

UK Government set out the broad functions that they wish TSS to undertake and key 
performance indicators on which it is to report. These are set out in the Appendix to 
this Plan. TSS submits quarterly and year end reports on its activity to its Government 
sponsors.

In addition TSS is accountable to a political Governance Board within COSLA chaired 
by COSLA’s Spokesperson for Communities and Wellbeing, Kelly Parry which 
comprises elected members representing all major political parties in Scotland. 
Representatives from BEIS; the Consumer and Low Carbon Division of Scottish 
Government, CAS and SCOTSS are also represented on the Board.

2 Consumer Rights Act 2015 Schedule 5, Part 6,  44 (4)

6 Authorisation & Governance
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The diagram below shows the current structure of TSS; a structure which was set 
six years ago when the team was formed primarily through the amalgamation of 
two legacy teams3 . In the intervening period, TSS has evolved and now places more 
emphasis on civil enforcement and the deployment of disruption techniques rather 
than solely undertaking criminal investigations.

In light of this, TSS is reviewing its structure to assess whether it has the appropriate 
structure and skills within the team. A proposed new structure will be developed 
and disseminated for consultation in 2020, with implementation planned for 2021. 

3 The Illegal Money Lending team and the Scambusters team

Team Structure7
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As well as undertaking investigations on behalf of local authority trading standards, the 
national team provides other kinds of resource such as the provision of equipment, 
financial support and intelligence support.

1. Call Blocking Devices

This year, TSS will provide 281 call blocking devices to vulnerable 
consumers. These have been procured by TSS and Scottish 
Government. Because of social distancing restrictions, the devices 
will be disseminated directly to consumers. 

As well as protecting individuals, the call blockers are a valuable 
source of intelligence as they record the numbers they block. This 

data is also procured by TSS from the call blocker supplier and is analysed to identify 
traders that are using unsolicited calls to perpetrate trading malpractice. TSS shares 
this analysis with local authority trading standards on a quarterly basis to assist them 
with their own investigations and compliance work. 

2. Scam Victim Data

TSS funds access to a database known as Compass; a web-based 
system which holds details of potential scam victims. The database 
which is run by the national trading standards body for England and 
Wales, is accessible to Scottish local authority trading standards 
enabling them to undertake proactive action often in conjunction 
with health and social care colleagues, in order to protect victims 

from further financial harm.

Towards the end of last year, TSS commissioned the Improvement Service to evaluate 
the database to determine whether it offered best value and whether scam victim 
data could be obtained and disseminated in another way which was less expensive. 
TSS will continue with this evaluation in the coming year however because of covid, 
no changes will take place this year.

3. Shut out Scammers (SoS) Campaign

Every year TSS and Police Scotland jointly run the ‘Shut out Scammers’ 
campaign. The campaign is primarily to encourage joint working 
between police divisions and local authorities to tackle doorstep 
crime, however it also focusses on other scams enabled through 
post, phone and email. TSS produces posters, booklets, pop up 

8 Resources for Local Authorities
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banners and door stickers which are disseminated to local authorities for their use 
in the campaign. In addition TSS produces a social media pack for local authorities 
to use to promote the scheme. 

In 2019/20, Shut out Scammers did not take place due to the Coronavirus outbreak. 
However the SoS partnership which also includes Neighbourhood Watch, Age 
Scotland and Advice Direct Scotland was quickly adapted to become the vehicle 
through which information on Covid-19 related scams that emerged during the 
lockdown could be disseminated.

TSS created ‘Scam Share’, a weekly bulletin which provided information on the 
latest scams and signposted individuals to sources of advice and guidance. It also 
produced the ‘Helping Hand’ infographic which came in three forms, giving practical 
advice to vulnerable individuals, carers and businesses to help them avoid scams. 
Both the bulletin and the infographic were widely disseminated by councillors, adult 
protection committees and health and social care colleagues.

* The vulnerable persons version of the infographic

It is unlikely that SoS will run ‘normally’ in March 2021; but doorstep crime and scams 
will remain a significant risk particularly if social distancing continues since isolation 
is a factor in being a victim of such crimes. Therefore TSS intends to continue to 
deliver a rolling programme of scams prevention messaging throughout the coming 
year. 

4. Enterprise Act 2002 support

The Enterprise Act 2002 provides for civil enforcement to be taken 
against traders who persist in a course of conduct which is detrimental 
to consumers. 

TSS works in partnership with local authorities to deploy civil 
enforcement orders against traders responsible for cross border 
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detriment. TSS is not a designated enforcer under the Act and therefore relies on 
local authorities to undertake civil actions on its behalf. Whilst local authorities 
provide the legal resource, TSS brings expertise and experience due to the volume 
of actions it takes. TSS has created a knowledge hub for Enterprise Act actions 
where local authorities can learn from previous experience.

5. Intelligence Database

TSS owns and administers the national intelligence database known 
as Memex on behalf of Scottish trading standards and Food Standards 
Scotland. It pays the licensing costs to allow local authorities access 
to the system to both input and view intelligence. TSS also provides 
ongoing training on use of the system as well as on the deployment 
of intelligence more generally.

This year agreement will be sought from COSLA Leaders for TSS to relinquish its 
ownership of Memex and transfer to another database known as IDB which is now 
being used by trading standards in England and Wales, the Intellectual Property 
Office and the Office of Product Safety and Standards. Assuming Leaders agree to 
the move, TSS will oversee and fund the transition of the data on behalf of Scottish 
local authorities. It will also fund access to the IDB database for Scottish trading 
standards.
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Planning for Uncertainty

Every year TSS identifies issues that present the greatest risk to consumers and/or 
legitimate business and develops a proactive programme of enforcement activity in 
order to tackle them. 

This year the sudden and dramatic impact on commerce as a result of the Covid-19 
pandemic has meant that TSS has had to rapidly re-assess its planned enforcement 
activity for 20/21. 

The necessity for ‘real time’ intelligence to identify the rapidly changing picture of 
consumer detriment as a result of Covid-19 has been demonstrated. Intelligence 
has been vital for trading standards officers as they have sought to identify and 
tackle the emergence of Covid-related scams, price gouging, incorrectly labelled 
hand sanitisers and face masks,  fake testing kits and so called ‘remedies’. TSS has 
prioritised its resources to provide Covid-related intelligence in a Scottish context 
so that local authorities and other stakeholders such the Competition and Markets 
Authority have an overall picture of the issues. 

As lockdown is lifted, and many aspects of commerce resume, consumer detriment 
issues that were problematic prior to Covid-19 are likely to re-emerge.

However there is potential for further disruption towards the end of 2020/beginning 
of 2021 as the transition process following Britain’s exit from the EU is concluded. It is 
unclear how the new trade agreement (or lack of one) will impact upon commerce 
and consumer protection legislation and how in turn this will impact upon the work 
of TSS and local authority trading standards services. 

With the level of uncertainty that exists, TSS is braced for change, whilst at the same 
time it has plans to tackle perennial issues of consumer detriment that are likely to 
co-exist with any new detriment resulting from changes to the trading environment.

A more detailed description of national priority issues and the tactics that will 
be deployed to tackle them is provided in TSS’s Strategic Assessment which is 
disseminated to local authority trading standards services and other law enforcement 
partners.

An outline is provided below.

11
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1. Marketing of Energy Efficiency Products 

Unscrupulous traders are exploiting the existence of government 
energy efficiency grants by falsely claiming that they are available 
for the products they are selling in order  to hook consumers into 
purchasing them. In addition false/misleading statements are being 
made as to the efficacy of the products and their suitability within 
consumer’s homes. 

Consumers are particularly vulnerable in this market given their lack of knowledge 
of the products and whether grants are available. Yet Scottish Government is aiming 
for domestic properties to meet EPC C or above by 2040 which will require many 
consumers to retrofit energy efficiency products to their homes. This market is 
already causing significant consumer detriment and it is assessed that in light of SG 
policy, it has the potential to escalate further. TSS has created an assessment of the 
vulnerabilities in the consumer journey to inform its own response including the 
deployment of prevention measures to mitigate the risk to consumers. It has shared 
this with Citizens Advice Scotland to assist them with their proposal to Scottish 
Government in relation to a bespoke consumer protection  framework for the SG 
energy efficiency programme.

2. Itinerant Doorstep Crime 

The most consistent and pernicious form of doorstep crime is 
perpetrated by itinerant  groups that travel the length and breadth 
of the country, repeatedly targeting elderly and vulnerable people 
in our communities. They cold call ostensibly to undertake home 
maintenance work such as roof or driveway repairs with the aim of 
exploiting as much money as possible from the victim for little or no 
actual work. 

Better outcomes could be achieved if a national approach to this problem was 
adopted which involved police and trading standards working together. It is not 
within the gift of TSS to establish such a framework but it will continue to support 
local initiatives such as Operation Doric in North and South Lanarkshire, where 
police work in partnership with trading standards to tackle doorstep crime. 

TSS continues to build a national intelligence picture of doorstep crime, linking 
individuals and groups and plotting their geographical activity to inform more 
proactive intervention.

Victims of doorstep crime tend to be old and infirm and many are not able or willing 
to appear as witnesses in court. Therefore submitting a report to the Procurator 
Fiscal for criminal proceedings is not always feasible. Consequently TSS is  deploying 
techniques intended to disrupt the activity of doorstep criminals such as taking 
down the websites they use or reporting them to HMRC for tax issues.

National Priority Issues12
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3. Mobility Aids 

In recent years, TSS has investigated  several cases involving the miss-
selling of so-called mobility aids. The cases involved high pressure 
selling and charging exorbitant prices for allegedly bespoke products 
which were claimed to have health benefits. Despite submitting 
cases to the Procurator Fiscal, no successful prosecutions have 
been achieved and traders who were the subject of investigations, 
continue to be responsible for consumer detriment.

This year TSS will review the lessons learned from previous cases and the intelligence 
it holds on this issue and it will develop a new strategy to tackle this problem.  It 
will also liaise with the Competition and Markets Authority who are interested in 
examining the market as a whole.

4. Counterfeit Goods on Social Media

The sale of counterfeit goods is now prolific on social media. In 
the main, sites are run by small time ‘self-employed’ sellers making 
some extra money on the side; it is easy to conclude that this is 
a victimless crime. However at a supplier level, there are links to 
organised crime. The sale of counterfeit goods is known to be 
funding other kinds of criminality such as procurement  of firearms 
and drugs.

Sellers have been identified in virtually every local authority area  and TSS works 
with willing local trading standards, providing investigative expertise in order to 
tackle them. It will continue to gather intelligence on sellers and take action where 
possible. 

5. Illicit Trade in Puppies

The illicit trade in puppies bred in puppy farms is primarily an animal 
welfare and potentially a public health issue. However it also leads 
to significant consumer detriment when the puppies start to display 
health issues and require veterinary care. And similar to the sale of 
counterfeit goods, the illicit trade in puppies also has known links to 
organised crime.

TSS works with partners in Police Scotland, HMRC and SSPCA to tackle the issue. 
TSS focuses on disrupting the supply chain by tackling false/misleading adverts for 
farmed puppies which are advertised as being home reared. 

6. IPTV

Illicit streaming is the distribution of media content without the 
copyright owner’s permission using internet protocol television 
(IPTV). It is currently so prolific that it is posing a significant risk to the 
business interests of legitimate broadcasters. TSS has been working 
in partnership with SKY to tackle the individuals responsible for illicit 
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streaming in Scotland. As a consequence of the Coronavirus lockdown, there has 
been a notable rise in social media pop up adverts for IPTV which are assessed to 
be illicit. Therefore tackling illicit streaming will continue to be a priority issue for 
TSS this year.

7. Secondary Ticket Sales

New legislation means that ticket resellers are now required to 
provide specific information in relation to the tickets they sell. Failure 
to do so is an offence. Last year TSS coordinated an enforcement 
project with local authority trading standards which resulted in the 
first fine being issued in the UK by East Ayrshire Council. 

The issue of bulk buying tickets for resale is dealt with by the 
Competition and Markets Authority and focusses on the resale platforms.  

The CMA is keen for trading standards to keep up the pressure on ticket touts 
however due to Coronavirus, it is unlikely that major events will take place this year 
and consequently the issues with secondary ticketing will be in abeyance . However  
if it should pick up again later this year, TSS is committed to work with the CMA as 
required.  
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Trading Standards Scotland provides a service which complements 
that of local authority trading standards; tackling trading malpractice 
which affects consumers across Scottish local authorities. By setting 
out our resources and planned activity for the coming year, it is 
hoped that local authorities will engage with the service so that better 
outcomes are achieved for consumers and businesses that trade fairly.

Conclusion15
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Performance Indicators

In consultation with BEIS and HM Treasury, TSS has identified key performance 
indicators for 2020/21 intended to improve outcomes in tackling consumer 
detriment and illegal money lending. These are the same as the previous year and 
are set out below along with the outputs from 2019/20.

KPI Output for 19/20

Operations commenced in the period, broken 
into seperate activity strands:

• Criminal

• Civil

• Cyber

Total

 

10

0

9

19

Reports submitted to the Procurator Fiscal 8

Commenced Part 8 actions under the Enterprise 
Act 2002

• Breach of enforcement orders pursued

• Enhanced consumer measures sought

 

0

0

Cases referred for POCA investigations (Police 
Function)

3

Cases referred to Civil Recovery Unit  
(Police Function)

3

Cases referred to other enforcement agencies 2

Enforcement outcomes undertaken in 
partnership with local authority trading standards 
teams and/or other enforcement agencies

32

TSS training events undertaken for local 
authority Trading Standards services. 
(Enforcement, Intelligence or Prevention)

5

Intelligence logs submitted by TSS 1,049

Analytical products produced 106

Intelligence development cases commenced 20

Intelligence packages developed for local 
authority operations (cybercrime/other)

2

Consumers/businesses reached in preventative 
campaigns: online, printed media, radio/TV

951,961

16



17

Cost Benefit analysis will capture:

• Number of consumer affected in each case (vulnerability of consumers 
assessed)

• Value of goods seized

• Cash/assets assessed for POCA/Civil Recovery

• Evaluation of enforcement outcomes resulting from training local authorities

• Participation of local authority TS in events coordinated by TSS 

• Number of intelligence logs submitted by each local authority

Illegal Moneylending KPIs

KPI
Output for 

19/20
Operations commenced 1

Operations commenced on behalf of or supporting 
stakeholders

0

Calls to hotline 35

Reports submitted to the Procurator Fiscal 0

Individuals reported 0

Individuals convicted 0

Custodial sentences 0

Non-custodial sentences 0

Total length of custodial sentences 0

Total value of fines £0

Referrals for POCA action 0

Value of cash/goods seized £0

Value of any associated financial restraints £0

Value of any associated POCA recovery 0

Estimated financial savings to consumers £0

Estimated value of criminality £0

Consumers affected 0

Victims provided with support 2

People reached through community education 
projects

300

Scott ish I l legal  Money Lending Unit
STOP STOP ££OAN SHARKSOAN SHARKS
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