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Converting Scotland’s Home Heating
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technologies and energy efficiency measures

Summary

Consumer Scotland is investigating the consumer protection frameworks in the market
for energy efficiency and low carbon heating products. We aim to review whether
consumers can access high quality sources of advice and information, fair and
affordable incentives, competitive and clear product choices, and strong consumer
protections in this vital sector. Where necessary, we will make recommendations to
better deliver the protections and confidence needed for consumers in Scotland to
decarbonise and improve their home energy efficiency.

The challenge for consumers in Scotland to convert their home
heating

In the fight against climate change, removing emissions from home heating is an
essential part of the net zero transition. The Scottish Government is proposing new
laws that set bold targets for delivery, with at least 1.1 million homes requiring energy
efficiency upgrades over the next decade - and around 2.4 million homes having to
convert to cleaner heating systems by the end of 20452, This will strongly drive
demand for green technologies such as heat pumps, solar panels, and insulation,
creating an extensive and unprecedented market for these products in Scotland over
the next twenty years.

What will we investigate, and why?

Consumer Scotland supports the transition to clean heating as we recognise the major
benefits that flow from decarbonised, energy-efficient homes. While many early
adopters of low carbon and energy efficiency technology have had positive
experiences, there are reports that the sector doesn’t always enjoy optimal consumer
confidence, with evidence of low consumer awareness, misleading claims, rogue
traders, and scams — all set against a backdrop of unfamiliar products and a large
number of standards bodies, trade associations, logos, and public support schemes?.

To effectively deliver on the scale required, it is vital that consumers are supported at
every stage of the process. Strong consumer demand will be key for widespread
adoption, and that requires consumer confidence and incentives to participate.

! Scottish Government (2023) Heat in Buildings Bill consultation
2 See reports from the CMA, CTSI, Audit Scotland, Trading Standards Scotland, and CAS
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https://www.gov.scot/binaries/content/documents/govscot/publications/consultation-paper/2023/11/delivering-net-zero-scotlands-buildings-consultation-proposals-heat-buildings-bill/documents/delivering-net-zero-scotlands-buildings-consultation-proposals-heat-buildings-bill/delivering-net-zero-scotlands-buildings-consultation-proposals-heat-buildings-bill/govscot%3Adocument/delivering-net-zero-scotlands-buildings-consultation-proposals-heat-buildings-bill.pdf
https://assets.publishing.service.gov.uk/media/6475f1685f7bb7000c7fa176/Consumer_protection_in_the_green_heating_and_insulation_sector_-_Final_report.pdf
https://www.tradingstandards.uk/news-policy-campaigns/news-room/2024/energy-efficiency-pledges-undermined-by-lack-of-consumer-confidence/
https://audit.scot/publications/decarbonising-heat-in-homes
https://www.tsscot.co.uk/wp-content/uploads/2020/06/Consumer-Protection-in-the-Energy-Efficiency-and-Renewables-Sector.pdf
https://www.cas.org.uk/system/files/publications/bad_company_citizens_advice_scotland.pdf

Our investigation will review the existing and proposed market frameworks and make
recommendations that will protect consumer interests in Scotland’s journey towards
cleaner, more efficient home heating.

Call for information

As part of our review, we are keen to engage with people and organisations with the
same functions as, or similar functions to, Consumer Scotland.

We are also keen to hear the views of stakeholders from across the sector and beyond
— whether as consumer advice, advocacy, and enforcement bodies; standards bodies;
trade associations; renewables industry representatives — or any other person or body
that can assist with our evidence and recommendations in this market. In particular,
we are keen to hear from those with evidence of —

e the quality of, and access to, suitable incentives and the information, advice,
and choices for consumers to engage in this market,

e the levels of protection from unfair trading, misleading claims, and scams - and
the adequacy of existing standards and quality assurance,

e the routes to, and adequacy of, remedies and redress when things go wrong.

This call for Information will remain open until 30 September 2024.

To hear more, provide your views, or arrange a call, please get in touch with us via
email. heatinginvestigation@consumer.scot

Consumer advice/Complaints

Consumer Scotland does not provide individual consumer advice or investigate
consumer complaints. For free, independent and impartial advice about the market for
low carbon heating or energy efficiency products in Scotland:

e Domestic consumers can contact Home Enerqy Scotland or call 0808 808 2282.
e Small business consumers can contact Business Enerqgy Scotland or call 0808
808 2268.

To make a complaint about a trader, domestic and small business consumers should
contact Advice Direct Scotland or call 0808 164 6000.

Notes:
About Consumer Scotland

e Consumer Scotland is the statutory and independent body for consumers in Scotland.
o We were established by the Scottish Parliament through the Consumer Scotland Act 2020
(the Act) to provide consumer advocacy and advice with a view to —
o Reduce harm to consumers in Scotland.
o Increase confidence among consumers in Scotland in dealing with businesses that
supply goods and services to consumers,
o increase the extent to which consumer matters are considered by public authorities
in Scotland,
o promote—


mailto:heatinginvestigation@consumer.scot
mailto:heatinginvestigation@consumer.scot
https://www.homeenergyscotland.org/
https://businessenergyscotland.org/
https://consumeradvice.scot/

= sustainable consumption of natural resources, and
= other environmentally sustainable practices in relation to the acquisition,
use and disposal of goods by consumers in Scotland.

About our Investigations

Under Section 4(2) of the Act, Consumer Scotland can undertake investigations by into
sectors or practices which it considers cause, or may cause, harm to consumers, or
otherwise for the purpose of fulfilling our general function.

Under Section 9 of the Act, Consumer Scotland has the power to require persons and
certain organisations to provide us with information (by notice) where it is required for the
purpose of exercising our functions.

Under Section 15 of the Act, Consumer Scotland must publish a report on the findings and
recommendations of any investigation and send a copy of this report to Scottish Ministers.



