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01 Foreword

The past year has continued to see a growth in 
consumer fraud of various types increasingly 
with the internet being used as an enabler 
and originating point for these offences. The 
individuals behind these frauds continue 
to exploit consumer vulnerabilities and are 
adept at presenting themselves as legitimate 
businesses.

Issues persist surrounding the advertising 
and sales of energy efficiency measures for 
people’s homes. Taking action to improve the 
energy efficiency of existing housing stock will 
be key to meeting the Scottish Government’s 
net zero by 2045 target. It is essential that 
consumers can confidently make choices on 
what measures will work best in their homes 
and whom should be carrying out that work 
for them. We will continue to work to identify 
and tackle issues in this area building on the 
impactful interventions made during 2021/22. 

Itinerant doorstep traders continue to cause 
problems for consumers. Work carried out is 
often unnecessary, overpriced or of a poor 
quality. Consumers are not informed of their 
legal rights on cancellation and can find it 
difficult to contact traders once work has 
been completed. We have also seen supply 
chain issues impact on the building trade over 
the past year with increasing issues around 

consumers paying large deposits and then 
having to wait long periods for work to be 
carried out or to find that the trader never 
reappears. TSS will continue to explore ways to 
reduce consumer detriment in this area and will 
work closely with partners to ensure the best 
outcomes are achieved.

Sales of illicit goods and streaming services 
on the internet and particularly through 
social media sites remains a problem and 
one that undoubtedly affects the economic 
recovery of the country. TSS will continue 
to work collaboratively with partners to 
tackle this issue. Continuous learning and 
adaptation of investigative techniques is vital 
in this area as the criminals adapt and adopt 
new methodologies to evade detection 
and prosecution. TSS will work to adapt and 
develop their investigative and intervention 
techniques in order to maintain an effective 
deterrence on these markets.   

We have seen the issues around the illicit trade 
in puppies’ peak during the Covid 19 pandemic 
as demand soared. TSS has led on developing 
a multi-agency approach to tackling this 
problematic trade which can result in great 
emotional and financial distress for consumers. 
The team will continue to support and 
contribute to this work over the coming year.

Welcome to Trading Standard Scotland’s Business Plan 
for 2022/23. After another challenging year of dealing 
with Covid19 related restrictions and disruptions we hope 
that there will be more stability as we go through this 
financial year.

This is the final Business Plan to be published by the current 
Governance Board before the local elections in May. The current 
board members wish to place on record their thanks to the TSS 
team for their work over the last 5 years and wish them future 
success. A new Board will be put in place over the coming months.
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Kelly Parry

COSLA Spokesperson for the Community & Wellbeing Board and 
Chair of the Trading Standards Scotland Governance Board

Over the course of last year we refreshed 
our tactical tasking process strengthening 
our engagement with local trading standards 
services and seeking to ensure that the bi-
monthly tactical assessment document 
provided local services with information that 
helped support them to direct resources to 
where they are most needed.

Finally following the UK Government’s 
Consultation on Reforming Competition and 
Consumer Policy which was published in the 
summer of 2021 we await with interest to see 
what steps will be taken to strengthen the 
consumer protection regime across the UK.

c
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02 Introduction

Trading Standards Scotland is a team delivered by 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

• undertake investigations into illegal money lending and support initiatives to 
prevent individuals from turning to this source of lending.

Our Vision

Our Mission

To create an environment where consumers can safely make choices.

To change the behaviours of businesses and individuals who damage consumer 
and business interests.
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03 Governance and 

As part of its funding agreement with COSLA, the Department of Business, 
Energy and Industrial Strategy and HM Treasury 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. 

In addition TSS is accountable to a political Governance Board within COSLA 
chaired by COSLA’s Spokesperson for Community Wellbeing, Cllr Kelly 

Parry. It comprises elected members representing all major political parties in Scotland and 
representatives from BEIS; SCOTSS, CAS and the Consumer and Low Carbon Division of Scottish 
Government are also represented on the Board. 

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

Governance

In order to undertake an enforcement role, TSS receives delegated authorisation from Glasgow 
City Council which it obtains by virtue of the Local Government (Scotland) Act 1973. It engages 
with local authority trading standards services via the Society of Chief Trading Standards Officers 
in Scotland (SCOTSS). On a bi-monthly basis regional representatives from SCOTSS attend a 
Tactical Tasking meeting with TSS management to jointly oversee the work undertaken by TSS to 
tackle cross council border and agree whether new referrals to the team meet the threshold for 
TSS involvement. 

Authorisation

Authorisation
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04 Representation

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 emerging consumer issues.

Consumer Protection Partnership

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

TSS is also part of Scottish Government’s Consumer Network which brings together individuals 
and organisations involved in consumer protection in Scotland on a regular basis with the aim of:

• sharing information on current examples of consumer detriment

•  identifying areas where there is greatest harm caused to consumers in Scotland

•  sharing information on consumer protection activities

•  prioritising areas to be tackled collectively

•  agreeing any coordinated actions

•  considering future key issues

•  focussing on outcomes

•  achieving maximum impact with minimum duplication

Consumer Network

In its 2019 Programme for Government, Scottish Government announced its intention to 
develop a Scams Prevention Strategy for Scotland. In March 2021,the Scams Prevention, 
Awareness and Enforcement Strategy: 2021 – 2024 was published which seeks to ensure that 
Scotland is a place consumers can feel safe against scams whilst ensuring they can access 
the advice and support if required.  To support the implementation of the Strategy, Scottish 
Government formed the Scams Strategic Partnership in which TSS is an active participant.  TSS 
also contributes to the associated supporting working groups.

Scams Prevention Strategic Partnership
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TSS is a partner organisation at the Scottish Crime Campus. It engages with

Police Scotland, HMRC, Border Force and other enforcement agencies to share intelligence and 
participate in multi-agency activity and assisting in tackling serious and organised crime.

Scottish Crime Campus

The chair and board members of Consumer Scotland all took up post on 1 July 2021. Cllr Parry 
has met with the Chair of the Consumer Scotland Board and agreed that the two boards will 
have an open dialogue and seek to contribute to each other’s work plans

Consumer Scotland
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Prevention 
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The diagram below shows the current structure for TSS.

This structure has been adopted as an interim structure whilst we await 
confirmed funding levels for 2022-2025. 

05 Team Structure
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06 Our Partnership with Local
Trading Standards Services

TSS role is to add capacity to the trading standards delivery system in 
Scotland and in order to do this they work closely with local authority 
services undertaking cross border investigations on their behalf and providing 
intelligence, financial, equipment and technical services support.   

Local trading standards services have a broader role than TSS and provide 
advice to businesses based in their area and the consumers affected by those 
businesses with the aim of ensuring that consumer law is complied with. Where 
necessary they will take enforcement action against those businesses. Where a 
business is causing widespread harm across multiple local authority areas the 
matter may be referred to TSS for investigation.  

Local trading standards services will also:

• Monitor products placed on the market to ensure they meet safety 
requirements and will not cause harm.   

•  Ensure weighing and measuring equipment used for trade is accurate  

•  Ensure that age restricted products are not sold to children 

•  Ensure that businesses trade fairly, e.g. not make false or misleading 
claims; uphold consumer rights; use fair contract terms; treat online 
buyers well. 

•  Promote community safety through the safe storage and supply of 
petroleum and explosives (e.g. fireworks) 
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We continue to build on our work to support the dissemination of call blocking technology to 
vulnerable consumers. This year, with the support of funding from the Scottish Government, we 
will disseminate 100 SIM cards that will allow call blocking on mobile phones. This will allow us 
to reach a different type of vulnerable consumer and the results of the project will be used to 
work with major telecom providers to argue for the widespread roll out of this technology.

We also continue to refine our ability to analyse and use the data gathered by call blocking 
devices in use across Scotland. We are working with trueCall, again with the support of funding 
from the Scottish Government, to build an automated process for analysing the most prolific 
telephone numbers involved in nuisance calling. This will allow us to expand our analysis to the 
top 1000 numbers and greatly speed up the process.

TSS produces a quarterly infographic showing the most common phone scams in Scotland 
which is distributed through our ScamShare Bulletin and our social media channels. Below is an 
infographic showing the ten most common phone scams in 2021.

Call Blocking Devices and Data
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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 interventions often in conjunction with health and social care colleagues, in order to 
protect victims from further financial harm.

Scam Victim Data

TSS now has a comprehensive library of prevention material that can be used both digitally and 
physically. All materials are capable of being badged up by individual local authorities.

TSS continues to consider how it can expand and increase engagement across all demographics 
of consumers and will seek to ensure materials are accessible to all groups of consumers. We 
continue to develop podcasts on particular issues and have developed short animations for use 
on social media.

TSS also produces a weekly ScamShare bulletin which as the 
name suggests, alerts consumers to the latest scams. The bulletin 
is widely shared by local authority trading standards services, 
Scottish Government, third sector organisations, community 
groups and individuals. The bulletin now reaches up to 25,000 
people per week. During 2021 we surveyed readers of the bulletin 
and as a result of the responses made improvements and returned 
to issuing the bulletin on a weekly rather than fortnightly basis. 

In addition to ScamShare TSS produces “spotlights” on particular types of scams which can be 
accessed online or printed off for distribution to people who do not access the internet on a 
regular basis.

Prevention Material



13

Part 8 of 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 is not a designated 
enforcer under the Act and where there is cross local authority consumer detriment which 
merits civil action of this kind, it relies on local authority trading standards services and solicitors 
to undertake civil action on its behalf. TSS provides dedicated officers to guide the process and 
conduct the investigation.

In addition TSS maintains an “Enterprise Act fighting fund which can be accessed by local 
authorities to support work they are doing locally under this Act to tackle a business that is 
causing detriment across multiple local authorities.

TSS and SCOTSS have also had early discussions around how Part 8 work could be strengthened 
by providing a central dedicated legal team to advise on and lead the actions.

Enterprise Act 2002

During the course of 2021 TSS and local authority trading standards services in Scotland 
transferred to the IDB intelligence database which was already being used by trading standards 
services across England and Wales, and other key partners such as the Intellectual Property 
Office. TSS continues to provide all the financial support necessary for access to the database by 
Scottish services.

SCOTSS have established a National Intelligence Group, of which TSS are a member, to share 
best practice and identify necessary improvements.

TSS continues to enhance the intelligence on the system through analysis and development. 
During the course of 2022/23 TSS will refresh the strategic assessment.

Intelligence Support

During the course of 2021 TSS have developed the capability to extract data from mobile 
devices. It is common for individuals and small businesses to conduct much of their business via 
such devices and this means that they can be a rich source of intelligence or evidence. TSS has 
developed a protocol that will allow local authorities to have devices that they have recovered as 
part of an investigation examined by the TSS team.

TSS can also assist local authorities with advice and assistance with a number of specialist 
investigation techniques.

Specialist Techniques Support
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07 National Priorities
Every year TSS identifies issues that are causing wide spread detriment and on 
which it will concentrate its resources to achieve maximum impact.

In the past these have been identified from analysis of the previous years’ intelligence.  
Given the impact that COVID 19 has had on commerce over the last 2 years, it has been 
difficult to predict the issues that will present the greatest risk to consumers and/or 
legitimate business.  There is also still some uncertainty around what fair trading issues 
may emerge as a consequence of the UK now having third country status in relation to 
the EU. As a result of these issues affecting the recorded intelligence picture TSS have 
engaged with partners to gain a wider view of the issues currently being experienced by 
consumers.

In 2021 TSS identified a small number of projects that were worked on throughout the year as 
well as continuing to monitor intelligence and track issues in order to identify emerging areas of 
concern. Evaluation of this work has shown that it has worked well and so for 2022/23 TSS will 
continue to focus efforts on a small number of issues whilst still maintaining a degree of flexibility 
to pick up emerging issues.

Proactive Campaigns for 2022/23

Project MAXWELL - Energy and  
Efficiency Measures

Unscrupulous traders are exploiting the existence of government energy efficiency grants and 
funding schemes 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 due to their lack of knowledge of the 
products and the complex landscape of grants and schemes available from UK, Scottish and 
local government.  

Throughout 2021/22 TSS have conducted a number of criminal investigations under the auspices 
of Project Maxwell as well as running two further tranches of disruption activity, the last of which 
took place in Q4 and for which results are not currently available. We sought legal counsel 
during the course of the year to clarify the legal liabilities of intermediaries involved in the sector. 
This agree with our view that these businesses were liable for the statements they made and we 
have built this opinion in to our approach.
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Installation of energy efficiency measures to existing homes is a key part of the transition to net 
zero and as such insuring that this sector works well and that consumers can make informed 
choices remains of vital importance. We can see from both our disruption and enforcement 
work that there continues to be significant issues in this sector. As such we will continue to direct 
resource to this work over the course of the coming year.

Project FALL - 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.

During the course of 2021 TSS and Police Scotland reached agreement that incident data 
regarding issues caused by doorstep criminals would be passed to TSS to enhance the 
intelligence picture of where, what, who and how this activity was being perpetrated. TSS 
then works with local trading standards services to ensure that these incidents are dealt with 
appropriately.

In 2022 TSS will use this enhanced data picture to produce a revised problem profile seeking 
to identify new and more effective ways to reduce consumer detriment in this sector through 
disruption, enforcement and prevention work.
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Project JASPER - Sales of Counterfeit Goods 
on Social Media Sites and Online Market Places

Social media is now an established platform for individuals to buy and sell goods including 
the sale of counterfeit goods. The public perception of counterfeit goods prevails that it is a 
victimless crime and that sellers are only trying to make a bit of money on the side. There is 
little public recognition of the scale of the problem and that it often funds serious organised 
crime. Neither is there a recognition of the safety risk presented by low quality and potentially 
unsafe electrical equipment, toys and cosmetics being passed off as high quality brands. 
Regardless of public perception, it is an area of significant detriment to the economy and tax 
revenue of the country.

TSS undertook intelligence development, enforcement and disruption work throughout 2021 in 
relation to this area. One individual was convicted to a 200 hour community payback order with 
6 months supervision. In total goods with a trade value of over £3m were seized and 24 social 
media sites were taken down.

In 2022 TSS will work with the Intellectual Property Office and Border Force to identify major 
sellers and importers of goods operating within Scotland with a view to taking appropriate action. 
TSS will also work with local trading standards services to ensure that self-storage businesses are 
not being used to store counterfeit goods.

Project REDPATH - The Illicit Trade in Puppies

Demand for puppies, particularly new ‘designer’ breeds, has grown over the years. However 
the Covid pandemic resulted in an even greater demand and supply from legitimate high 
welfare sources is nowhere near sufficient to meet it. Criminals are moving into the market 
and the number of puppies being sourced from illegal, low welfare puppy farms is increasing. 
There has also been an increase in scams where criminals take deposits and then fail to 
produce a puppy.
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As well as the suffering caused to the animals, the illicit trade in puppies causes financial and 
emotional detriment to consumers who find they have purchased an ill puppy which may die 
shortly after purchase and/or requires expensive veterinary care. The illicit puppy trade is being 
facilitated through online platforms such as Gumtree and Pets4homes where adverts are being 
placed by dealers posing as individuals selling pups from their family pet.

Over the course of 2021 TSS worked with partners from the Scottish Crime Campus and beyond 
to build a multi-agency response to this issue ensuring that intelligence was shared appropriately 
and that the roles and responsibilities of partners and therefore their opportunities to tackle the 
trade were identified.

During 2022 TSS will continue to work with this multi-agency group to ensure that Scotland is an 
unattractive market for the sellers of puppies from low welfare breeding premises or otherwise 
illicitly traded. TSS efforts will concentrate on working with online market places advertising the 
puppies ensuring that adverts for puppies from dubious sources are taken down.
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08 Tackling Illegal Money
Lending

The TSS team receives funding from Her Majesty’s Treasury to support work to 
investigate and prevent instances of illegal money lending.

Illegal money lending is where an individual or business lends money to consumers without 
having the necessary authorisation from the Financial Conduct Authority. Often such lenders 
charge extortionate rates of interest and use threats and harassment to ensure that they are 
repaid.

During 2021 TSS continued work on the Stop Loan Sharks Charter Mark which seeks to establish 
a zero tolerance stance to illegal lenders operating within communities. A further 4 organisations 
signed up during the course of the year.

The objectives for 2022/23 are based upon a 3 prong approach which is underpinned by 
partnership working:

1. Prevention

2.  Enforcement

3.  Communications
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Prevention

Key Objectives:

• Increase intelligence through partnership working

•  Increase people’s knowledge of illegal money lending 

•  Create a safe reporting environment 

•  Continue with monthly Charter Mark sign ups 

•  Increase our reach 

•  Conduct necessary and proportionate lines of enquiries to progress any intelligence 
through to investigation 

Prevention is a key part of the work of SIMLU. Training for agencies, which is available throughout 
the year for partners, aims to improve people’s knowledge of illegal money lending and how to 
respond when encountering illegal money lending. The training also aims to improve people’s 
knowledge and understanding of the work of the unit. We will continue to use the illegal money 
lending prevention funding to work with partners to help people who are at risk of falling prey 
to illegal money lenders. One way in which we will do this is by funding projects such as with 
Positive Action in Housing who will deliver a multilingual project working with asylum seekers, 
refugees, and people with right to remain.

We will continue to promote our Stop Loan Sharks Charter. We aim to appoint 12 new recipients 
throughout the coming year. This is an important part of our prevention work as it allows us to 
develop closer relationships with our partners and take a co-ordinated approach to campaigns 
and links us directly with the communities that these agencies serve.

Enforcement

During the Covid pandemic there was a significant decrease in the number of reports regarding 
illegal lending, it is anticipated that the predicted financial hardship caused by the cost of living 
crisis will see a reverse in this trend. From the current files actively being investigated two were 
reported via the SIMLU 24/7 hotline, however there still appears to be a reluctance for clients 
to report and provide statements.  Investigators are actively trying to change this behaviour by 
engaging with partners, community organisations and a variety of care organisations.
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Communication

SIMLU has produced a range of comms materials for use on social media, including graphics, 
short animations and a podcast. The new SIMLU website hosts a number of PDFs which are 
available for partners to share online or download. Supplies of physical leaflets and posters are 
also available for partners to use.  Audience interaction with SIMLU social media content has 
recently been analysed and the findings of this evaluation will be used in upcoming campaigns 
to ensure efficacy of messaging. Further use will also be made of paid advertising and press 
agencies in order to increase reach and engagement.
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09 Performance Indicators
In consultation with BEIS and HM Treasury, TSS has identified key performance 
indicators for 2022/23 intended to improve outcomes in tackling consumer 
detriment and illegal money lending.

BEIS Grant

Enforcement

KPI

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

• Criminal

• Civil

• Cyber

Total

Reports submitted to the Procurator Fiscal

Cases submitted for Part 8 Undertaking under the Enterprise Act 2002

• Breach of enforcement orders pursued

• Enhanced consumer measures sought

Cases referred for POCA investigations (Police Function)

Cases referred to Civil Recovery Unit  
(Police Function)

Cases referred to other enforcement agencies

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

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

Intelligence

KPI

Intelligence logs submitted by TSS

Analytical products created in the period

Intelligence development cases commenced

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

KPI

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

HMT Grant

KPI

Operations commenced

Operations commenced on behalf of or supporting stakeholders

Calls to hotline

Reports submitted to the Procurator Fiscal

Individuals reported

Individuals convicted

Custodial sentences

Non-custodial sentences

Total length of custodial sentences

Total value of fines

Referrals for POCA action

Value of cash/goods seized

Value of any associated financial restraints

Value of any associated POCA recovery

Estimated financial savings to consumers

Estimated value of criminality

Consumers affected

Victims provided with support

People reached through community education projects
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